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Call Centre SMB Junior Technical Engineer
Job Description
Responsibilities and Requirements:
· Remotely analyze service and MAC order requests for SMB phone system requests. 

· Ability to diagnosis and repair SMB systems remotely.

· Ability to diagnosis and complete remote MAC and Service Calls

· Understand Administration packages for the supported products.

· Ability to remotely train customers on the use of their systems.

· Accurately update Unity Ticketing system when opening, updating and closing tickets.

· Login into support Queue and answer service calls.

· Be available for shift work.

· Be willing to expand product knowledge based on training and mentoring provided.
· Prepare service requests for dispatching to, CSR, Field Service Technicians, Contractors, for Local, National and US locations, inclusive.
· Determine parts required for orders that require field replaceable units.
· Close out all completed work orders.
· Manage the outstanding service orders and have them closed as soon as possible. 

· Participate on the Emergency system queue as required. 
· Possess strong customer interaction and communication skills.

· Be willing to work extra hours as required.
· Posses a willingness to learn. 

· Be a team player

Product and skills knowledge required:
· Nortel BCM, Norstar administration and technical level programming skills.

· Avaya Partner, Legend, Magix and IP Office administration and technical level programming skills.
· Cisco UC500, CME administration and technical level programming skills.
· Basic data knowledge for Lan and Wan

