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Job Title:
CUSTOMER SERVICE ENGINEER (CSE)
Department:
OPERATIONS

Job Code:
NMS302

FLSA Status:
Non-exempt

Date Written:
11/10/04 (Rev: 20060411)
Job Summary (Basic Function)

The CSE is the first contact point for customer interface on data management issues and the CSE team provides around the clock coverage for the monitoring services that are a key part of the overall business of the company. This is a position where you will get deeply into the physical infrastructure of data networks and how data is moved through routers and switches. 

The CSE monitors customer networks using Netcool network monitoring software, creates customer trouble tickets, follows pre-defined communication, escalation and troubleshooting procedures, ensures that trouble tickets are resolved and updates cases accordingly.
Essential Responsibilities

· Identify incidents via monitoring applications.

· Respond to incoming calls and emails to assist customers encountering problems. 

· Enter case data into trouble ticketing application for customer incidents, calls and emails.
· Track incidents from identification to resolution to ensure a thorough record of the actions taken, contacts made, and cause of the issue are documented.
· Execute client notification and escalation procedures as defined.
· Execute internal notification and escalation procedures as defined.
· Generates customer network performance reports for analysis by network engineers.
Skills/Qualifications

One to two years experience as computer operator or equivalent technical support position is required.  Call center experience strongly preferred. CCNA or industry equivalent preferred.

Solid command of MS Office 2000 or higher including Word, Excel, and Power Point required.  Working knowledge of MS Access, Project and Visio strongly preferred. Position is subject to acceptable results from background and security checks as needed.
Applicant should be an independent learner, capable of excelling in a fast-paced environment, and have strong customer service skills.
Working Conditions

All new employees will be subject to a 90 day probation/evaluation period.  Work is generally performed in normal office conditions, with good lighting and proper ventilation.  As a 24X7X365 support organization, varying shifts, which include nights and weekends, will be required.
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