JOB DESCRIPTION

JOB TITLE:                                           Technical Customer Support Engineer      
       
REPORTS TO (TITLE):           		Customer Support Manager

[bookmark: _GoBack]DEPARTMENT/LOCATION:     		Hybrid/Home/Rotherham


1. MAIN PURPOSE OF THE JOB 
Provide technical support and advice to external and internal customers of Pyronix including engineers, sales representatives and distributors.

2. PRINCIPAL ACCOUNTABILITIES 

· Answer calls from customers and assist with technical issues.
· Manage customer complaints, returns and repairs collecting all required information.
· Support achievement of company and team KPI’s with regard to answer rate, speed of answer and customer service.
· Accurate and timely logging of calls aiming for first time fix of problems.
· Take ownership of customer issues reported and see problems through to resolution with help from team supervisors and manager and/or other business departments.
· Research, diagnose, troubleshoot and identify solutions to resolve customer issues.
· Follow standard procedures for proper escalation of unresolved issues to the appropriate internal teams.
· Provide prompt and accurate feedback to customers.
· Ensure proper recording and closure of all issues.
· Promote company training that may benefit customers.
· Assist with testing of new and existing products.
· Proof read product instructions and manuals and communicate errors and omissions.
· Assist with building of demonstration kits for customers and display boards for use at Trade Shows, Exhibitions or Distribution Outlets when required.
· Complete site visits when required to determine issues with problem sites.
· Any other tasks or duties that may be requested by your line manager.




3. ORGANISATION CHART 





4. CONTEXT 

· Provide our customers with the information required to effectively and efficiently install and maintain our products.
· Help maintain a culture of customer focus within the team.
· Increase sales through positive customer experience which drives customer loyalty to our products and business.
· Support the External Sales Team in their sales activities through our ‘best in industry’ after sales support being sold as an added benefit to using Pyronix products.
· Support other departments with the technical knowledge required in order to use our products in real world situations.



5. KNOWLEDGE/EXPERIENCE/SKILLS NEEDED 
Essential

· Experience in installation and maintenance of Intruder Alarm Systems.
· Good knowledge of current standards for installation and maintenance of Intruder Alarm Systems.
· Excellent verbal and written communication skills when dealing with both internal and external customers.
· Good computer skills including data entry.
· Valid UK driving license.
Desirable

· Experience of Pyronix products.
· Experience with use of Microsoft Office software products.

6. WORKING RELATIONSHIPS 

a) Internal within the Company

· Account Managers, Sales and Marketing Teams

· To provide technical information and advice regarding the practical application of Pyronix products.
· Report customer feedback or issues to the relevant Account Manager where required.

· QA

· To provide information regarding customer complaints or product issues in order to determine what corrective action is required.

· Research & Development, Testing Department

· Provide feedback on use and implementation of equipment. Suggest improvements and report issues.

b) External to the company 
· Installation and Maintenance Engineers, Sales Staff, Distributors and Specifiers.

· To provide technical support and advice regarding the implementation, programming and use of Pyronix products.



7. PROBLEMS/KEY FEATURES 

· Must be able to deal with customers that may at times become frustrated or anxious.
· Have the ability to think quickly whilst under pressure.
· Think logically and thoroughly diagnose issues and problems, asking the correct questions in order to determine a resolution to the customers issue.
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