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	Job Title:
Function:
Reports to: 
	Field Service Engineer
Technology
Practice Experience Manager

	
	



The role
The Field Service Engineer is responsible for the installation, maintenance, and repair of IT equipment at our practices in their region. This will include servers, workstations, printers, tablets, displays, and other network connected dental equipment and software. 
The role will involve exposure to a wide variety of technologies including various server and workstation hardware and software (including Windows Server, Windows 10/11, Hyper-V) and is primarily tasked with providing on-site break/fix support, new site integrations, upgrade projects, and site equipment maintenance.

Key Accountabilities 
· Being committed to providing the best possible service: taking ownership of problems, responding in a timely and professional manner, meeting service targets, and maintaining excellent case and project documentation.
· Resolve practice-based incidents effectively to ensure that service is returned to a normal level as soon as possible with a minimum of disruption.
· Work with all necessary teams (both internal and external) to promptly resolve service issues and to perform problem diagnosis and root cause analysis.
· Deliver IT based projects in practice, including new site integrations, software and hardware installations and upgrades.
· Ensure that all activities are undertaken with a view to maintain and improve security for all systems, and where problems are detected, register these appropriately.
· Continually look for areas of improvement in both practice operations and the team and communicate those for consideration.
· Provide on-site assistance to our practice colleagues as required, including training for new systems and services as needed.
· Ensure that site documentation is appropriately up to date after any new installations, upgrades, or repairs.
· Liaise with the Service Desk and other Technology teams to assist with the resolution of technical issues outstanding while visiting sites.
· Regularly visit all sites within your region, on an agreed schedule.

Skills and Experience 
Essential:
· A strong technical troubleshooting background.
· Passionate about delivering excellent customer service to our practices.
· Proven history of high standard of server, desktop, and network support (both software and hardware) in a field service context.
· Be a self-starter and be able to work independently with minimal supervision.
· Excellent written and verbal communication skills, and a dedicated customer service attitude.
· Be able to communicate effectively with both technical and non-technical audiences.
· Willingness to work flexible working hours to ensure support for practices during their working hours or to perform maintenance and project work out of hours (both evenings and weekends).
· A full UK driving licence and willingness to frequently travel to practices within your region. You will generally only be expected to work within your assigned region, but you may be exceptionally asked to occasionally work in adjoining regions where urgently required.

Desired:
·  Any experience with dental practice management and imaging software in a healthcare setting is advantageous.
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This job description is intended to give an indication of the general level of responsibility for this role. Duties may vary from time to time.
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