L1 Iegrand® Job Description

Job Title: Technical Support Engineer 2" Line Reporting to (Title): Customer Service & Support Manager

Department/Business Unit: Assisted Living & Healthcare Base Location: Cheadle Royal, Stockport

Other Work Location/s: Occasional visits to other Legrand office locations and customer sites

Overall Job Purpose:

Jontek a key brand of the Assisted Living & Healthcare business unit of Legrand Electric Limited develops, installs
and maintains assisted living alarm monitoring solutions to social housing, social care & private care providers.

As a member of the Support Desk and working as part of a wider Customer Support team; the primary job purpose
is to provide 2nd line telephone and remote desktop support to customers operating the Legrand’s “Answerlink”
alarm call handling and management platform.

Key Duties:

Second line telephone & Remote Desktop technical support of in-house developed software, Server & PC
hardware, Windows o/s etc.

Monitor all incoming customer support calls to the support desk, ensuring all calls are responded to promptly,
response/resolutions times adhere to customer specific SLA’s and meet internal KPI’s.

Escalate appropriate incidents to 3rd line support/Customer Support Supervisor.

Maintain a knowledge base ensuring any repeat incidents are linked to ‘Known problems’ and monitor to
ensure these are escalated to the Customer Support Manager.

Maintain a ‘Request for change’ database and monitor to highlight common and commercially advantageous
RFC’s to the Customer Support Manager.

Management of engineer’s nationwide, daily organisation of tasks/jobs onsite and scheduling in any agreed
maintenance dates at customer sites.

Assist with in-house build & test of customer systems and release to customer specific requirements following
pre-determined technical notes.

Assist with technical User Acceptance Testing of Jontek developed software.

Technical stores/asset registers, ensuring a Stock system is kept up to date with Stock movements and stock
room is kept clean and organised.

Creating and updating documentation to ensure that customer information is always up to date and any
working procedures created/amended as required.

Abide by Legrand Core Values and Code of Ethics and strive to meet and exceed the Group’s Corporate
Social Responsibility (CSR) commitments.

Job Competencies / Key Skills:

At least 2 years proven work experience as a Technical Support Engineer, Desktop Support Engineer, IT
Help Desk Technician preferably within the assisted living or similar alarm receiving centre role sectors
Competent in building and configuring Windows Servers and Desktops, Linux is desirable

Excellent understanding of Router installation & VPN configuration and VolP/SIP telephony

Familiarity with remote desktop support applications and help desk software, experience of Salesforce Service
cloud desirable

Experience of Server & PC hardware and Windows Operating Systems and a strong understanding of
networking

Experience with SQL Server and sound understanding of SQL DB structure and queries required

Excellent problem-solving and communication skills, both written and verbal with ability to transfer
knowledge effectively.

Experience and preferably hold certification in Microsoft, Linux, Cisco or similar technologies

A well organised, self-starter, able to prioritise and multi task

Have an appreciation of SLA’s and ensure Jontek’s ITIL support is updated promptly
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