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JOB SECTION: SENIOR EXECUTIVE
30005 Chief Information Officer - Large Site (501-5000 screens)
30010 Chief Information Officer - Mid Range Site (1-500 screens)
31010 General Manager - IT Services/Infrastructure
22015 Corporate Channel Sales Manager
22020 Corporate Customer Support/Operations Manager
22025 Corporate Support Manager
22030 Corporate Professional Services Manager
22035 Corporate Quality Manager
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POSITION DESCRIPTION
Position Title: Chief Information Officer - Large Site (501-5000 screens)
Position Code: 30005
Career Level: 7
 

Responsible for
Developing and managing the strategic direction and operational effectiveness of Information Technology to support and achieve the
objectives of the organisation. Site size is 500 - 5000 screens.
 
Reports To
Depending on organisational structure, may report directly to Chief Executive Officer or a member of the Executive team.
 
Supervises
Direct reports will typically be Senior Managers - Applications, IT Services/Infrastructure, Security, Architectural Services.
 
Main Activities

Positioning the company technologically ahead of competitors with regular IT reviews and analysis, focusing particularly on
providing systems support for both current and anticipated user requirements.

■   

Controlling operational and developmental expenditures within approved budgets.■   

Guiding the forecasting and planning of equipment and software purchases in relation to projected user requirements.■   

Establishing and maintaining standards in relation to operations, programming, and security.■   

Participating in policy-making as a member of a Senior Management team.■   

 
Key Skills

People management and leadership skills, together with professional standards of planning and budgeting.■   

Sound administrative skills and a proven record of successful staff management.■   

 
Internal Contacts
Senior Management, All User departments, Finance and Administration.
 
External Contacts
Suppliers of Firmware and Peripherals, Software and Professional Services.
 
Typical Experience
At least 10-15 years of experience in Information Technology coupled with relevant tertiary qualifications. Typically has both formal
business training in addition to 'hands-on' IT experience.
 
Other Comments
Alternative Titles: IT Division Manager; Chief Manager MIS; IT Director; Chief Information Officer.
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POSITION DESCRIPTION
Position Title: Chief Information Officer - Mid Range Site (1-500 screens)
Position Code: 30010
Career Level: 7
 

Responsible for
Ensuring the effective development and operation of Computing and Information Services of mid range sites. (Size < 500 screens).
 
Reports To
Depending on organisational structure, may report directly to Chief Executive Officer or a member of the Executive team.
 
Supervises
All IT Specialists within organisation. Direct reports will typically be Senior Managers - Applications, IT Services/Infrastructure,
Security, Architectural Services.
 
Main Activities

Positioning the company technologically ahead of competitors with regular IT reviews and analysis, particularly focusing on
providing systems support for both current and anticipated user requirements.

■   

Controlling operational and developmental expenditures within approved budgets.■   

Guiding the forecasting and planning of equipment and software purchases in relation to projected user requirements.■   

Establishing and maintaining standards in relation to operations, programming, and security.■   

Participating in policy-making as a member of a Senior Management team.■   

 
Key Skills

People management and leadership skills, together with professional standards of planning and budgeting.■   

Sound administrative skills and a proven record of successful staff management.■   

 
Internal Contacts
Senior Management, All User departments, Finance and Administration.
 
External Contacts
Suppliers of Firmware and Peripherals, Software, Professional Services and Consultants.
 
Typical Experience
At least 10 years of experience in Computing, with at least 5 years in large sites, together with proven business and management
skills. Typically has formal Business training in addition to technical IT experience.
 
Other Comments
Alternative Titles: IT Division Manager; Chief Manager MIS; IT Director; Chief Information Officer.
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POSITION DESCRIPTION
Position Title: General Manager - IT Services/Infrastructure
Position Code: 31010
Career Level: 6
 

Responsible for
Delivering high quality, innovative, cost effective technology infrastructure solutions in support of the corporate business and
technology architectures.
 
Reports To
Chief Information Officer, Manager Information Systems.
 
Supervises
All IT Services/Infrastructure and IT Support employees.
 
Main Activities

Managing the Infrastructure and IT Support groups to ensure effective partnering with business units to deliver business
integration solutions in support of the corporate strategic direction.

■   

Managing the profit centre successfully, establishing project profitability and overseeing all projects to achieve time and cost
objectives.

■   

Ensuring IT strategies are developed, delivering systems and applications support in line with corporate goals and
strategies.

■   

Providing guidance and support to Business and Technical Managers on major projects that are of strategic significance.■   

Ensuring support of all IT systems is provided effectively on a seven day/twenty-four hour basis.■   

Maintaining a stable complement of motivated technology professionals and utilising third party resources wherever
necessary to maximise capacity.

■   

Promoting technology awareness and competence throughout the organisation in an active manner.■   

 
Key Skills

In depth knowledge of IT infrastructure technology including servers, desktops, networks, operating systems, platforms and
configurations.

■   

Deep and broad understanding of the business and technology strategies in which the organisation operates.■   

Demonstrated leadership and people management skills.■   

Excellent communication skills, both written and verbal.■   

 
Internal Contacts
Internal Technology Providers, Project and Systems Manager, Finance and Administration, Human Resources.
 
External Contacts
External Providers, Vendors and Software Consultants.
 
Typical Experience
At least 12 years of experience in IT, with 5 years of IT Infrastructure management experience within large organisations, with
extensive Project Management experience. Tertiary qualifications in Technology, Business or related discipline.
 
Other Comments
This position represents a merged position combining old position 40 Computer Services/Infrastructure Manager and 8 Executive
Manager - Host and Mid Range Operations.
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POSITION DESCRIPTION
Position Title: Corporate Channel Sales Manager
Position Code: 22015
Career Level: 6
 

Responsible for
Controlling the sales activities of the company nationally through a network of Dealers, Distributors or other Equipment
Manufacturers in order to achieve revenue, expense and sales targets.
 
Reports To
Corporate Sales Manager or General Manager.
 
Supervises
Business Unit Channel Sales Managers and their teams.
 
Main Activities

Working closely with third parties to ensure the nationwide sales of company products.■   

Controlling and motivating various Sales teams to meet targets through the dealer/distributor network.■   

Servicing key accounts, negotiating major deals and maintaining key customer contacts at senior levels.■   

Determining price and volume discount policies.■   

Providing a substantial input to forecasting and setting sales and expense budgets for the dealer network nationwide.■   

Recruiting and training Channel Sales Managers and advising on suitability of dealer staff if approached.■   

Monitoring and reporting on competitors' sales and product strategies.■   

 
Key Skills

Knowledge of the product and the market.■   

Strong interpersonal abilities and proven skills in leading Sales teams.■   

Excellent negotiation and motivational skills.■   

 
Internal Contacts
Chief Financial Officer, Product Managers, Branch Managers.
 
External Contacts
Dealers and Distributors, Government Officials, Advertising Agencies, Key Accounts, Public Relations firms.
 
Typical Experience
Tertiary qualifications, with a minimum of 10 years sales experience, a good proportion of this in channel sales.
 
Other Comments
Alternative Title: National Sales Manager (Third Parties).
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POSITION DESCRIPTION
Position Title: Corporate Customer Support/Operations Manager
Position Code: 22020
Career Level: 6
 

Responsible for
Controlling Corporate Customer Service for a range of computer hardware and peripherals.
 
Reports To
Corporate Customer Service/Support Manager.
 
Supervises
A team of Branch Customer Support Managers and Repair Centre staff.
 
Main Activities

Coordinating Pre and Post Sales field support on a national basis.■   

Organising and monitoring the performance of Service Centres and Customer Repair Centres on a national basis.■   

Establishing and controlling stocks of parts and service equipment.■   

Formulating national service policy.■   

Ensuring the security of stock and assets.■   

Preparing and updating national customer service budgets, regularly reporting on performance against targets.■   

Monitoring the operation of warranty plans and the level of customer complaints.■   

 
Key Skills

Strong technical background and well developed skills in the organisation and control of field service and customer support.■   

Good product knowledge and an appreciation of sales and marketing strategies, profit centre management, negotiation and
industrial relations.

■   

In-depth product servicing knowledge with organisational and customer relations abilities.■   

 
Internal Contacts
Corporate Sales and Marketing management, Operations and Logistics Managers, Systems and Software Development staff.
 
