[image: A black and white logo

Description automatically generated with low confidence]
	Role Title 
	
Technical Support – Voice Infrastructure Support


	
Function & Dept.

	Cloud Operations / Technical Operations

	Career Growth Level
	Contributing & Developing (D) 


	
CGP Descriptor 

	Qualified specialists, recognised for their expertise, serving as pivotal contributors in various domains. These specialists play a vital role in influencing and shaping new business strategies, policies, practices, and content, catering to both external and internal customers. Their responsibilities may encompass problem-solving and the development and execution of purpose-driven solutions, often of a complex nature, to meet the specific needs of both external and internal customers

	Team 
	Voice Infrastructure Support

	Reports to
	Technical Specialist  - Voice Infrastructure Support

	Role Purpose 



	The role will be a Tech Support as part of the Voice Infrastructure Support Team, delivering technical support for Voice and Communication systems for customers ensuring stability, security, and optimal performance across the environment. The role involves diagnosing and resolving complex issues, maintaining Voice and Communication systems and collaborating with teams to implement improvements and uphold service standards.

	Key Responsibilities 



	1. This is "hands-on" technical support position that requires knowledge across  Unified Communications (UC) and AudioCodes technologies.
2. Provide remote proactive and reactive support for UC infrastructure, ensuring stability and availability of services.
3. Monitor and analyse system faults, identify critical customer issues, and propose long-term solutions to eliminate recurring problems.
4. Deliver 2nd and 3rd level support to customers, applying advanced technical expertise to resolve complex issues.
5. Ensure timely resolution of incidents and service requests in line with internal and external SLAs, including root cause analysis where required.
6. Perform triage on incident tickets, answering customer queries and prioritising cases effectively.
7. Escalate issues to vendors when necessary, coordinating resolution activities to meet SLA commitments.
8. Maintain accurate and detailed documentation of all customer interactions and technical activities within the ITSM tool.
9. Drive continuous improvement across UC services by identifying opportunities to enhance reliability, performance, and customer satisfaction.
10. Communicate effectively with internal teams, customers, and vendors to ensure transparency and alignment in service delivery.

	Person Specification 



	1. Relevant experience in IT systems administration or engineering roles within large MSPs.
2. Desired knowledge of traditional TDM Voice / telephony and IP telephony 
3. Advanced Knowledge of Voice gateways – AudioCodes SBCs, OVOC or other monitoring tools
4. Knowledge of Voip handsets
5. Desired knowledge of ServiceNow
6. Knowledge and practical experience of working with telecommunications carriers: Circuit types, circuit interfaces, circuit problem 
7. Understanding of the Telecommunication market 
8. Good understanding of Microsoft Unified Communications products (O365, MS Teams)
9. Good understanding of Microsoft Unified Communication concepts (Voice over IP, signalling and real time protocols); 
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Competencies
	
	Level 

	1.
	Technical Expertise
	Medium 

	2
	Problem Solving & Decision Making
	Medium 

	3.
	Process Optimization
	Medium

	4.
	Collaboration & Stakeholder Management
	Medium

	5.
	Data Analysis & Reporting
	Medium

	6.
	Innovation & Continuous Improvement
	Medium



	Management 
Competencies
	
	Level

	1.
	Leading, Developing and Managing People 
	Low /Medium

	2
	Problem Solving and Decision Making 
	Medium

	3.
	Influencing Others 
	Low /Medium

	4.
	Embracing the need for change
	Medium

	5.
	Thinking & Acting Strategically 
	Medium

	6.
	Planning & Analysis
	Medium

	7.
	Performance Management
	Low

	8.
	Employee Experience 
	Low/Medium

	9.
	Resourcing
	Low

	10.
	Competency Assessment 
	Medium



	Value Behaviours 

	
	Level

	1.
	Responsibility 
	High

	2.
	Passion 
	High

	3.
	Customer First 
	Medium

	4.
	Agility 
	High

	5.
	Family 
	Medium
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