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JOB 
TITLE :
 
 Sales and 

Marketing Assistant  
 
JOB TITLE:   SERVICE DESK MANAGER    
REPORTS TO :   DIRECTOR OF IT OPERATIONS  
DEPARTMENT :  INFORMATION TECHNOLOGY 
LOCATION :   OXNARD, CALIFORNIA 
  
 
We've grown to become the world's leader in producing, sourcing, distributing and marketing 
fresh Hass avocados. As a vertically integrated and public company, our total focus is avocados. 
We provide customers in over 25 countries with the complete package—year-round supply, 
global availability, and value-added services. 
 
Our partners are passionate and experienced growers from the most ideal avocado growing 
regions in the world. To supply customers with the world's finest avocados, we operate packing 
facilities in five countries and own 11 regional ripening centers worldwide. Our distribution 
centers and transportation capabilities ensure peak eating-quality avocados from the tree to 
the customer. And when it comes to food safety, we adhere to the Good Agricultural Practices 
(GAP) program and Good Harvesting Practices (GHP). We proudly share responsibility with our 
growers to ensure total satisfaction for our customers.  
 
 
JOB SUMMARY 
The Service Desk Manager will lead a team of professionals with heavy user interaction at all 
levels across the company, providing a broad range of end user services to our organization 
covering desktop support and troubleshooting, hardware/software installation and 
configuration, phone system and video conferencing support. You will collaborate on 
continuous improvement projects across Service Management. The individual will promote a 
positive work environment by maintaining respectful interactions with all employees, vendors, 
and partners. 
 
ESSENTIAL DUTIES & RESPONSIBILITIES 

 Oversee service delivery of requests, incidents, and problems. Manage urgent and 
complicated support issues 

 Coaching and supporting a growing team of IT Service Desk agents globally, focusing on 
increasing their impact on the company 
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 Provide escalation support for IT processes, hardware, software, and SaaS tools 
 Design, document, train, and support new procedures focusing on increasing efficiency 

across the enterprise 
 Determine cause of issues, look for opportunities to eliminate repeat issues through 

improved process, training, documentation 
 Regular ticket reviews, holding staff accountable for quality notes, service, Service Level 

Agreements and Service Level Objectives. Use reviews to identify trends and develop 
strategies for continuous improvement 

 Oversee the maintenance of asset control and adherence to departmental/system policy 
directives and maintains the highest level of data security 

 Play a proactive role in our IT Operations project  
 Work the Incident Response On-Call rotation as Incident Commander 
 Proactively ensure high quality in the work your team delivers 
 Collaborate with and seek feedback from partner teams 
 Demonstrable troubleshooting methodologies and root cause analysis 
 Excellent skills collaborating with employees inside and outside of your team across 

multiple time zones 
 Inclusive, people-focused leadership skills 
 Experience managing medium complexity projects from planning to completion 
 Ensuring policy adherence and providing support for both internal and external 

compliance audits 
 Perform other duties as required 

 
 

MINIMUM QUALIFICATIONS & REQUIREMENTS 
 Bachelor’s degree or equivalent combination of work experience, education, and training 
 8+ years of expertise providing end user helpdesk support 
 4+ years leading or managing a service desk team 
 Advanced knowledge of help desk operations with the ability to give instruction to non-

technical audience 
 Broad understanding of IT concepts, development practices, and architectures  
 Excellent communication, time management and problem-solving skills  
 Extensive experience with desktops, laptops, peripherals, Win 10, Microsoft Office 365, 

Antivirus, VOIP phones, mobile devices, remote assistance, and VPN client software  
 Excellent communication, time management and problem-solving skills  
 On-call and occasional hours outside normal business according to business needs 
 Ability to travel if needed to other remote sites  
 Bilingual in Spanish  

 
 
PREFERRED QUALIFICATIONS & REQUIREMENTS 

 Bachelor’s Degree or equivalent combination of work experience, education, and training 
 10 + years of expertise providing end user support 
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 ITIL certification 
 Proficient using FreshService Management solution or similar SAAS Ticketing 

Management solution 
 Comp TIA A+, Network + or Microsoft MCP certification highly desired 
 Broad understanding of switches, routers, and TCP/IP networking 
 Experience with Apple OS environment 

 