External Contacts
Major customers and prospects, Distributors and Sub-contractors.
 
Typical Experience
At least 7 years of experience in Customer Service and extensive technical training and product servicing experience.
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POSITION DESCRIPTION
Position Title: Corporate Support Manager
Position Code: 22025
Career Level: 6
 

Responsible for
Controlling Customer Support activities nationally to achieve customer service and expense control objectives.
 
Reports To
General Manager, Chief Executive Officer.
 
Supervises
Support Managers, Account Managers, Product Specialists/Customer Support Specialists.
 
Main Activities

Coordinating post sales support at a corporate level.■   

Managing customer problems at a national/corporate level to predetermined standards.■   

Recruiting and training Product Specialists.■   

Ensuring the timely introduction of new products/features to customers in all divisions.■   

Preparing support budgets and projections.■   

Planning training of customers in solution and application software.■   

 
Key Skills

Strong technical background and detailed product knowledge combined with organising and control abilities.■   

Excellent skills in customer liaison and handling computer systems difficulties which adversely affect clients' operations.■   

Advanced oral and written communication skills to explain complex information to all levels of staff and customers.■   

 
Internal Contacts
Regional Sales and Marketing management, Operations and Logistics Managers, Systems and Software Development staff.
 
External Contacts
Customers at all levels, prospects, Distributors, Parts Suppliers and Sub-contractors.
 
Typical Experience
At least 5-10 years of experience in Customer Service, and extensive technical training and product servicing experience.
 
Other Comments
The role has important client liaison elements, based on technical appreciation of the customer's requirements and problems.
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POSITION DESCRIPTION
Position Title: Corporate Professional Services Manager
Position Code: 22030
Career Level: 7
 

Responsible for
Managing and developing Business Consulting at a corporate level.
 
Reports To
General Manager or Chief Executive Officer.
 
Supervises
A team of Industry Managers and Consultants.
 
Main Activities

Formulating corporate policies and strategies to optimise consulting performance and customer satisfaction.■   

Negotiating major contracts with both customers and Sub-contractors.■   

Allocating human resources to ensure most effective development of skills and maximum achievement of revenue.■   

Developing programs for the continuing training and development of staff to keep them abreast of change.■   

Establishing and controlling revenue and expense budgets for the department.■   

Recruiting at professional services management levels and senior personnel.■   

 
Key Skills

Strong management background particularly in technical, human resource and financial disciplines.■   

 
Internal Contacts
Corporate Sales and Marketing management, Support and R and D departments.
 
External Contacts
Major customers and contract organisations.
 
Typical Experience
Tertiary qualifications in a technical discipline with at least 10 years of management experience at a senior level, in addition to
extensive experience in area of expertise - typically over 20 years of experience in all.
 
Other Comments
A high profile role, probably requiring regular presentations to significant industry groups impacting on national policy. The top
position in the Consulting/Professional Services area in the organisation. Alternative Title: Consulting Director/Partner.
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POSITION DESCRIPTION
Position Title: Corporate Quality Manager
Position Code: 22035
Career Level: 5
 

Responsible for
Ensuring that all quality programs attain their objectives.
 
Reports To
Divisional Manager, Financial Controller, Senior Finance Executive.
 
Supervises
Quality Managers.
 
Main Activities

Ensuring availability of highly visible and company wide quality programs.■   

Managing the delivery of training necessary for program success.■   

Assisting with implementation of quality programs, projects and activities.■   

Identifying potential bottle necks and resolving them.■   

 
Key Skills

Sound quality background.■   

Strong interpersonal skills.■   

Broad understanding of business from executive perspective.■   

Good understanding of current methodologies and cultural changes.■   

 
Internal Contacts
Quality Managers, Business Units and Commercial department.
 
External Contacts
Clients, Industry Groups, Consultants.
 
Typical Experience
At least 10-15 years of experience. The role requires quality experience, substantial skills in project management, consulting and
senior level management, as well as a thorough understanding of business functions. ISO Accreditation preferred.
 
Other Comments
The role requires a high public profile with regular demonstrations to clients and company representation at public events.
 

     
 
 

 



JOB SECTION: SALES
Direct End User Sales:

23005 Senior Principal Sales Representative
23010 Principal Sales Representative
23015 Senior Sales Representative
23020 Sales Representative
23025 Associate Sales Representative

Inside Sales:
23030 Inside Sales Manager
23035 Senior Inside Sales Representative
23040 Inside Sales Representative
23045 Associate Inside Sales Representative

Service Sales:
23050 Service - Senior Sales Representative
23055 Service - Sales Representative
23060 Service - Associate Sales Representative

Software Licensing:
23065 Software Licensing Specialist
23070 Associate Software Licensing Specialist

Alliance/Partner Management:
23075 Alliance/Partner Manager
23080 Alliance/Partner Specialist
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POSITION DESCRIPTION
Position Title: Senior Principal Sales Representative
Position Code: 23005
Career Level: 6
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining business from new clients and ensuring complete
customer satisfaction when dealing with the organisation.
 
Reports To
Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
May mentor Sales Representatives.
 
Main Activities

Working closely with new clients to determine their present and future needs and proposing suitable products, services and
upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Conducting product demonstrations (where applicable) and coordinating the preparation of Sales proposals, tenders/bids,
contracts and Account Management plans.

■   

Coordinating, conducting and participating in Sales promotions, campaigns, events and displays.■   

 
Key Skills

Proven Sales ability including outstanding negotiation skills, persuasive ability and excellent communication skills.■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sale Administration Staff, Marketing Staff, Customer & Technical Support, Research & Development Staff,
Warehouse & Distribution Staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
10 + years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Alternative Titles: Sales Executive; Sales Consultant.
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POSITION DESCRIPTION
Position Title: Principal Sales Representative
Position Code: 23010
Career Level: 5
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining business from new and existing clients and ensuring
complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
May mentor Sales Representatives.
 
Main Activities

Working closely with new and existing clients to determine their present and future needs and proposing suitable products,
services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Conducting product demonstrations (where applicable) and coordinating the preparation of Sales proposals, tenders/bids,
contracts and Account Management plans.

■   

Coordinating, conducting and participating in Sales promotions, campaigns, events and displays.■   

 
Key Skills

Proven Sales ability including outstanding negotiation skills, persuasive ability and excellent communication skills.■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sale Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
8-10 years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Alternative Titles: Sales Executive; Sales Consultant.
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POSITION DESCRIPTION
Position Title: Senior Sales Representative
Position Code: 23015
Career Level: 4
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining business from new and existing clients and ensuring
complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No formal supervisory responsibilities, however employees in this role may mentor Sales Representatives.
 
Main Activities

Working closely with new and existing clients to determine their present and future needs and proposing suitable products,
services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Conducting product demonstrations (where applicable) and coordinating the preparation of Sales proposals, tenders/bids,
contracts and Account Management plans.

■   

Coordinating, conducting and participating in Sales promotions, campaigns, events and displays.■   

 
Key Skills

Proven Sales ability including outstanding negotiation skills, persuasive ability and excellent communication skills.■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sale Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
5+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Alternative Titles: Sales Executive; Sales Consultant.
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POSITION DESCRIPTION
Position Title: Sales Representative
Position Code: 23020
Career Level: 3
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining business from new and existing clients and ensuring
complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Working closely with new and existing clients to determine their present and future needs and proposing suitable products,
services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Conducting product demonstrations (where applicable) and coordinating the preparation of Sales proposals, tenders/bids,
contracts and Account Management plans.

■   

Coordinating, conducting and participating in Sales promotions, campaigns, events and displays.■   

 
Key Skills

Proven Sales ability including negotiation skills, persuasive ability and excellent communication skills.■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sale Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
2+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Some employees in this role may do their selling face-to-face, other employees will do the majority of their selling via the telephone
and may be referred to as 'Inside Sales Representatives'. Other Alternative Title: Sales Executive.
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POSITION DESCRIPTION
Position Title: Associate Sales Representative
Position Code: 23025
Career Level: 2
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining business from new and existing clients and ensuring
complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Working closely with new and existing clients, under supervision, to determine their present and future needs and proposing
suitable products, services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Assisting with conducting product demonstrations (where applicable) and coordinating the preparation of Sales proposals,
tenders/bids, contracts and Account Management plans.

