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POSITION SUMMARY 

As a Customer Service Engineer, you will play a pivotal role in ensuring the seamless opera@on 
of our technology and automa@on solu@ons. Leveraging your advanced technical exper@se, you 
will provide top-@er support to end-users, addressing complex issues related to hardware, 
soFware, and network systems. This role involves mentoring and guiding junior support staff, 
contribu@ng to the improvement of support processes, and collabora@ng with cross-func@onal 
teams to resolve escalated issues. Your commitment to customer sa@sfac@on, problem-solving 
skills, and leadership capabili@es will be key assets in driving our mission for excellence in 
technical support. 

PRIMARY DUTIES AND RESPONSIBILITIES: 

• Technical Support: Provide high-level technical assistance to customers by
troubleshoo@ng hardware and soFware issues, resolving automa@on problems, and
addressing advanced technical inquiries.

• Problem Resolu:on: Analyze and resolve complex technical issues efficiently and
effec@vely, ensuring customer sa@sfac@on and adherence to service level agreements
(SLAs).

• Escala:on Management: Act as a point of escala@on for unresolved technical problems,
coordina@ng with other technical teams and management to facilitate swiF issue
resolu@on.

• Documenta:on: Maintain accurate and detailed records of customer interac@ons,
technical solu@ons, and troubleshoo@ng steps to contribute to a comprehensive
knowledge base.

• Training and Mentorship: Provide guidance and mentorship to junior technical support
staff, sharing exper@se and knowledge to enhance the overall team's capabili@es.

• Con:nuous Improvement: Iden@fy opportuni@es for process improvement and 
contribute to the development and implementa@on of new support strategies and 
technologies. 

• Customer Communica:on: Communicate technical informa@on in a clear and 
understandable manner to customers with varying levels of technical exper@se, ensuring 
a posi@ve customer experience. 

• Collabora:on: Collaborate with cross-func@onal teams, including product development, 
quality assurance, and other technical departments, to address systemic issues and 
contribute to product improvement. 



 

   
 

EXPERIENCE AND EDUCATIONAL REQUIREMENTS: 

• High school diploma or equivalent; Bachelor’s degree in a related field is a plus. 
• 5+ years of experience in a technical support role, with a focus on complex issue 

resolu@on and escala@on management. 
 

MINIMUM SKILLS, KNOWLEDGE AND ABILITY REQUIREMENTS: 

• Technical Skills: Proficiency in troubleshoo@ng hardware and soFware issues, knowledge 
of opera@ng systems, network protocols, and experience with relevant tools and 
technologies. 

• Communica:on Skills: Strong verbal and wri]en communica@on skills, with the ability 
to convey technical informa@on clearly and concisely to both technical and non-technical 
audiences. 

• Leadership Abili:es: Ability to lead and guide a team of technical support professionals, 
fostering a collabora@ve and suppor@ve work environment. 

• Customer Focus: Commitment to providing excellent customer service, understanding 
customer needs, and ensuring a posi@ve customer experience. 

• Problem-Solving: Strong analy@cal and problem-solving skills, with the ability to think 
cri@cally and strategically to resolve complex technical issues. 

• Adaptability: Ability to adapt to a dynamic and fast-paced work environment, staying 
current with emerging technologies and industry best prac@ces. 

WORK ENVIRONMENT: 

• The work environment characteristics described here are representative of those 
associate encounters while performing the essential functions of this job. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the 
essential functions: 

• The noise level in the work environment is generally moderate.
• Work weekends or over@me as required. 

• Be available to customers aFer normal business hours by email or phone.

PHYSICAL AND MENTAL REQUIREMENTS: 
 

The physical demands described here are representative of those that must be met by an 
associate to successfully perform the essential functions of this job. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential 
functions: 



 

   
 

 

• Sedentary physical ac@vity requiring reaching, siFing, liFing, finger dexterity, grasping, 
feeling, repe@@ve mo@ons, talking and hearing. 

• Associates is frequently required to stand, walk (or otherwise be mobile). 
• Ability to deal with stressful situa@ons as they arise. 
• Working in front of a computer screen at least 75% of the @me 
• Must be able to handle mul@ple problems and customers at the same @me. 
• Strong trouble shoo@ng skills and customer service skills are required. 
• 75% or more @me is spent addressing Service issues on the telephone, in remote 

customer mee@ngs or on site with customers if JFCRx leadership deems necessary. 
• Up to 25% travel requirement 

 


