
Technical Support Analyst 
 

 

 
© Proactis 2022  

 
 

Job Description 

Position :  Technical Support Analyst Reports to: Technical Support Manager 

Function/Department: Customer Support  Location(s): Wetherby/temporarily remote  

Salary:                            From £25,000 (DOE)                            

 

Job Purpose: 

The primary purpose of the role is to manage incoming incident and service requests from 
customers through the customer service support portal, email and telephone to ensure all 
contractual SLA’s are met to a high level of customer satisfaction.  Where required the post holder 
will escalate cases to other teams within Proactis providing detailed troubleshooting and replication 
steps and ensure these are managed through to completion and the customer is informed 
throughout the process.  There is a requirement to create complex SQL scripts raised through the 
change management process to resolve issues and provide database administration services.  The 
role also involves knowledge sharing and providing help and guidance to other teams throughout 
the company including the 1st and 2nd line support teams. 

Key Accountabilities/BAU Objectives: 

What Measures 

Endeavour to reach set SLA targets. Measured against Support KPI 

Provide an excellent level of customer service. Measured through Customer Satisfaction Survey 

Apprise relevant stakeholders as to the progress and 
resolution of Support cases. 

Working examples over a given period / feedback. 

Alert key teams to critical issues that could prevent core 
product functionality. 

Working examples over a given period / feedback. 

Provide guidance and assistance to customers and 
colleagues. 

Working examples over a given period / feedback. Detail 
Conscious  

 

Top 5 Professional Skills/Qualifications/Experience Top 5 Behaviours/Core Values 

Moderate SQL experience with demonstratable TSQL 
skills 

Problem Solver  

Excellent written and spoken language Team Player  

An ability to simplify and detail technical issues for a wide 
audience 

Good Communicator  

An awareness of Change Control procedure and process Customer Empathy 

High level of attention to detail Detail Conscious  

 

Application 

Closing date: Monday 24th January 2022 

To apply for this position, please forward a CV and covering letter to HR-UK@proactis.com. 
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