■   

Coordinating, conducting and participating in Sales promotions, campaigns, events and displays.■   

 
Key Skills

Growing Sales ability including negotiation skills, persuasive ability and excellent communication skills.■   

Developing product and industry knowledge coupled with the ability to deal with clients at all levels and translate client
needs into a complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
1+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Some employees in this role may do their selling face-to-face, other employees will do the majority of their selling via the telephone
and may be referred to as 'Inside Sales Representatives'. Other Alternative Title: Sales Executive.
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POSITION DESCRIPTION
Position Title: Inside Sales Manager
Position Code: 23030
Career Level: 5
 

Responsible for
Acting as the first line of management, directing a team of Inside Sales Representatives to achieve predetermined sales targets,
primarily via telephone contact, by identifying and gaining business from new and existing clients and ensuring complete custo
 
Reports To
Senior Sales Manager, Business Unit Sales Manager, Sales Director.
 
Supervises
A team of Inside Sales Representatives and Sales Administration staff.
 
Main Activities

Planning and directing the activities of a team of Inside Sales Representatives, ensuring staff are motivated to attain
predetermined Sales targets.

■   

Negotiating major deals within policy guidelines, maintaining contact with key clients and identifying and steering
opportunities for business improvement.

■   

Providing leadership and direction, aligning Inside Sales activities with the broader business plan. Regular reporting actual
performance to target, with variance analysis and revised projections.

■   

Contributing to the setting of Inside Sales strategies and related Inside Sales and expense budgets. Monitoring Inside Sales
revenue, margin and expense performance and initiating corrective action where required.

■   

Understanding the client's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achievin

■   

Monitoring competitors' Inside Sales and product strategies, campaigns and events to optimise market share.■   

Recruiting, selecting and training Inside Sales staff.■   

 
Key Skills

Proven telephone selling skills, including outstanding negotiation skills, persuasive ability and excellent communication
skills.

■   

Expert product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

Management, leaderships, mentoring, business, accounting and reporting skills.■   

Analytical interpretation and advanced problem solving abilities.■   

 
Internal Contacts
Senior Sales Management, Sales Administration Staff, Marketing Staff, Customer & Technical Support, Research & Development
Staff, Warehouse & Distribution Staff.
 
External Contacts
Clients, Distributors, Government Bodies, Suppliers.
 
Typical Experience
8-10 years of experience, and may possess relevant tertiary qualifications.
 
Other Comments
Please note: This role differs significantly from the Telesales Manager role! Inside Sales roles typically establish relationships with
clients, have a quota similar to field sales representatives, sell the full range of organisational products/services (
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POSITION DESCRIPTION
Position Title: Senior Inside Sales Representative
Position Code: 23035
Career Level: 4
 

Responsible for
Achieving an agreed revenue target or sales quota, primarily via telephone contact, by identifying and gaining business from new
and existing clients and ensuring complete customer satisfaction when dealing with the organisation. Please note: this role di
 
Reports To
Inside Sales Manager, Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No formal supervisory responsibilities, however employees in this role may mentor Inside Sales Representatives.
 
Main Activities

Working closely, primarily through telephone contact, with new and existing clients to determine their present and future
business needs and proposing suitable products, services and upgrades in order to maintain and grow revenue for the
organisation.

■   

Maintaining telephone call rates to assure contact with assigned clients and acting as the main interface between the client
and the organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Conducting product demonstrations (where applicable) and coordinating the preparation of Sales proposals, tenders/bids,
contracts and Account Management plans.

■   

Coordinating, conducting and participating in Inside Sales promotions, campaigns, events and displays.■   

 
Key Skills

Proven telephone selling skills, including the ability to negotiate, persuade and influence, and excellent communication
skills.

■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration Staff, Marketing Staff, Customer & Technical Support, Research & Development Staff,
Warehouse & Distribution Staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
5+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Please note: This role differs significantly from the Telesales Representative role! Inside Sales Representatives typically establish
relationships with clients, have a quota similar to field sales representatives, sell the full range of organisational pr
 

     
 
 

 



NEW ZEALAND IT & TELECOMMUNICATIONS INDUSTRIES SALARIES & BENEFITS SURVEY MARCH 2010

POSITION DESCRIPTION
Position Title: Inside Sales Representative
Position Code: 23040
Career Level: 3
 

Responsible for
Achieving an agreed revenue target or sales quota, primarily via telephone contact, by identifying and gaining business from new
and existing clients and ensuring complete customer satisfaction when dealing with the organisation. Please note: this role di
 
Reports To
Inside Sales Manager, Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Establishing and/ or maintaining a direct relationship, primarily through telephone contact, with new and existing clients to
determine their present and future business needs and proposing suitable products, services and upgrades in order to
maintain and

■   

Maintaining telephone call rates to assure contact with assigned clients and acting as the main interface between the client
and the organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Assisting with the preparation for product demonstrations (where applicable) and coordinating the preparation of Sales
proposals, tenders/bids, contracts and Account Management plans.

■   

Coordinating, conducting and participating in Sales promotions, campaigns, events and displays.■   

 
Key Skills

Telephone selling skills, including the ability to negotiate, persuade and influence.■   

Product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs into a
complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
At least 3-5 years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Alternative Title: Inside Sales Representative.
 

     
 
 

 



NEW ZEALAND IT & TELECOMMUNICATIONS INDUSTRIES SALARIES & BENEFITS SURVEY MARCH 2010

POSITION DESCRIPTION
Position Title: Associate Inside Sales Representative
Position Code: 23045
Career Level: 2
 

Responsible for
Achieving an agreed revenue target or sales quota, primarily via telephone contact, by identifying and gaining business from new
and existing clients and ensuring complete customer satisfaction when dealing with the organisation. Please note: this role di
 
Reports To
Inside Sales Manager, Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Establishing and/ or maintaining a direct relationship, primarily through telephone contact, with new and existing clients to
determine their present and future business needs and proposing suitable products, services and upgrades in order to
maintain and

■   

Maintaining telephone call rates to assure contact with assigned clients and acting as the main interface between the client
and the organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's objectives, buying criteria and decision making processes and forming long term business
partnerships in order to leverage revenue from the relationship and promote the organisation as a quality supplier with the
aim of achiev

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new business through a sustained program of cold calling, mailing and following up referrals/leads
and keeping abreast of competitor's Sales strategies.

■   

Assisting with the preparation for product demonstrations (where applicable) and coordinating the preparation of Sales
proposals, tenders/bids, contracts and Account Management plans.

■   

Coordinating, conducting and participating in Sales promotions, campaigns, events and displays.■   

 
Key Skills

Growing telephone selling skills, including the ability to negotiate, persuade and influence.■   

Developing product and industry knowledge coupled with the ability to deal with clients at all levels and translate client
needs into a complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration Staff, Marketing Staff, Customer & Technical Support, Research & Development Staff,
Warehouse & Distribution Staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
1+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
Please note: This role differs significantly from the Telesales Representative role! Inside Sales Representatives typically establish
relationships with clients, have a quota similar to field sales representatives, sell the full range of organisational pr
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POSITION DESCRIPTION
Position Title: Service - Senior Sales Representative
Position Code: 23050
Career Level: 4
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining Support/Service business from new and existing clients
and ensuring complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No formal supervisory responsibilities, however employees in this role may mentor Service - Sales Representatives.
 
Main Activities

Working closely with new and existing clients to determine their present and future Support needs and proposing suitable
services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's Support/Service objectives, buying criteria and decision making processes and forming long
term business partnerships in order to leverage revenue from the relationship and promote the organisation as a quality
supplier with t

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new Support/Service business through a sustained program of cold calling, mailing and following up
referrals/leads and keeping abreast of competitor's Sales strategies.

■   

Coordinating the preparation of Sales proposals, tenders/bids, contracts and Account Management plans.■   

 
Key Skills

Proven Sales ability including outstanding negotiation skills, persuasive ability and excellent communication skills.■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
5+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
This role achieves revenue/Sales quotas from Service/Support business only.
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POSITION DESCRIPTION
Position Title: Service - Sales Representative
Position Code: 23055
Career Level: 3
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining Support/Service business from new and existing clients
and ensuring complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Working closely with new and existing clients to determine their present and future Support needs and proposing suitable
services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's Support/Service objectives, buying criteria and decision making processes and forming long
term business partnerships in order to leverage revenue from the relationship and promote the organisation as a quality
supplier with t

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new Support/Service business through a sustained program of cold calling, mailing and following up
referrals/leads and keeping abreast of competitor's Sales strategies.

