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Customer Service & Technical Support Representative
IDville is a North American distributor of identification products and services. With more than 20 years of proven success, IDville is building a safer today for a secure tomorrow by offering simple solutions, 360-degree service, and a progress-driven work environment.
Position Summary
IDville is seeking a full-time Customer Service & Technical Support Representative to support customers experiencing technical challenges with IDville products through phone, email, chat, and other written communication channels. This role is ideal for someone who is customer-focused, technically curious, detail-oriented, and motivated by helping others reach a positive outcome. The right candidate will bring a professional communication style, strong troubleshooting instincts, and a willingness to learn in a collaborative, fast-moving environment.
Key Responsibilities
· Provide excellent customer service and technical support for IDville products, including ID badge printers, software, and related technical solutions.
· Diagnose, troubleshoot, and resolve customer concerns involving software, hardware, printer drivers, operating systems, networks, databases, ODBC, and related technical issues.
· Perform physical repair of ID badge printers and coordinate the loaner printer process while customer printers are being repaired.
· Maintain accurate inventory levels for printer repair parts and support timely repair turnaround.
· Resolve customer inquiries promptly, accurately, and professionally while ensuring the customer feels fully supported.
· Document customer information, technical issues, troubleshooting steps, and resolutions in the designated ticketing system.
· Use shared desktop tools to troubleshoot software and printer issues effectively.
· Communicate with customers through multiple channels, including phone, email, and online chat.
· Develop strong product knowledge and become a trusted resource for customers and internal team members.
· Contribute to a culture of continuous learning, self-development, teamwork, and service excellence.
Measures of Success
· Respond to customer technical issues within 24 hours.
· Maintain ticket queue volume within a reasonable range based on business needs and seasonality.
· Meet established service levels and contribute to consistent, high-quality customer experience.
Ideal Candidate Traits
· Proven ability to interact with and support customers in a professional, efficient, and accurate manner.
· Strong technical aptitude and comfort learning new products, systems, and troubleshooting processes.
· Excellent verbal and written communication skills, with the ability to explain technical information clearly.
· Fast learner and problem solver who is comfortable working with technology.
· Strong proficiency in Microsoft Office; experience with HubSpot, phone system, ticketing, and chat technologies is a plus.
· Strong organizational and time management skills, with the ability to shift priorities as needed.
· Team-oriented mindset with a commitment to personal growth and company goals.
· Positive, self-motivated approach and a genuine desire to help customers succeed.
Requirements
· Relevant degree or equivalent experience desired.
· 1–2 years of applicable technical support experience preferred.
· Basic knowledge of computer architecture, applications, and/or infrastructure.
· Foundational understanding of printer drivers, operating systems, networks, databases, ODBC, and related technical concepts.
· Ability to diagnose and resolve customer concerns involving software and hardware over the phone.
· Availability to work Monday through Friday between 8:30 a.m. and 5:00 p.m.
· Comfortable with primarily sedentary desk and computer work for the duration of the shift.
Our Fun Culture Offers
· A dynamic, dedicated team that is fun to work with and ready to help you succeed.
· Performance-based compensation commensurate with experience.
· Medical, dental, vision, life, long-term disability, and short-term disability coverage.
· 401(k) with 100% vested match.
How to Apply
Interested candidates are invited to submit a resume for consideration. IDville is looking for a customer-focused technical support professional who is ready to learn, contribute, and grow with the team.  Resumes and Cover Letters may be sent to Beth Kiisk-Milanowski, Beth@IDville.com
IDville is an Equal Opportunity Employer and does not discriminate on the basis of age, gender, race, religion, color, national origin, marital status, genetic information, height, weight, sexual orientation, gender identity, protected veteran, individual with a disability or any other protected characteristic. We are dedicated to workforce diversity and a drug- and smoke-free workplace. Drug screening and background check are required.
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