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TECHNICAL SUPPORT ANALYST, LONDON
	Title (Internal)
	Technical Support Analyst
	Grade
	45

	Department
	Support, Professional Services, EMEA
	Job Code
	

	Manager’s Title
	VP, Professional Services EMEA/ Team Lead, Customer Support,  EMEA 


ABOUT US
Epsilon International (http://www.epsilon.com/international/home.html) is a leading provider of strategic, ROI-focused email communications solutions and marketing automation technologies. Through its combination of innovative technologies, professional services and vertical market expertise, Epsilon International helps marketers acquire, grow and retain profitable customer relationships through highly relevant and personalized email communications. The company's end-to-end suite of industry-specific products and services includes scalable email campaign technology, delivery optimization, marketing automation tools, turnkey integration solutions, strategic consulting, and creative expertise to produce email programs that generate measurable results throughout the customer lifecycle. 

Epsilon is an Alliance Data company with principle offices in Boston, Dallas, New York, St. Louis and Washington, D.C.

PURPOSE OF THE JOB

The technical support analyst provides quality and responsive post implementation technical support for Epsilon Interactive email products & services to Epsilon International clients in EMEA.  This appointment is for a senior-level Support Analyst  
ABOUT THE OPPORTUNITY (WHY YOU WANT THIS JOB)
This position is perfectly suited for the individual who has experience with supporting clients in an international environment.
For the individual looking to provide a quality technical support service for an exciting technology and who wishes to work in a fast paced and yet friendly environment this is a perfect job which will position you to work with a variety of blue chip clients.
RESPONSIBILITIES
· Provide professional, courteous and prompt technical support for assigned Epsilon Digital email products, liaising with other Epsilon Digital Departments to provide two way communications on customer issues. This should include basic problem prioritization, analysis and resolution of issues where answers can be easily obtained.  The result should be high level of customer satisfaction 
· Work on escalated issues with the Escalation Management Team effectively on more complex technical issues, in order to provide regular updates and a timely resolution to the customer. 
· Actively track and manage client interactions by logging all customer contacts in Epsilon’s case tracking system. 

· Where appropriate outline the key steps to resolution of a problem and communicate to the customer via frequent and regular status updates in line with the “Rules of Engagement”.  

· Acquire and maintain knowledge relevant to the job including Epsilon email product offerings, current support policies and procedures and methods of support delivery, in order to provide technically accurate solutions to customers 
· When required, escalate customer issues via established escalation processes 
· When required, participate in weekend and after-hours support coverage, including P1 pager duty on a regularly scheduled rotation of responsibility across the team

· Consistently instruct internal and external customers on resources available for self-help e.g. Knowledge Base, Learning Centre, and User Documentation 
· Leverage the internal and external knowledgebase’s for prompt and accurate resolution of basic technical issues.  Ensure that information about any solution that was not easily found in the KB is passed on appropriately
SKILLS, KNOWLEDGE AND EXPERIENCE 
This position is for a German speaker and requires the candidate to be fluent/bilingual to a native-equivalent level (written & spoken) in German and to a business-level in English. Knowledge of other European languages (in particular French, Spanish) is a plus.
Technical skills

	Skill
	Competence level

	HTML
	Competent/Advanced

	Javascript
	Competent

	Flash
	Awareness

	Windows OS
	Competent

	Unix
	Competent

	DNS
	Advanced

	Internet protocols (TCP/IP, HTTP, FTP; SMTP)
	Competent

	Browsers
	Advanced

	PERL
	Awareness

	SQL and RDBMS
	Competent

	Access
	Awareness

	SQL Server
	Competent

	Oracle
	Awareness


Awareness: Has basic knowledge with 6-12 months experience

Competent: Has proven knowledge through industry certification or a minimum of 18 months hands on experience
Advanced: Has proven knowledge through industry certification with 18 months hands on experience or a minimum of 2-3 year hands on experience
Expert: Has proven knowledge through industry certification with 18 months hands on experience or a minimum of 3-5 year hands on experience

Support soft skills
· Process focused

· Effective knowledge of customer support methodologies: 

· Client expectation management

· Investigation and resolution methodology

· Identify and manage customer conflict, issues, risks and communicate the proposed resolution to all stakeholders.
· Understanding of CRM/Ticketing System capabilities

· Excellent verbal and written communication skills

· Sense of service to internal as well as external clients

· Ability to work under pressure

· Be highly organized and respond in a timely manner for all requests raised.
· Be able to prioritise and communicate priorities effectively.
Continuous Learner
· Actively acquires the skills knowledge and abilities to meet job requirements and maintain professional competence               

· Demonstrated willingness to receive constructive feedback and act on it                          
· Actively seeks out assistance from peers where needed and demonstrates improvement in  skills, knowledge and abilities from each interaction

· Uses all available Epsilon Interactive tools and resources to promote self development

· Learns from experiences and changes behavior.


Team Player

· Demonstrates flexibility in sharing team work load, including variable shift times and after hours pager duty when required 

· Works tolerantly and positively with people with different work styles to meet team goals                                                                          
· Works well with a diverse or multi-disciplinary group to achieve a common goal e.g. openly listens to other people's ideas, collaborates rather than competes or acts autonomously and shares ideas and information with others

· Balances personal gain with group goals

Customer Orientation

· Responds in a timely manner to the needs of the customer

· Manages customer expectations in terms of service level and communications

· Finds a resolution that is satisfactory to the customer                                                                         
· Anticipates needs of the customer where reasonable

· Continuously displays positive, professional behavior towards internal and external customers

· Manages workflow and maintain a "sense of urgency" in accordance with customer needs / workflow
Education: University degree in Sciences or Engineering, ideally with a focus on Information Technology.
· Minimum 2-5 years experience in a technical product support role, ideally gained in a professional services field organization for a software vendor (SaaS preferred).
· Experience of technical support level 1 and if possible level 2 (“hotline” or “IT helpdesk”) profile is not adequate)

· An existing knowledge of DREAMmail, DREAM or any email marketing solutions would be preferred.
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