■   

Coordinating the preparation of Support/Service proposals, tenders/bids, contracts and Account Management plans.■   

 
Key Skills

Proven Sales ability including negotiation skills, persuasive ability and excellent communication skills.■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
2+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
This role achieves revenue/Sales quotas from Service/Support business only.
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POSITION DESCRIPTION
Position Title: Service - Associate Sales Representative
Position Code: 23060
Career Level: 2
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining Support/Service business from new and existing clients
and ensuring complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Working closely with new and existing clients, under supervision, to determine their present and future Support needs and
proposing suitable services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's Support/Service objectives, buying criteria and decision making processes and forming long
term business partnerships in order to leverage revenue from the relationship and promote the organisation as a quality
supplier with t

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new Support/Service business through a sustained program of cold calling, mailing and following up
referrals/leads and keeping abreast of competitor's Sales strategies.

■   

Coordinating the preparation of Sales proposals, tenders/bids, contracts and Account Management plans.■   

 
Key Skills

Growing Sales ability including negotiation skills, persuasive ability and excellent communication skills.■   

Developing product and industry knowledge coupled with the ability to deal with clients at all levels and translate client
needs into a complete solution.

■   

 
Internal Contacts
Sales Management, Sale Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
1+ years of Sales experience and may possess relevant tertiary qualifications.
 
Other Comments
This role achieves revenue/Sales quotas from Service/Support business only.
 

     
 
 

 



NEW ZEALAND IT & TELECOMMUNICATIONS INDUSTRIES SALARIES & BENEFITS SURVEY MARCH 2010

POSITION DESCRIPTION
Position Title: Software Licensing Specialist
Position Code: 23065
Career Level: 3
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining Software Licensing business from new and existing
clients and ensuring complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Working closely with new and existing clients to determine their present and future Software Licensing needs and proposing
suitable services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's Software Licensing objectives, buying criteria and decision making processes and forming
long term business partnerships in order to leverage revenue from the relationship and promote the organisation as a
quality supplier wit

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new Software Licensing business through a sustained program of cold calling, mailing and following
up referrals/leads and keeping abreast of competitor's Sales strategies.

■   

Coordinating the preparation of Software Licensing proposals, tenders/bids, contracts and Account Management plans.■   

 
Key Skills

Proven Sales ability including negotiation skills, persuasive ability and excellent communication skills.■   

Sound product and industry knowledge coupled with the ability to deal with clients at all levels and translate client needs
into a complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
2+ years of Sales experience, and may possess relevant tertiary qualifications.
 
Other Comments
This role achieves revenue/Sales quotas from Software Licensing business only.
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POSITION DESCRIPTION
Position Title: Associate Software Licensing Specialist
Position Code: 23070
Career Level: 2
 

Responsible for
Achieving an agreed revenue target or sales quota by identifying and gaining Software Licensing business from new and existing
clients and ensuring complete customer satisfaction when dealing with the organisation.
 
Reports To
Sales Manager, Business Unit Sales Manager, Senior Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Working closely with new and existing clients, under supervision, to determine their present and future Software Licensing
needs and proposing suitable services and upgrades in order to maintain and grow revenue for the organisation.

■   

Maintaining call rates to assure contact with assigned clients and acting as the main interface between the client and the
organisation to ensure an optimal level of service is provided at all times.

■   

Understanding the customer's Software Licensing objectives, buying criteria and decision making processes and forming
long term business partnerships in order to leverage revenue from the relationship and promote the organisation as a
quality supplier wit

■   

Negotiating price and volume discounts (where applicable) in accordance with the organisation's policies and liaising with
Technical Support staff regarding technical issues to ensure client retention and continued business.

■   

Identifying and gaining new Software Licensing business through a sustained program of cold calling, mailing and following
up referrals/leads and keeping abreast of competitor's Sales strategies.

■   

Coordinating the preparation of Sales proposals, tenders/bids, contracts and Account Management plans.■   

 
Key Skills

Growing Sales ability including negotiation skills, persuasive ability and excellent communication skills.■   

Developing product and industry knowledge coupled with the ability to deal with clients at all levels and translate client
needs into a complete solution.

■   

 
Internal Contacts
Sales Management, Sales Administration staff, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Customers, Suppliers.
 
Typical Experience
1+ years of Sales experience and may possess relevant tertiary qualifications.
 
Other Comments
This role achieves revenue/Sales quotas from Software Licensing business only.
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POSITION DESCRIPTION
Position Title: Alliance/Partner Manager
Position Code: 23075
Career Level: 5
 

Responsible for
Acting as the first line of Management, directing a team of Alliance/Partner Specialists in achieving an agreed revenue target or sales
quota through management and selling amongst an assigned group of Alliance/Partner organisations.
 
Reports To
Alliance/Partner Director, Senior Sales Manager, Business Unit Sales Manager.
 
Supervises
A team of Alliance/Partner Specialists.
 
Main Activities

Planning and directing the activities of a team of Alliance/Partner Specialists, and ensuring all Staff are motivated to attain
predetermined Sales targets.

■   

Ensuring the growth and development of relationships with strategic Alliance/Partner organisations to achieve Sales targets
and 'preferred partner' status for the organisation.

■   

Overseeing the development of detailed knowledge of Alliance/Partner organisations, including their selling processes,
buying criteria, strategic objectives and organisational culture, in order to develop objectives, business plans and Sales
strategies f

■   

Constructing, instructing and managing 'virtual team/s' to perform work associated with the Alliance/Partner relationship and
acting as the key liaison between the organisation's technical staff and the Alliance/Partner organisation.

■   

Monitoring Alliance/Partner organisations and Alliance/Partner's customer satisfaction levels. Assisting Alliance/Partner
organisations in identifying new opportunities.

■   

Preparing and updating budgets for Alliances/Partners, reporting on performance against targets and providing variance
analyses and revised projections.

■   

Managing the Alliance/Partner 'pipeline', developing business cases for working with potential Alliance/Partner
organisations, selling the benefits of collaboration to both the organisation's Senior Management and potential
Alliance/Partner organisations

■   

Liaising with Legal staff to outline the details of how the Alliance/Partnership has been arranged, assisting in the creation of
Alliance/Partner documentation, marketing and sales support material.

■   

Recruiting, selecting and training Alliance/Partner Specialists.■   

 
Key Skills

Outstanding negotiation skills, persuasive ability, relationship building skills, communication skills and the ability to interact
at a strategic level.

■   

Sales focus coupled with the ability to manage the goals of the organisation in conjunction with Alliance/Partner goals to
obtain the best outcome for both.

■   

Excellent presentation skills and the ability to tailor presentations according to the varying levels of technical understanding
of different audiences.

■   

Technical knowledge in the relevant environment.■   

Management, leadership, mentoring, business, accounting and reporting skills.■   

Ability to manage/direct a 'virtual team'.■   

 
Internal Contacts
Senior Management, Sales staff at all levels, Marketing staff, Customer and Technical Support, Research and Development staff,
Warehouse and Distribution staff.
 
External Contacts
Alliances/Partners, Government Bodies.
 
Typical Experience
10+ years of experience, coupled with tertiary qualifications and possibly an MBA or equivalent.
 
Other Comments
This role manages Alliance/Partnerships with large Solutions Providers (i.e. 'Big 5' consultancies, large Systems Integrators and
large Outsourcers). This role performs a mix of Sales oriented and Managerial tasks.
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POSITION DESCRIPTION
Position Title: Alliance/Partner Specialist
Position Code: 23080
Career Level: 4
 

Responsible for
Achieving an agreed revenue target or sales quota through management and selling amongst an assigned group of Alliance/Partner
organisations.
 
Reports To
Alliance/Partner Manager, Sales Manager, Senior Sales Manager, Business Unit Sales Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Developing and maximising relationships with strategic Alliance/Partner organisations to achieve Sales targets and
'preferred partner' status for the organisation.

■   

Developing detailed knowledge of the Alliance/Partner organisation, including their selling processes, buying criteria,
strategic objectives and organisational culture, in order to develop objectives, business plans and Sales strategies for the
purposes o

■   

Constructing, instructing and managing 'virtual team/s' to perform work associated with the Alliance/Partner relationship and
acting as the key liaison between the organisation's technical staff and the Alliance/Partner organisation.

