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Position Description

Technical Support Consultant 
June 2011

Role – Purpose and Scope

The Technical Support Consultant role is a customer services support role within the customer services team in Medtech Limited.  It reports to the General Manager, Auckland.
The purpose of the role is to carry out customer support activities, including giving technical advice and assistance to Medtech clients on a range of Medtech Global software products. This position will require support to be provided outside the standard hours of business and may involve travel to client sites.  A pager and/or mobile telephone will be issued to facilitate provision of an out-of-hours service.

Salary Range

This position is full time (nominally 40 hours per week).  Salary will be commensurate with experience, and after-hours and/or on-call rates will be discussed with the successful candidate.

Key Result Areas

Key Result Areas or KRAs are the main functional tasks of the role on which your performance will be measured or assessed every six months.


1.	Technical Support

	Key Responsibilities
	Outcome
	Performance Measure

	Resolve user inquiries regarding computer software or hardware operation to resolve problems
	Customer calls are responded to within agreed timeframes
	Call response and resolution statistics

	Provide detailed technical analysis and troubleshooting skills to effectively solve support and technical issues.
· troubleshoot Window software technologies
· run basic network tests

	Customer issues are resolved within agreed timeframes 
Issues and information relating to problems are escalated to appropriate team for resolution

	Call response and resolution statistics and customer feedback

	Provide remote and hands-on deployment assistance in installing and configuring Medtech customers
	Issues and information relating to problems are escalated to appropriate team for resolution
	Call response and resolution statistics

	Document methodologies and best practices on Medtech solutions in order to enable our customer support consultants to better support our customers
	Issues and information relating to problems are resolved quickly and effectively
	Documentation
CRM reports
Team leader assessment
Customer Feedback

	Read technical manuals, confer with users, or conduct computer diagnostics to investigate and resolve problems or to provide technical assistance and support
	Up to date and current knowledge base of all Medtech products is maintained so agreed service levels are maintained

	Call resolution statistics and customer feedback

	Refer major hardware or software problems or defective products to vendors or technicians for service. 

	Issues and information relating to problems are escalated to appropriate team for resolution 
	Feedback from software team and managers

	Confer with staff, users and software department to establish requirements for new systems or modifications
	Internal and external stakeholder communication is effective
	Feedback from internal and external stakeholders

	Provide coaching, training and technical support for both internal and external clients as required
	Internal clients are trained on technical issues as they arise; external clients are trained as part of site visits when requested

	Manager and customer feedback

	
	
	





2. Customer Support

	Key Responsibilities
	Outcome
	Performance Measure

	Confer with customers by telephone in order to provide advice and information about Medtech software products and services 
	Customer calls are responded to within agreed timeframes
	Call response and resolution statistics

	Contact customers to respond to inquiries or to notify them of investigation results and any planned adjustments or changes

	Customers are updated/advised of any follow up actions arising from previous calls; CRM log is accurately updated/noted

	CRM reporting and Q4Biz

	Refer or escalate unresolved customer issues to Team Leader, General Manager or other departments as appropriate
	Customer queries or issues are resolved appropriately and CRM log is accurately updated/noted

	CRM reporting and Q4Biz

	Assisting customers with training support – both pre and post installation of software updates

	Customers are professionally and expertly assisted, CRM log is accurately updated/noted

	CRM reporting and Q4Biz

	
	
	





3. Administrative

	Key Responsibilities
	Outcome
	Performance Measure

	Keep records of customer interactions and transactions, recording details of inquiries, complaints, and comments, as well as noting and closing actions on CRM

	All customer calls are accurately logged, action assessed and recorded in CRM
	CRM reporting

	Maintain records of technical support offered through daily data communication transactions, problems and remedial actions taken, or installation activities

	Customer calls and remedial actions taken are accurately recorded
	Customer records

	
	
	



4. Training & Implementation
	Key Responsibilities
	Outcome
	Performance Measure

	Effectively implements and  trains customers on new software and products
	Practice staff are effectively trained and are able to operate Medtech software correctly and efficiently
	Training Report
Training Manager / Customer feedback




5. Other duties

Objective – To carry out other duties which may reasonably be required by the Chief Executive or General Manager from time to time in the course of Medtech’s business and which fit the role’s purpose as stated and for which the position holder is qualified or has received adequate training or instruction.

6. Health and safety

Objective: To ensure a safe and healthy working and learning environment is maintained at all times.

	Key Responsibilities
	Outcome
	Performance Measure

	Observe all Medtech Group’s safe work policies and procedures.

	Is familiar with health and safety policy of Medtech is able to identify and report hazards and/or accidents

	Personal health and safety record, accident/incident and hazard registers. 

	Take responsibility for your own health and safety and ensure no
action or inaction on your own part harms others in the workplace.

	Acts responsibly and follows Company policy and procedures for health and safety.
	Accident/incident register and hazard register.

	
	
	





Person Specification

Part of what makes Medtech as successful as it is, are the highly motivated people who work here. An inspiration to your colleagues, you are a motivated customer services and technical help desk professional with a committed motivation to getting things done; you always place Medtech’s customers at the centre of everything you do.


Technical or Professional Knowledge and Experience

A minimum of two years previous experience in a customer services role within the health care industry.  A technical qualification (ie Microsoft Engineer Certified) and experience in managing database and networks would be well regarded. A high level of competency in both written and spoken English language is required.

Demonstrable knowledge of principles and processes for providing customer help desk services via telephone and face-to-face. This includes customer needs assessment, meeting agreed service levels or standards for services. Working knowledge of computer operating systems including familiarity with the Microsoft suite of products/applications, particularly within a customer services or help desk environment.  An aptitude for the practical application of engineering science and technology, including applying principles, techniques and procedures.

Skills and Abilities

These are the abilities, attributes and personal characteristics that the staff member will need to consistently display in order to achieve their Key Result Areas (KRAs) [that is, to do the job effectively]. These behaviours describe how someone does the job, whilst KRAs describe what is to be done. 

English Language — Knowledge of the structure and content of the English language including the meaning and spelling of words, rules of composition, and grammar; and the ability to talk to others to convey information effectively.


Active Listening — Giving full attention to what other people are saying, taking time to understand the points being made, asking questions as appropriate, and not interrupting at inappropriate times.

Deductive Reasoning — The ability to apply general rules to specific problems to produce answers that make sense.

Inductive Reasoning — The ability to combine pieces of information to form general rules or conclusions (includes finding a relationship among seemingly unrelated events).

Critical Thinking — Using logic and reasoning to identify the strengths and weaknesses of alternative solutions, conclusions or approaches to problems.

Information Ordering — The ability to arrange things or actions in a certain order or pattern according to a specific rule or set of rules (e.g., patterns of numbers, letters, words, pictures, mathematical operations).

Service Orientation — Actively looking for ways to help people.

Active Learning — Understanding the implications of new information for both current and future problem-solving and decision-making.

Learning Strategies — Selecting and using training/instructional methods and procedures appropriate for the situation when learning or teaching new things.

Time Management — Managing one's own time.
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