JOB  DESCRIPTION
NAME:  
POSITION DESCRIPTION:
JOB TITLE         :  Service Controller   

DEPARTMENT   :  Technical    

UPDATED: 
PURPOSE  OF  POSITION:

To log calls in from customers and log off calls from Engineers
KEY  PERFORMANCE  AREAS:
Log and allocate customer calls to Engineers.

Log off calls from Engineers

Booking in workshop machines (customer repairs)

Stock Control (Parts / Logging off of parts on call slips)

Problem solving

Cash Account

Quotations

Outstanding Calls Report

Inclusive Toners

Installation Commissions
DUTIES  AND  RESPONSIBILITIES
LOG / ALLOCATE CUSTOMER CALLS TO ENGINEERS

Obtain serial numbers of customer’s machine from customer

Log all calls onto Service Now. 
Ensure correctness of information:  Correct Company Name and address, telephone number, contact person and problem of machine

Call printouts to be ready to be checked by Supervisor or Technical Director

Allocate calls to field engineers in different areas.
Prioritise list of calls to be attended to on the Work Wide System.
1st calls for the day to be prioritized by 08H00.

Notify Supervisor or Technical Manager of problem machines in areas

Nedcor Calls – To monitor the login and log off of the Nedcor calls via Nashua LTD.

Inform all technicians in the Tzaneen Technical whatsapp group of new logged calls as they are logged. 

To make sure Purchase hold calls gets attended to and released ASAP. All PH calls to be followed up and must be released within one hour. Technical Manager to be informed with all steps taken to get the call released, if incident is not released. 
Calls to be logged off by four o’clock every afternoon. A list of outstanding calls is to be printed and checked with the Technical Manager and or Supervisor in preparation for the following day. (Crystal Reports)
To mark the engineers, leave and training on the Service Now.


LOG OFF CALLS FROM ENGINEERS WHERE NEEDED
Responsible in making sure engineer logs off all calls by the end of the day(16H00)
Load parts used and carried forward parts of machines onto system

If client has no CSA, an invoice is to be made immediately and posted to client

Responsible for checking that all outstanding and credit hold transactions to be completed by
specified month-end date.

Completing Service Now resolution errors. 
BOOKING IN WORKSHOP MACHINES (CUSTOMER REPAIRS / SET UP NEW MACHINES)

Log an incident on Service Now.

If client brings in machine, a workshop book in form is to be filled out and signed by the client. A copy must be put on the machine.

Sending quotes to the relevant customer and follow up on quotes on a weekly basis. Awaiting Quote Incidents to be updated with work notes on a weekly basis. 

Log off Incident when job is completed with all the necessary information. 

If customer has no CSA, make an invoice immediately and file on top of the machine.
Inform the customer to collect the machine as soon as the machine is repaired. 

STOCK CONTROL (PARTS)

Check that engineers have obtained all necessary parts and assign awaiting parts incidents to relevant engineer. 
Liaise with Branch Manager with problems perceived

Make sure that Engineer logs the calls off with the correct part numbers

PROBLEM SOLVING / METER READING PROBLEMS / CONTRACT UPDATES

Handle all queries with regards to logging on and off of calls

Ask Technical Manager or Supervisor for assistance when required

To make sure that all meter readings are entered on the system in a correct manner

CASH ACCOUNT

Each Service Controller is responsible for her own cash invoices that are made out on the AS400 and for the collection of all outstanding monies.

QUOTATIONS

If a machine has no C.S.A. or the repairs are not covered by the CSA, a quotation is given to the customer for the repair on the machine. The quotation gets filed and if the client does not accept within 2 weeks the quote gets automatically deleted off the system. 
INCLUSIVE TONERS

1. Take inclusive order from client and process on the Inclusive Sales Program. 

2. To release Inclusive Consumable holds referring to technical holds. 

INSTALLATION COMMISSION 

1. To check all installation forms are signed by client upon receiving documentation back from engineer.

2. Logging off of installation call with correct information.

3. Fax/email all pod’s to Franchise owner for acceptance on the installation program. 
4. File documentation in relevant Franchise files. 
INTER-FRANCHISE CHARGEABLE INVOICE 
1. To check for signed call slips.

2. Process chargeable invoice and give copies of pod’s to H.R. Administrator for payment.   

OUTSTANDING CALLS REPORT

A list of outstanding calls gets printed on the end of each day, it then gets checked by the Technical Manager and or Supervisor and the planning for the following day is done.

AUTHORITY

Accepting full responsibility for all duties and key performance areas
OTHER  ASSIGNMENTS

To  perform  any  other  duty/assignments  as  and  when  directed  to  do  so  by  the  Managing  Director.

The  above  Job  Description  was  read, understood  and  accepted  by  the  Employee.
__________________________                                         ___________________________
EMPLOYEE                                                                      DATE

__________________________                                        __________________________
DEPARTMENT  MANAGER                                           DATE
__________________________                                         ___________________________
L L  ROBINSON                                                               DATE
HR  ADMINISTRATOR 