■   

Acting as the main point of contact within the organisation for interface within the Alliance/Partner organisation.■   

Monitoring Alliance/Partner organisations and Alliance/Partner's customer satisfaction levels. Assisting Alliance/Partner
organisations in identifying new opportunities.

■   

Providing input to budget planning for assigned Alliances/Partners.■   

Managing the Alliance/Partner 'pipeline', developing business cases for working with potential Alliance/Partner
organisations, selling the benefits of collaboration to both the organisation's Senior Management and potential
Alliance/Partner organisations

■   

Liaising with Legal staff to outline the details of how the Alliance/Partnership has been arranged, assisting in the creation of
Alliance/Partner documentation, marketing and sales support material.

■   

 
Key Skills

Outstanding negotiation skills, persuasive ability, relationship building skills, communication skills and the ability to interact
at a strategic level.

■   

Sales focus coupled with the ability to manage the goals of the organisation in conjunction with Alliance/Partner goals to
obtain the best outcome for both.

■   

Excellent presentation skills and the ability to tailor presentations according to the varying levels of technical understanding
of different audiences.

■   

Technical knowledge in the relevant environment.■   

Ability to work within a 'virtual team' environment.■   

 
Internal Contacts
Sales staff at all levels, Marketing staff, Customer and Technical Support, Research and Development staff, Warehouse and
Distribution staff.
 
External Contacts
Alliances/Partners, Government Bodies.
 
Typical Experience
5-8 years of experience, coupled with tertiary qualifications.
 
Other Comments
This role may assist with the management of Alliances/Partnerships with large Solutions Providers (i.e.. 'Big 5' consultancies, large
Systems Integrators and large Outsourcers), or manage one or a number of Alliances/Partnerships with small to medium Solu
 

     
 
 

 



JOB SECTION: CUSTOMER SUPPORT
Management:

24005 Regional Customer Service Manager
24010 Branch/Region Customer Service Manager
24020 Call/Response Centre Manager
24025 Call/Response/Technical Support Centre Manager - Technical Role

Technical Training:
24030 Customer Education Manager
24035 Senior Customer Training Officer
24040 Customer Training Officer

Pre & Post Sales: UNIX, NT Server/Desktop,:
24045 Principal Support Engineer - Client User Server
24050 Senior Support Engineer - Client User Server
24055 Advanced Support Engineer - Client User Server
24060 Support Engineer - Client User Server
24065 Associate Support Engineer - Client User Server
24070 Trainee Support Engineer - Client User Server

Pre & Post Sales: Dedicated Mainframe Syst:
24075 Senior Customer Engineer - Mainframe
24080 Customer Engineer - Mainframe
24085 Senior Technical Support Engineer - Mainframe
24090 Technical Support Engineer - Mainframe
24095 Hardware Support Specialist

Repair/Assembly/Integration Centre:
24100 Senior Repair Centre Engineer
24105 Repair Centre Engineer
24110 Senior Integration Centre/ Configuration Specialist

Post Sales Account Management:
24115 Senior Account Manager - Customer Service
24120 Account Manager - Customer Service

Technical Support Centre:
24125 Technical Support Centre Manager
24135 Principal Technical Analyst - Specialised Support
24140 Senior Technical Analyst - Specialised Support
24145 Technical Analyst - Specialised Support
24150 Associate Technical Analyst - Specialised Support
24155 Senior Operational Analyst - Basic Support
24160 Operational Analyst - Basic Support
24165 Senior Support Analyst - Network
24170 Support Analyst - Network
24175 Senior Call Dispatch Operator
24180 Call Dispatch Operator

Internet Protocols (IP):
24185 IP Network Technical Specialist
24190 IP Network Engineer

Business Equipment Support:
24195 Area/Field Service Supervisor - Business Equipment
24200 Senior Customer Service Engineer - Business Equipment
24205 Customer Service Engineer - Business Equipment
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POSITION DESCRIPTION
Position Title: Regional Customer Service Manager
Position Code: 24005
Career Level: 6
 

Responsible for
Controlling customer service/support activities in a large region. Achieving customer satisfaction and financial objectives.
 
Reports To
Corporate Customer Service/Support Manager. In larger organisations the service business may be organised as a separate
company with this position reporting to a subsidiary General Manager.
 
Supervises
Branch Customer Service/Support Managers.
 
Main Activities

Delivering customer service, including both field and onsite services.■   

Achieving contractual obligations to customers (service level agreements) and financial objectives.■   

Achieving coordination of day-to-day operations through subordinate managers.■   

Planning resource requirements within the region (recruitment, technical training).■   

Providing service business inputs to large tenders.■   

 
Key Skills

Generally incumbents must have strong technical backgrounds, however business management skills are equally
important.

■   

Developed skills in planning and organising large service delivery, financial analysis skills and ability to influence customers
at the highest level.

■   

 
Internal Contacts
Branch Customer Service/Support Managers, Regional Sales and Marketing management, Operations and Logistics Managers,
Systems and Software Development staff.
 
External Contacts
Customers at senior management level, prospects, Distributors, Parts Suppliers, and Sub-contractors.
 
Typical Experience
At least 15 years of experience in Customer Service Management.
 
Other Comments
Teams within the management control of this position may support systems ranging from PCs to mainframes. The service business
may be either proprietary products or multi-vendor or both. Support/Service will be provided for software, hardware and networks.
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POSITION DESCRIPTION
Position Title: Branch/Region Customer Service Manager
Position Code: 24010
Career Level: 5
 

Responsible for
Controlling customer service/support activities in a branch or region. Achieving customer satisfaction and financial objectives.
 
Reports To
Corporate Customer Service/Support Manager or Regional Customer Service/Support Manager, depending on company structure.
Service business may be organised as a separate company with this position reporting to a subsidiary General Manager.
 
Supervises
First Level Customer Service/Support Manager(s) and all Customer Service staff across the complete product range.
 
Main Activities

Delivering customer service, including both field and on-site services.■   

Achieving contractual obligations to customers (service level agreements) and financial objectives.■   

Coordinating day to day operations (possibly) through subordinate managers.■   

Planning resource requirements within the Branch/Region (recruitment, technical training).■   

Providing service business inputs to large tenders.■   

 
Key Skills

Generally incumbents will have strong technical backgrounds, however business management skills are equally important.■   

Developed skills in planning and organising large service delivery, financial analysis skills and the ability to influence
customers at the highest levels.

■   

 
Internal Contacts
Branch Customer Service/Support Managers, Regional Sales and Marketing Management, Operations and Logistics Managers,
Systems and Software Development.
 
External Contacts
Customers at senior management level, prospects, Distributors, Parts Suppliers, and Sub-contractors.
 
Typical Experience
At least 10-15 years of experience in customer service management.
 
Other Comments
Teams within the management control of this position may support systems ranging from PCs to mainframes. The service business
may be either proprietary products or multi-vendor or both. Support/Service will be provided for software, hardware and networks.
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POSITION DESCRIPTION
Position Title: Call/Response Centre Manager
Position Code: 24020
Career Level: 4
 

Responsible for
Managing and operating a part of or a small Response Centre including systems engineering, applications support and customer
engineering functions to ensure that proper software and hardware support is given in response to customer phone calls.
 
Reports To
National Response Centre Manager, National Services Manager.
 
Supervises
Customer Dispatch Operators.
 
Main Activities

Taking responsibility for quality telephone support services.■   

Ensuring that team managers provide quality systems engineering, applications support, and customer engineering services
to customers who phone the Response Centre.

■   

Soliciting feedback from field support units on operation and requirements.■   

Providing specifications for administrative systems to support the Response Centres.■   

Providing Support Engineering with feedback on product support ability and product support cost data.■   

Working closely with field management to maximise group goals.■   

Possibly taking responsibility for multi-shift department.■   

 
Key Skills

Understanding of computer systems, customer support needs on requirements, hardware, and software support service
offerings and business practices.

■   

 
Internal Contacts
Sales and Marketing staff, Systems and Software Development staff.
 
External Contacts
Customers, distributors, parts suppliers and sub-contractors.
 
