
 

 
 
CaliforniaColleges.edu User Support Specialist  
California College Guidance Initiative  
 
Remote/Virtual within California — Full-Time 
 
The California College Guidance Initiative is looking for a customer support representative to join the 
CaliforniaColleges.edu Team. As part of the CaliforniaColleges.edu Team, you will be front-line support 
for educators and other users of CaliforniaColleges.edu, California’s official college and career planning 
platform for K-12th grade students, parents, and educators.  
 
The ideal person for this team has a natural ability to connect with people and build relationships with 
users, demonstrated passion for technology and teaching others how to use technologies, excellent 
written and verbal skills, an ability to troubleshoot and investigate technical issues, and a passion for 
educational equity.  
 
A typical User Support Specialist’s day is spent managing user inquiries submitted online and via email. 
These inquiries require timely responses that are accurate and specific while also providing additional 
resources that might be helpful beyond the original request. There is daily use and management of 
supporting documentation and plenty of opportunity for improving customer experience via support.   
 
The User Support Specialist is an entry-level position responsible for responding to users’ daily needs, 
identifying and troubleshooting user issues, communicating trends in user issues, documenting 
inquiries and processes, and facilitating and managing trainings.  
 
We work with educators across the state to support their use of CaliforniaColleges.edu. You must be 
comfortable working with unknowns and ambiguous solutions, as well as passionate about promoting 
public education and advancing educational equity.  
  
What Will You Be Doing? 

— Participate in day-to-day management of user inquiries. While this sometimes involves technical 
skills, it is heavily customer service oriented.  

— Managing the logistics for scheduled webinars; facilitating trainings and webinars for users.  
— Reporting on customer service trends and other vital details to support the 

CaliforniaColleges.edu Team.   
— Use data to seek out and suggest solutions to user needs. 
— Continually look to improve the support process by recommending changes to support forms 

and documentation.  
— Investigate and resolve user and staff issues.  
— Develop and maintain documentation that supports the understanding and usage of 

CaliforniaColleges.edu. 
— Develop and maintain customer service protocols that ensure the CaliforniaColleges.edu Team 

functions in an efficient and proactive manner.  



   

 
What Technical Skills Do You Need?  

— Strong command of Google Suite (Google Drive, Docs, Sheets, Slides, Forms).  
— Strong command of Microsoft Office suite of tools (Word, Excel, PowerPoint).  
— Previous experience with CRMs or Customer Service Software (e.g. Salesforce, Zoho Desk, 

Zendesk) is highly preferred. Salesforce is the CRM software used at CCGI.  
— Experience investigating and troubleshooting user issues. 
— Experience with facilitation or training end users in a virtual capacity. 
— Ability to gather, analyze, and present data on trends in customer service needs. Use this 

information to make recommendations for improvement.  
— Bachelor’s degree required, or the equivalent years of relevant experience may be considered 

as a substitute for a degree. 
 
What Intangibles Do You Need?  

— Strong organizational, project, and time management skills. 
— Excellent listening and communication in writing. Ability to read for tone and interpret needs in 

order to provide a comprehensive and accurate response. Verbal communication skills. 
— Ability to communicate with people at all professional levels from teacher’s assistant to 

superintendents. 
— Meticulous attention to detail. We work with educators; improper grammar and misspellings will 

be noticed!  
— Strong decision-making skills with the ability to find answers to difficult questions and respond 

with confidence.  
— Manage responses to customer needs as well as other projects without detailed supervision.  
— Thrive in a fast-paced environment where unknowns and ambiguity are regularly present. 

 
More about the CaliforniaColleges.edu Team 
The team is composed of individuals, working remotely across California, that support content, user 
support, data integrations, and product development (e.g. UX/UI, specification development, quality 
assurance testing). Not all of us have a product development or technical background, but we believe in 
continuous learning and are deeply self-motivated.   
 
The team does NOT include developers. We work closely with a product manager and developers at 
our vendor to handle this portion of the product.  
 
We are keen for you to bring experience that you can impart to the rest of us, but you also have to be 
interested to improve in many other skills and low ego enough to always take initiative to learn more. 
This role reports to the CaliforniaColleges.edu Manager.  
 
More about CCGI 
The California College Guidance Initiative (CCGI) works to ensure that all 6th-12th grade students in 
California have access to a systematic baseline of guidance and support as they plan, prepare, and pay 
for postsecondary education and training. This baseline is provided by CaliforniaColleges.edu. CCGI 
partners with K-12 school districts to support students, counselors, and parents with the systematic use 
of CaliforniaColleges.edu, including transcript-informed tools. CaliforniaColleges.edu also houses, 



   

audits, and transmits student data to help ensure more accurate and efficient decisions regarding 
admissions, financial aid, and course placement. 
 
CCGI is a positive, diverse, and supportive culture. At our core, we prioritize the needs of students 
above all else.  
 
Everyone at CCGI works remotely. We are all located in various parts of California. We rarely meet in 
person. Instead, we make use of tools, such as ZOOM, Slack, and Salesforce, to communicate and 
document our work. 
 
CCGI is housed at the Foundation for California Community Colleges but is an autonomous initiative 
with its own mission, goals, and leadership team.  
 
To learn more about the position, read the full job description > User Support Specialist, California 
College Guidance Initiative  
 
Application Instructions: 
For immediate consideration, please submit a letter of interest and resume saved as Microsoft Word 
(.doc/.docx) or Adobe Acrobat PDF (.pdf) documents to jobs@foundationccc.org. Please include 
in the subject line: “User Support Specialist, California College Guidance Initiative.” The 
application process will be open until the position is filled.  
 
The Foundation for California Community Colleges provides equal employment opportunities (EEO) to 
all employees and applicants for employment without regard to race, color, religion, sex, sexual 
orientation, gender identity, gender expression, national origin, age, veteran status, disability or 
genetics. In addition to federal law requirements, The Foundation for California Community Colleges 
complies with applicable state and local laws governing nondiscrimination in employment. 
 
 
 
 

https://foundationccc.org/Portals/0/Documents/AboutUs/ccgi-user-support-specialist.pdf?ver=2020-01-08-113934-990&timestamp=1578505195564
https://foundationccc.org/Portals/0/Documents/AboutUs/ccgi-user-support-specialist.pdf?ver=2020-01-08-113934-990&timestamp=1578505195564

