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2nd	
  Line	
  Voice	
  &	
  Data	
  Support	
  Analyst	
  
	
  

COMTEC	
  ENTERPRISES	
  LTD	
  
Job	
  Description	
  
Based	
  at	
  our	
  Reigate	
  office	
  we	
  are	
  looking	
  for	
  a	
  passionate/driven	
  individual	
  to	
  join	
  an	
  exciting	
  and	
  fast-­‐
paced	
  environment.	
  	
  The	
  post	
  holder	
  will	
  act	
  as	
  a	
  2nd	
  line	
  analyst	
  for	
  all	
  internal	
  and	
  external	
  customer	
  
contact	
  with	
  our	
  dedicated	
  service	
  desk.	
  	
  
	
  
The	
  successful	
  candidate	
  will	
  have	
  a	
  minimum	
  of	
  3	
  years’	
  experience	
  of	
  working	
  in	
  an	
  IT	
  Service	
  
Desk/support	
  environment	
  at	
  2nd	
  line	
  with	
  knowledge	
  of	
  call	
  logging,	
  remote	
  and	
  on-­‐site	
  support,	
  
LAN/WAN	
  hardware	
  and	
  VOIP	
  telephony	
  systems.	
  	
  Certification	
  within	
  Avaya	
  IP	
  Office	
  and	
  Cisco	
  
environments	
  is	
  a	
  distinct	
  advantage.	
  	
  As	
  well	
  as	
  a	
  self-­‐confident	
  approach,	
  superior	
  communication	
  and	
  
organisational	
  skills,	
  you	
  will	
  also	
  possess	
  a	
  willingness	
  to	
  learn	
  and	
  a	
  can	
  do	
  attitude.	
  	
  	
  
	
  
At	
  present	
  the	
  service	
  desk	
  operates	
  on	
  a	
  Monday	
  to	
  Friday,	
  0800	
  to	
  1800	
  working	
  day.	
  The	
  post	
  holder	
  will	
  
alternate	
  weekly	
  between	
  early	
  and	
  late	
  shifts	
  (0730	
  –	
  1630	
  and	
  0900	
  –	
  1800).	
  	
  The	
  successful	
  post	
  holder	
  
will	
  also	
  be	
  expected	
  to	
  join	
  an	
  out	
  of	
  hours	
  rota.	
  

Roles	
  and	
  Responsibilities	
  
• Demonstrable	
  experience	
  working	
  with	
  ITIL	
  based	
  processes	
  (Incident,	
  Problem,	
  Change	
  &	
  Service	
  

Request)	
  and	
  ITSM	
  suites.	
  
• To	
  provide	
  2nd	
  line	
  support	
  to	
  customers	
  via	
  the	
  telephone,	
  email,	
  remote	
  access	
  and	
  site	
  visits	
  

when	
  required	
  
• To	
  escalate	
  recorded	
  incidents	
  to	
  3rd	
  line	
  or	
  the	
  Service	
  Desk	
  Manager	
  when	
  appropriate	
  
• Install,	
  train,	
  maintain	
  and	
  support	
  voice	
  solutions,	
  primarily	
  Avaya	
  IP	
  Office	
  and	
  hosted	
  solutions.	
  	
  
• Update	
  technical	
  documentation	
  and	
  wiki	
  with	
  information	
  on	
  site	
  setup,	
  maintenance,	
  common	
  

faults,	
  network/system	
  diagrams	
  and	
  preventative	
  fault	
  procedures	
  
• Deep	
  understanding	
  of	
  Avaya	
  IP	
  Office,	
  including	
  SIP,	
  VoIP	
  technologies,	
  VPN	
  or	
  MPLS	
  solutions	
  and	
  

best	
  practices	
  for	
  security.	
  
• Logical	
  approach	
  to	
  fault-­‐finding	
  and	
  resolution	
  on	
  voice	
  and	
  networking	
  technologies.	
  
• Cover	
  some	
  1st	
  line	
  responsibilities	
  during	
  holiday	
  or	
  sickness	
  
• Raising	
  and	
  managing	
  incidents	
  with	
  3rd	
  party	
  suppliers,	
  e.g.	
  Avaya,	
  Cisco	
  &	
  BT)	
  
• Provision	
  and	
  manage	
  all	
  SIP,	
  data	
  and	
  related	
  voice	
  products	
  sold	
  and	
  supported	
  by	
  the	
  company.	
  
• Update	
  technical	
  documentation	
  and	
  wiki	
  with	
  information	
  on	
  site	
  setup,	
  maintenance,	
  common	
  

faults,	
  network/system	
  diagrams	
  and	
  preventative	
  fault	
  procedures	
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Knowledge,	
  Skills	
  and	
  Experience	
  
It	
  is	
  essential	
  that	
  the	
  post	
  holder	
  will	
  have:	
  

• Experience	
  of	
  working	
  in	
  a	
  service	
  desk	
  environment	
  (preferably	
  with	
  multiple	
  customers	
  and	
  
suppliers),	
  Including	
  being	
  on	
  call	
  

• Working	
  knowledge	
  of	
  
o Avaya	
  IP	
  Office	
  and	
  related	
  software	
  
o BT	
  Wholesale	
  
o BT	
  IP	
  Voice	
  
o BT	
  Hosted	
  Contact	
  Centre	
  
o Routing	
  Protocols	
  
o ISDN,	
  PSTN,	
  SIP	
  and	
  VOIP	
  Telephony	
  
o Multi-­‐Vendor	
  Routers	
  
o Multi-­‐Vendor	
  Switches	
  
o Multi-­‐Vendor	
  Firewalls	
  
o Multi-­‐Vendor	
  Wireless	
  Access	
  points	
  
o Network	
  cabling	
  
o Network	
  Patching	
  

	
  
• Excellent	
  customer	
  facing	
  skills	
  
• Excellent	
  listening	
  and	
  problem	
  solving	
  skills	
  
• Excellent	
  communication	
  skills	
  including	
  stakeholder	
  engagement	
  
• Valid	
  UK	
  driving	
  licence	
  

It	
  would	
  be	
  desirable	
  if	
  the	
  post	
  holder:	
  
• Holds	
  an	
  ITIL	
  (V2	
  or	
  V3)	
  Foundation	
  Certificate	
  
• Avaya	
  Certification	
  
• Cisco	
  Certification	
  
• Cisco	
  Telephony	
  
• Barracuda	
  Appliances	
  

	
  
	
  