Typical Experience
At least 5-7 years experience, including supervision of staff. Bachelor degree in electrical engineering and/or computer science or
equivalent combination of education and experience.
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POSITION DESCRIPTION
Position Title: Call/Response/Technical Support Centre Manager - Technical Role
Position Code: 24025
Career Level: 4
 

Responsible for
Delivering optimum customer service by managing the technical skills within a small Call Response/Technical Support Centre
including applications support, systems and customer engineering functions, ensuring that proper software and hardware support is
pr
 
Reports To
Corporate Customer Services Manager or Corporate Response Centre Manager.
 
Supervises
Technical Support Analysts, Operational Analysts, Call Dispatch Operators.
 
Main Activities

Managing and coordinating the technical skills and providing day-to-day work direction within the Call Response/Technical
Support Centre to ensure high quality service delivery.

■   

Supporting the organisation's security policy, with particular emphasis on the protection of sensitive customer information.■   

Working closely with Technical Support staff to enhance overall performance. Providing Engineering Support staff with
feedback on support abilities and cost data. Analysing performance, highlighting problem areas, implementing projects for
improvements.

■   

Employing extensive systems knowledge to developing technical processes to aid performance and efficiency within the
Call Response/Technical Support Centre.

■   

Monitoring provision and installation, maintenance, use and repair performance against set targets.■   

Undertaking regular meetings, training and counselling sessions for all direct reports, soliciting feedback from support units
on operations and requirements.

■   

Contributing to Regional Customer Service team meetings, offering suggestions and ideas to underpin key purpose
statement.

■   

Responsibility for developing and maintaining positive relationships with customers (management and staff) and ensuring a
high level of satisfaction with technical support and operational services.

■   

 
Key Skills

Knowledge of systems management, operational services, technical support functions and service delivery across multiple
platforms and architectures.

■   

Ability to diagnose or understand customer's technical problems/requirements and devise a suitable technical solution.■   

Management, supervisory and mentoring experience.■   

 
Internal Contacts
Technical Support Specialists, Customer Support, Sales and Marketing staff, Systems/Software Development staff, IT staff.
 
External Contacts
Customers, Distributors, Parts Suppliers, Subcontractors.
 
Typical Experience
At least 7 years of operations, programming, pre-sales or engineering experience, coupled with a degree in Computer Science,
Engineering or equivalent.
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POSITION DESCRIPTION
Position Title: Customer Education Manager
Position Code: 24030
Career Level: 5
 

Responsible for
Managing the external training function of an organisation.
 
Reports To
Corporate Customer Support Manager, Corporate Sales Manager, General Manager.
 
Supervises
All Instruction, Curriculum and Training staff.
 
Main Activities

Developing external training programs to meet corporate objectives.■   

Developing training programs to meet customer needs and liaising closely with industry leaders.■   

Managing education budget for external training.■   

Reporting on the overall profitability of the training function.■   

Overseeing the scheduling of classes and facilities.■   

Managing Instruction and Administrative staff.■   

Taking responsibility for overall strategy of the customer training/education function.■   

Keeping up to date with technical knowledge and new product introductions.■   

 
Key Skills

Organisational, communication, management and customer handling skills.■   

 
Internal Contacts
Senior management, Training staff, Customer Support staff.
 
External Contacts
Customers at all levels, educational and training institutes, training consultancies.
 
Typical Experience
In depth company product/service knowledge, relevant supervisory and training experience gained over at least 10 years would be
applicable. Some formal training in areas of Management of Training and Development is often mandatory.
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POSITION DESCRIPTION
Position Title: Senior Customer Training Officer
Position Code: 24035
Career Level: 4
 

Responsible for
Developing and conducting customer training programs to acquire the skills necessary to leverage the greatest value out of the
company's products and/or services.
 
Reports To
Customer Education Manager.
 
Supervises
May provide guidance to more junior training staff.
 
Main Activities

Developing external training courses in line with ongoing needs identified with management.■   

Conducting regular training sessions to ensure customer competence both in the controlled classroom type environment
and also in relation to the workplace.

■   

Tailoring training programs to meet the specific needs of different customer groups.■   

Maintaining up-to-date records of training activities.■   

Continually developing and modifying training courses often using audio-visual training techniques.■   

Translating customer needs into marketable training solutions.■   

Liaising with key groups to keep technical knowledge updated on new product introductions and ensuring the information is
incorporated into existing or new courses.

■   

 
Key Skills

Advanced organisational and communication skills.■   

 
Internal Contacts
Customer Training staff, Customer Support staff.
 
External Contacts
Third party facilitators, external consultants, customers.
 
Typical Experience
Tertiary level qualifications (typically in Engineering) with a minimum of 4-5 years training experience and 3-5 years experience in an
IT environment. Good knowledge of company products and/or services.
 
Other Comments
Alternative Title: Training Consultant.
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POSITION DESCRIPTION
Position Title: Customer Training Officer
Position Code: 24040
Career Level: 3
 

Responsible for
Conducting customer training programs to provide the skills necessary to leverage the greatest value out of the company's products
and/or services.
 
Reports To
Customer Education Manager, Senior Customer Training Officer.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Assisting in the development of customer training courses in line with ongoing needs identified with management, usually in
conjunction with a Senior Customer Training Officer/Consultant.

■   

Conducting regular training sessions to ensure customer competence both in the controlled classroom type environment
and also in relation to the workplace.

■   

Assisting in tailoring training programs to meet the specific needs of different customer groups.■   

Maintaining up-to-date records of training activities.■   

Modifying training courses, often using audio-visual training techniques.■   

Providing input into translating customer needs into marketable training solutions.■   

Liaising with key groups to keep technical knowledge updated and new product introductions and ensuring the information
is incorporated into existing or new courses.

■   

 
Key Skills

Developed organisational and communication skills.■   

 
Internal Contacts
Customer Training staff, Customer Support staff.
 
External Contacts
Third party facilitators, external consultants, customers.
 
Typical Experience
Tertiary level qualifications (typically in Engineering) with at least 2-3 years training experience and 3-5 years experience in an IT
environment. Intermediate knowledge of company products and/or services.
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POSITION DESCRIPTION
Position Title: Principal Support Engineer - Client User Server
Position Code: 24045
Career Level: 5
 

Responsible for
Providing service/support to customers in either a field or on-site capacity. Overseeing technical account management, pre-sales
support and providing value-added services for the maintenance and improvement of customers' IT systems.
 
Reports To
Customer Services/Support Manager.
 
Supervises
May act as a Team Leader or supervise a larger project team.
 
Main Activities

Providing expert-level consultancy on one or more strategic product or solution areas.■   

Providing technical account management of larger accounts.■   

Taking responsibility for presales consultancy.■   

 
Key Skills

Exceptional level of technical knowledge in one or more product/solution/service areas. Will function as an expert resource
on a national basis.

■   

At this level, relevant technical qualifications include Novell CAN/CNE, MCP Win 95/98/NT, MCSE, Compaq ASE, IBM
PSE, CCIE, Comptia A+ and training in proprietary/third party products.

■   

Understanding of planning and testing methodologies.■   

Ability to apply technology to business opportunities.■   

 
Internal Contacts
Customer support staff and management.
 
External Contacts
Customers and prospects at the highest levels.
 
Typical Experience
At least 12 years in a computer service/support environment or professional services environment. Degree or equivalent qualification
in a relevant discipline and/or appropriate technical qualifications.
 
Other Comments
Alternative Titles: Principal Engineering Consultant; Principal Technical Consultant.
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POSITION DESCRIPTION
Position Title: Senior Support Engineer - Client User Server
Position Code: 24050
Career Level: 4
 

Responsible for
Providing service/support to customers in either a field or on-site capacity. Overseeing technical account management, pre-sales
support and providing value-added services for the maintenance and improvement of customers' IT systems.
 
Reports To
Customer Services/Support Manager.
 
Supervises
May act as a Team Leader or supervise a project team.
 
Main Activities

Providing expert value-added consultancy services in areas of hardware and/or software systems support/management,
design and implementation of complex network systems, project management and implementation of complex solutions.

■   

Providing technical account management of larger accounts.■   

Taking responsibility for presales consultancy.■   

 
Key Skills

Ability to work with customers and others to define or refine technical aspects of complex solutions.■   

Understanding of planning and testing methodologies.■   

Ability to apply technology to business opportunities.■   

Ability to manage technical risk.■   

At this level, relevant technical qualifications include Novell CAN/CNE, MCP Win 95/98/NT, MCSE, Compaq ASE, IBM
PSE, CCIE and training in proprietary/third party products.

