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JOB DESCRIPTION

Job Title: Client Services Technical Support Specialist
Location: Bristol
Reporting To: Technology & Helpdesk Manager

ABOUT US

Established in 1985, Internet Videocommunications has earned an international reputation for delivering world class
Audio-Visual, Video Conferencing and Telepresence systems and services. For 35 years our award-winning
company has received numerous accolades for exceeding standards of excellence. It is our emphasis on service
quality, our attention to detail and our total commitment to our clients that has led Internet Videocommunications to
enjoy long-term relationships with many hundreds of businesses across the public and private sectors.

Working out of our Bristol and Marlow offices in the UK we have provided Audio-Visual, Video conferencing and
Telepresence solutions in over 35 countries to date. The company offers unrivalled experience and expertise. And,
having forged strong alliances with all the leading manufacturers, we are truly independent.

We pride ourselves on being at the very forefront of the Audio-Visual and Telecommunications Industry. Our
mission statement is to deliver best of breed Audio-Visual and Unified Communications solutions and we recognise
that in order to achieve this, we need to invest in best in class staff. All our team undertake rigorous, on-going
training courses and external examinations to maintain industry knowledge and skill-sets that are second to none.

Due to expansion and a strong order book we are hiring an additional Client Services Technical Support Specialist
to join our team in Bristol with immediate effect.

WHAT WE DO

Internet Videocommunications provides a comprehensive portfolio of Audio-Visual, Video conference and
Telepresence systems and services all in house. Uniquely set up to take care of the entire end-to-end solution, we
will manage the project from the initial consultation, system design and build, through to training and maintenance
support.

MAIN JOB PURPOSE

To deliver first-class service support to clients.

KEY RESPONSIBILITIES

Be an integral member of the Client Services team assisting with technical support services, where required,
including Helpdesk and on-site support to identify and rectify faults reported by clients whether nationally or
internationally.

e Ensure the most efficient and effective methodology is applied to the resolution and closure of client calls
and the processing of RMAs.



e Own client requests and ensure these are met with the correct level of support specified under the criteria of
their maintenance agreement.

e Build strong client relationships, giving expert technical assistance by telephone or by videoconference in
the first instance and following up promptly with an email, setting out what has been discussed to resolve
the fault, by way of an audit trail.

e Promote and establish remote diagnostics wherever possible in the client environment in order to
interrogate AV systems and infrastructure and to bring about a resolution in the shortest possible timeframe.

e Travel to client sites where necessary to identify and rectify faults.
e Provide support to all other engineers either remotely or during joint site visits.
e Escalate client faults, whenever appropriate, to your line manager at the earliest opportunity.

e Be knowledgeable on and conversant with the Company’s portfolio of solutions and services with particular
emphasis on infrastructure, cloud video services and Microsoft integration.

e Assist with in-house testing to ensure Company solutions are robust and also beta testing to ensure an

excellent understanding of manufacturer products and their relevance to existing and future sales
opportunities.

e Provide ad-hoc duties as and when required by a Director.

e File all relevant technical documentation on the Company servers and distribute technical information as
appropriate.

e Maintain an up to date, daily record of all significant activities and communications with all clients and
prospects through the CRM database.

SKILLS & EXPERIENCE

The successful candidate will have proven experience as detailed above and have previously worked within the
commercial AV Industry. You will have strong interpersonal skills, be a good team player and have an eye for
attention to detail. The ideal candidate will have obtained a combination/blend of:-

Poly CVE, Cisco CCNA, Microsoft MCSE, MCP or MCITP and have a working knowledge of Microsoft Skype for
Business and/or teams.

HOW TO APPLY

Please forward a covering letter and up to HR@internet-video.co.uk.



