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POSITION DESCRIPTION

Position Title:
Software Support Engineer

Division:
Hexagon Mining 
Sub Division:
Mine Operations
Department:
Support
Location:
Kazakhstan
Reports To:
Software Support Team Leader
Purpose of Position:

· To ensure Hexagon Mining, Mine Operation systems at customer mine sites operate effectively and deliver tangible value to our customers mining operations

· To provide technical support for Mining Operation Systems within Central Asia and worldwide

Duties and Responsibilities:
· Work collaboratively with other members of the Support to serve as primary customer contact for support and enhancements after deployment

· Upgrade, support and maintain software deployed at remote mining sites located around the world – keeping the software at our customer sites up to date
· To complete upgrades on time with minimal disruption to the products running at site

· To actively participate in ongoing improvements to the way upgrades are carried out 

· Taking ownership and responsibility for customer issues, seeing them through to resolution or escalation as required 
· To participate in On-Call (after hours) support activities as required

· To follow the Support team processes, making recommendations for improvements to processes where appropriate to increase the efficiency of the team

· Providing technical leadership in areas of expertise, cross skilling with other project team members to ensure transfer of knowledge and ample coverage of required duties

· Utilising relationships developed with customers and other contacts to advise sales team of potential issues affecting customers as well as other opportunities for Hexagon Mining
· Work collaboratively with the Project Engineering team to assist in the deployment of systems as required
· Work collaboratively with the Product Development team to assist in capturing and identifying information about system issues (defects) when escalation is required
· Maintain, enhance and adhere to Hexagon Mining documentation and reporting standards, systems and processes

· Represent Hexagon Mining in a helpful, professional and courteous manner at all times
· Compliance with Hexagon Mining’s Workplace Health and Safety policies and procedures, participation in audits and compliance with instructions given in respect to the health and safety of himself/herself and the safety of others
· Other duties as required from time to time

Knowledge & Experience Required:

Education/Credentials: 

· A relevant tertiary qualification in Computer Science, Engineering (Mining/Electrical/Electronic) or a related field 

Experience / Skills / Attributes:
· Experience with scripting languages such as PHP, Perl, Ruby and Python

· Experience or knowledge of C++ (or Objective-C) software development

· Commercial experience with complex SQL databases (PostGres, SQL Server)
· A strong understanding and knowledge of networking
· Experience with LINUX Command Line Interface
· Experience with LINUX shell scripting 

· Experience with MS Office tools (Word, Excel)

· Ability to form strong relationships with customers and represent the company professionally

· Strong time management and prioritisation skills

· Ability to set and meet team and individual goals and deadlines 

· Strong communication skills, both verbal and written 

· Ability to thrive in a high pressure environment 

· Ability to work autonomously or part of a team environment

· Ability to manage multiple concurrent tasks
· Ability to rapidly grasp technical solutions, concepts and products 

· Ability to see where systems and / or processes can be improved to benefit the end user

· Desire to expand own knowledge and skill set as well as sharing knowledge with other team members wherever possible

· Wireless networks experience (desirable)

· Knowledge of mining operations (desirable)

Travel:

· Travel (interstate, intrastate and overseas) will be a requirement of this role 
Languages:

· Russian

· English


Decisions Expected:

Own Authority

· Setting of day to day priorities within overall priority listing
· Escalation of issues as required to find a resolution
· Make recommendations / reporting based on technical evaluations and customer interaction
· Advising Supervisor of risk areas as they are identified
· Advising Sales team of business development opportunities as they arise
Referred to Higher Authority

· Approval of project deployment plans that involve cross-functional teams, e.g. Engineering and Support
· Approval for expenditure

· Any decision that will adversely affect budget

· Clarification of priorities or urgent escalations

Working Relationships:

	Most Frequent Contacts

	Purpose

	Software Support Team Leader
	The Software Support Team Leader is responsible for setting overall team goals, providing direction, monitoring and driving performance, and professional development.

The Software Support Team Leader is responsible for developing and communicating strategic direction, monitoring and driving performance and assisting with the resolution of conflicting priorities for the Customer Care & Upgrade team. 

The Software Support Team Leader is also responsible for performance management, reviewing progress and achievements, and providing an environment to enable continued development.

	Customers
	Act as customer interface for the duration of deployment project, and for ongoing system support. Provide 3rd level support and technical advice for customers. 

	Field Technicians
	The Software Support Engineer will work collaboratively with the Field Technicians who are on site and often need assistance with the software components of the systems.  The Field Technicians predominantly focus on hardware related problems (either hardware failure or cabling problems).

	Project Engineers 
	The Software Support Engineer will work collaboratively with the Project Engineering team to assist in system deployment projects.

	Product Development
	The Software Support Engineer will work collaboratively with the Product Development team to assist in the resolution of escalated customer related matters.

	Product Specialist
	The Software Support Engineer will work with the PS to assist with delivery of product/system training to customers and operators.

	Sales team / Account Managers
	Assist Sales team in technical presentations (pre-sales support) and advise of business opportunities as they arise. Report on deployment progress to account managers.
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