■   

 
Internal Contacts
Customer Service/Support team members, Call Centre staff, Sales, Marketing and Professional Services staff.
 
External Contacts
Significant contact with customer and third party staff at senior levels.
 
Typical Experience
At least 12 years of experience in a Computer Service/Support environment or a Professional Services environment. Degree or
equivalent qualification in a relevant discipline and/or appropriate technical qualifications.
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POSITION DESCRIPTION
Position Title: Advanced Support Engineer - Client User Server
Position Code: 24055
Career Level: 3
 

Responsible for
Providing service/support to customers in either a field or on-site capacity. Overseeing technical account management, pre-sales
support and providing value-added services for the maintenance and improvement of customers' IT systems.
 
Reports To
Customer Services/Support Manager or a Professional Services Manager.
 
Supervises
Generally none, but may act as a Team Leader or supervise a project team.
 
Main Activities

Providing value-added consultancy services in areas of hardware and/or software systems support/management, designing
and implementing small network systems, basic project management and implementing specific solutions.

■   

Technical account management of larger accounts.■   

Taking responsibility for presales support.■   

 
Key Skills

Ability to work with customers and others to define or refine technical requirements.■   

Understanding of planning and testing methodologies.■   

Ability to apply technology to business opportunities.■   

At this level, relevant technical qualifications include Novell CAN/CNE, MCP Win 95/98/NT, MCSE, Compaq ASE, IBM PSE
and training in proprietary/third party products.

■   

 
Internal Contacts
Customer Service/Support team members, Call Centre staff, Sales, Marketing and Professional Services staff.
 
External Contacts
Significant contact with customers and third party staff.
 
Typical Experience
At least 8-12 years of experience in a Computer Service/Support environment or a Professional Services environment. Degree or
equivalent qualification in a relevant discipline and/or appropriate technical qualifications.
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POSITION DESCRIPTION
Position Title: Support Engineer - Client User Server
Position Code: 24060
Career Level: 3
 

Responsible for
Providing general service/support to customers in either a field or on-site capacity. Installing, repairing and maintaining customers'
computer systems environments including hardware, system software and peripherals.
 
Reports To
A Service/Support Team Leader or Supervisor in a large branch or region-based organisation. May report directly to a first-level
Service/Support Manager in a smaller operation.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Installing and repairing hardware and/or software products at the intermediate level.■   

Providing systems configuration planning and consultancy.■   

Managing small to medium technical accounts.■   

Based on a working knowledge of customers' systems, may provide input related to pre-sales consultancy work.■   

Providing first level Helpdesk response.■   

Possibly assisting junior Service/Support staff on the job.■   

 
Key Skills

Ability to diagnose and repair specialised products.■   

Ability to plan and execute complex areas of installation.■   

Ability to provide detailed written responses to technical requirements.■   

Proficient knowledge of the operation and maintenance of computer equipment supplemented by appropriate technical
qualifications.

■   

At this level may include advanced diploma or equivalent electronics or computing course from a TAFE college and/or
industry developed programs (e.g.. Toshiba Procare, HP Printer Certificate, Compaq Certificate I and II, Novell CNA).

■   

 
Internal Contacts
Customer Service/Support team members, Call Centre staff, Sales, Marketing and Professional Services staff.
 
External Contacts
Customers at Operational and Management level and third party Suppliers.
 
Typical Experience
At least 4-8 years of experience in a Computer Service/Support environment.
 
Other Comments
Typically jobs will be allocated and monitored via a call management system. This position may either be based on-site with a
particular customer or function as a field resource with an area of operation.
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POSITION DESCRIPTION
Position Title: Associate Support Engineer - Client User Server
Position Code: 24065
Career Level: 2
 

Responsible for
Providing general service/support to customers in either a field or on-site capacity. Installing, repairing and maintaining customers'
computer systems environment including hardware, system software and peripherals.
 
Reports To
A Service/Support Team Leader or Supervisor in a large branch or regional-based organisation. May report directly to a first-level
Service/Support Manager in a smaller operation.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Installing and repairing hardware and/or software products to a basic/intermediate level.■   

Providing technical account management of small accounts.■   

Providing first level helpdesk response.■   

Possibly providing first level helpdesk response.■   

Possibly assisting trainee service/support staff on the job.■   

 
Key Skills

Ability to diagnose and repair specialised products.■   

Ability to plan and execute specific areas of hardware and software installation.■   

Intermediate level knowledge of the operation and maintenance of computer equipment supplemented by appropriate
technical qualifications.

■   

At this level may include advanced diploma or equivalent electronics or computing course from a TAFE college and/or
industry developed programs (e.g. Toshiba Procare, HP Printer Certificate, Compaq Certificate I and II).

■   

 
Internal Contacts
Customer Service/Support team members, Call Centre staff.
 
External Contacts
Customers at operational and management level and third party suppliers. This position may either be based on-site with a particular
customer or function as a field resources with an area of operation.
 
Typical Experience
At least 1 to 3 years experience in a computer service/support environment.
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POSITION DESCRIPTION
Position Title: Trainee Support Engineer - Client User Server
Position Code: 24070
Career Level: 1
 

Responsible for
Providing basic service/support to customers in either a field or on-site capacity. Installing, repairing and maintaining customers'
computer systems environment including hardware, system software and peripherals.
 
Reports To
A Service/Support Team Leader or Supervisor in a large branch or regional-based organisation. May report directly to a first-level
Service/Support Manager in a smaller operation.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Installing and repairing hardware and/or software products at a basic level.■   

Possibly providing first level helpdesk response.■   

 
Key Skills

Simple diagnosis and repair of hardware and/or software faults.■   

Basic customer relations skills.■   

Basic knowledge of the operation and maintenance of desktop computer equipment supplemented by appropriate technical
qualifications.

■   

At this level this may include a foundation course in electronics or computing from a TAFE College and/or completion of
industry developed programs (e.g. Toshiba Procare, Compaq Certificates I and II).

■   

 
Internal Contacts
Customer Service/Support team members, Call Centre staff.
 
External Contacts
Customers at an operational level and third party suppliers. This position may either be based on-site with a particular customer or
function as a field resource with an area of operation.
 
Typical Experience
This is the entry level position for provision of service/support. Minimal experience is required.
 
Other Comments
Typically, jobs will be allocated and monitored via a call management system.
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POSITION DESCRIPTION
Position Title: Senior Customer Engineer - Mainframe
Position Code: 24075
Career Level: 4
 

Responsible for
Providing customer service for mainframe computer products and/or a defined group of customers or area.
 
Reports To
A first-level Branch Customer Support/Service Manager or a Team Leader.
 
Supervises
May supervise a small team of Customer Engineers - Mainframe.
 
Main Activities

Providing on-site service to customers' mainframe computer systems and peripherals.■   

Testing and installing new mainframe systems and peripheral equipment.■   

Training and guiding new Customer Engineers.■   

Liaising with Hardware/Product Engineers to identify and correct systems and equipment faults.■   

Investigating warranty claims and customer complaints.■   

Possibly acting as a Team/Site Leader.■   

 
Key Skills

Advanced skills in computer hardware engineering and detailed product knowledge and training.■   

Good skills in customer relations and service management.■   

Ability to communicate complex information in simple terms.■   

 
Internal Contacts
Sales and Marketing staff, Systems and Software Development staff, Operations and Logistics staff.
 
External Contacts
Customers, mainly at the operational level, Distributors, Parts Suppliers and Sub-contractors.
 
Typical Experience
At least 7 years of Customer Service experience with extensive technical training and product servicing experience.
 
Other Comments
The role must work closely with customers and understand their technical needs and difficulties. This role covers hardware
maintenance of mainframe computer installations. Alternative Title: Senior Field (Customer) Engineer.
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POSITION DESCRIPTION
Position Title: Customer Engineer - Mainframe
Position Code: 24080
Career Level: 3
 

Responsible for
Providing customer service for a range of mainframe computer products and services, and/or a defined group of customers or area.
 
Reports To
A team/site leader or a Field Customer Service Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Providing service and overall problem-solving for mainframe computer systems and peripherals.■   

Testing and installing new mainframe equipment.■   

Answering emergency calls for assistance in rectifying systems malfunctions.■   

 
Key Skills

Developed skills in servicing mainframe computer equipment and a developing knowledge of key products.■   

Analysis of hardware problems and fault diagnosis and rectification skills.■   

Able to work under general guidance and supervision.■   

 
Internal Contacts
Call Centre staff, Technical Support Engineers and Systems Software Engineers.
 
External Contacts
Customers at the operational level.
 
Typical Experience
At least 5 years practical experience in customer service with sound technical training and product servicing experience.
 
Other Comments
The role must work closely with customers to resolve immediate technical problems. This role covers hardware maintenance of
mainframe computer installations. Alternative Title: Field (Customer) Engineer.
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POSITION DESCRIPTION
Position Title: Senior Technical Support Engineer - Mainframe
Position Code: 24085
Career Level: 4
 

Responsible for
Providing technical assistance and information pertinent to hardware/software maintenance procedures and/or problems.
 
Reports To
Technical Support Manager - Head Office.
 
Supervises
A number of Technical Support Engineers.
 
Main Activities

Advising on technical aspects of company products and supporting the maintenance and rectification of hardware/software
systems.

■   

Conducting technical evaluations on new and existing products.■   

Assessing the extent and nature of training required to support various products.■   

Conducting specialist training on the maintenance and troubleshooting of company products.■   

Facilitating the introduction of new or upgraded products by analysing and solving problems relating to their operation or
performance.

■   

 
Key Skills

Technical skills at an expert level.■   

A deep knowledge of particular products and an aptitude for identifying and rectifying faults of a complex and technical
nature.

■   

Ability to communicate detailed technical information clearly and simply is a distinct advantage in training others.■   

Extensive technical training and product exposure.■   

 
Internal Contacts
Systems and Software Development staff, Customer Support Engineers, Sales and Marketing staff.
 
External Contacts
Customers and distributors, mainly at the operational level.
 
Typical Experience
A recognised specialist in an area with at least 10 years of related technical experience.
 
Other Comments
The role normally represents the most senior Technical Support role although some companies may have a Principal Support
position.
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POSITION DESCRIPTION
Position Title: Technical Support Engineer - Mainframe
Position Code: 24090
Career Level: 3
 

Responsible for
Providing technical assistance and information pertinent to hardware/software maintenance procedures and/or problems.
 
Reports To
Technical Support Manager - Head Office, or Branch/Regional Technical Support Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Advising on technical aspects of company products, and supporting the maintenance and rectification of hardware/software
systems.

■   

Conducting technical evaluations on new and existing products.■   

Conducting product training courses.■   

Facilitating the introduction of new or up-graded products by analysing and solving problems relating to their operation or
performance.

■   

 
Key Skills

Technical skills at an advanced level.■   

A sound knowledge of particular products and an aptitude for identifying and rectifying faults of a complex and technical
nature.

■   

Solid technical training and product exposure.■   

 
Internal Contacts
Systems and Software Development staff, Customer Support Engineers, Sales and Marketing staff.
 
External Contacts
Customers and distributors, mainly at the operational level.
 
Typical Experience
A recognised specialist with at least 6 years of related technical experience.
 
Other Comments
The role supports field engineering and/or distributors with specialised technical knowledge and troubleshooting skills.
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POSITION DESCRIPTION
Position Title: Hardware Support Specialist
Position Code: 24095
Career Level: 3
 

Responsible for
Providing proactive and remedial hardware support services for a range of computer system products in the high availability, mission
critical support environment. Providing specialist account management to a select number of relevant assigned accounts.
 
Reports To
District Customer Engineering Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Carrying out proactive and reactive on-site service to high availability computer systems and peripherals.■   

Installing and testing new systems and network components.■   

Ensuring high systems availability through bullet proof change management and hardware services account control.■   

Understanding the assigned account environment from a system, network and applications perspective.■   

Partnering with the account team for assigned accounts and proactively representing the hardware support organisation at
account reviews.

■   

 
Key Skills

Very high level of technical skills in systems and networking analysis and repair.■   

Excellent communication and people relationship skills.■   

Ability to achieve high levels of personal productivity and systems availability through sound planning and organisational
skills.

■   

 
Internal Contacts
Sales and Support management, Account Team members from Sales and Support, Hardware Support Centre Specialist staff.
 
External Contacts
MIS management.
 
Typical Experience
At least 5 years of experience in the industry with an extremely comprehensive level of training in both the technical and soft skills
areas.
 
Other Comments
Expectations of results in the area of system uptime, account management and customer satisfaction are very high. Activities are
seldom coordinated through the Support Centre and the position requires a high level of initiative.
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POSITION DESCRIPTION
Position Title: Senior Repair Centre Engineer
Position Code: 24100
Career Level: 3
 

Responsible for
Coordinating Repair Centre activities to ensure the timely and satisfactory service and repair of computer equipment.
 
Reports To
Branch Field Engineering Manager, or Repair Centre Manager.
 
Supervises
Repair Centre Engineers.
 
Main Activities

Organising the scheduling of repairs and the testing and return/storage of equipment.■   

Controlling parts inventories.■   

Monitoring job costing and repair centre performance.■   

Training and guiding new Repair Centre Engineers.■   

Performing modification, repair and testing of printed circuit boards, power supplies etc.■   

 
Key Skills

Advanced technical skills in computer engineering and detailed product knowledge and training are of most importance.■   

 
Internal Contacts
Sales and Marketing staff, Systems and Software Development staff.
 
External Contacts
Customers, Distributors, Parts Suppliers and Sub-contractors.
 
Typical Experience
At least 4 - 7 years of experience in computer servicing/repair with extensive technical training and product repair experience.
 
Other Comments
The role combines formal technical training and experience with organisational skills and a service emphasis.
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POSITION DESCRIPTION
Position Title: Repair Centre Engineer
Position Code: 24105
Career Level: 2
 

Responsible for
Performing Repair Centre activities to ensure the timely and satisfactory service and repair of computer equipment.
 
Reports To
A Senior Repair Centre Engineer, or Repair Centre Manager.
 
Supervises
No supervisory responsibilities.
 
Main Activities

Carrying out repairs and testing of computer equipment and peripherals.■   

Maintaining job costing and Repair Centre records.■   

Completing reports on serious warranty claims.■   

 
Key Skills

Developed skills in computer engineering and detailed product knowledge and training are of most importance.■   

 
Internal Contacts
Sales and Marketing staff, Systems and Software Development staff.
 
External Contacts
Customers, distributors, parts suppliers and sub-contractors.
 
Typical Experience
At least 3-5 years experience in computer servicing/repair with sound technical training and practical product repair experience.
 
Other Comments
The emphasis of the role is on the repair and testing of circuit boards, power supplies, etc.
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POSITION DESCRIPTION
Position Title: Senior Integration Centre/ Configuration Specialist
Position Code: 24110
Career Level: 3
 

Responsible for
Integrating/assembling all customer desktop and server systems ensuring customer expectations are met. Adhering to quality
procedures and work instructions. Promoting a professional image at all times.
 
Reports To
Integration Centre Manager/Team Leader.
 
Supervises
Generally none, may fulfil a Team Leader role for more junior staff.
 
Main Activities

Configuring desktop, laptop and server products to customer specification using a variety of installation techniques and
tools.

■   

Installing network cards, other hardware and operating systems/applications software.■   

Creating network boot disks.■   

Ensuring compliance with the requirements of quality management systems.■   

Patching of desktop, laptop and servers into the network hub equipment.■   

Assisting other staff on any aspects of work practices with which they are unfamiliar.■   

 
Key Skills

Knowledge of testing equipment and use of diagnostic tools and applications.■   

Enthusiastic attitude to customer service.■   

Ability to work alone and as part of a team.■   

Will be developing technical knowledge to the point of being able to administer a department server.■   

 
Internal Contacts
Other Integration Centre staff, Sales staff, Customer Support/Service staff, Logistics staff.
 
External Contacts
Customers, Vendors.
 
Typical Experience
Around 4-5 years of experience, including progress towards or completion of relevant qualifications such as Novell CNA, MCP Win95
or NT Workstation, Novell CNE.
 
Other Comments
This is not a production-line/manufacturing role. The focus is on Configuring post-production PCs to customer requirements.
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