Product Support Engineer – Job Description
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Function:	(Sales Department) 
Reports to:	(Snr Product Support Engineer)


Purpose
Provide customer focused support in relation to all enquiries concerning any element of the Builders Work Drawing and support all internal parts of the business with similar questions relating to either/or GADs or BWDs. Ensure builders’ work drawings are 100% accurate and do not put the business at risk for non-compliance of the specification, and the customer is clear what they have to provide to ensure the lift shaft is ready for the lift.

Key Responsibilities 

	RESPONSIBILITIES


	1. 
	Health & Safety – You will ensure that when conducting any shaft dimensional check you do not put yourself or others at risk. And ensure BWDs reflect the current H&S and Legislative requirements. 


	2. 
	Health & Safety – You will ensure any advice given concerning product functionality and related to the OEMs General Arrangement Drawings (GADs) complies with relevant standards, regulations and company policies – all to ensure the highest safety standards and not to put the business or users at risk.


	3. 
	Meetings – Attend any Management meetings as requested by the Snr PSE and or Sales Manager and / or General Manager 


	4. 
	Meetings – Will represent SDO at OEM SLA meetings – when Snr PSE is not available 


	5. 
	Reports – Where requested, you will collect data for management reports and or data for the business, such as, Drawing Revisions.  


	6. 
	Business Systems – Always consider new technology around CAD so we look at continuous improvements in the whole drawing process 
 

	7. 
	Business Systems – Work with the Factory (OEMs) to ensure continuous improvement and alignment between GADs and BWDs 


	8. 
	Producing BWD – In preparing the OEMs GADs into Stannah BWD you will conduct a ‘check’ to ensure accuracy to ensure installation of the equipment being order fits within the tolerances known at the time, and any discrepancy you will pass this back to the Technical Support Engineer (Sales) so it can be rectified and passed back to the Factory for modification so there is 100% accuracy. 

You will take the OEM GADs, and in accordance with the existing rules you will convert this into the BWD that can be issued to the Builder.
· You will use the OEMs GADs as the basis of our BWD
· There should be no difference between the BWD and GAD – we can not have different drawings for the same project.
· As a point of first principle, you will issue BWD based on the requirements of the Monday Morning Meeting and the Contractual requirements of the COA.  
· As a general rule, under the terms of the contract, we have 21 days from the date of the customers order to produce and issue our BWD, again, subject to COA 


	9. 
	Builders Work Drawings (letters) – The letters with BWDs will be sent to the customer with the name of the SDO individual who produced the BWDs. If a mix, then the name on the covering letter will be the name of the Snr Product Support Engineer, who will them decide how to filter the calls / queries 

The aim of the above is for customers to contact the SDO direct, either by email or phone call. 


	10. 
	Builders Works Queries (Customers) – responsible for taking and dealing with any customer feedback or query following issue of the First BWD and any future revisions 


	11. 
	Builders Works Queries (Internal) – responsible for taking and dealing with any query or questions from an installer, Vendor, Contract Manager or any internal employee following issue of the First BWD and any future revisions 


	12. 
	Builders Works Queries (4P) – where requested, responsible for taking and dealing with any query or questions from customers and or co-workers following issue of the First BWD and any future revisions 


	13. 
	Builders Work (Variation / Change) – Where a customer informs Stannah that they wish to change their lift and or lift shaft vs. the first BWD and or any future issue of BWDs, then you are responsible in obtaining from the customer the exact reasons for such a change/variation 

You will review such a change / variation to assess if initially it is feasible, such as headroom and pits. Once you have establish that a change/variations is possible, then you will pass all the information to the Senior Sales Support Coordinator, who will then follow existing processes, including going back to the factory, new quotes, leadtimes and costs…

SDO support in the area is important to the customer and the internal process.


	14. 
	Builders Work Revisions – Once any revised BWD is received, you will conduct the required check against the customer change/variation before sending. You will raise any queries with the Senior Sales Support Coordinator. You will produce revisions based on the contractual requirement for As Approved and or As Built drawings – however just ‘text’ changes can be evidenced in an email and not require a complete revision. You will check with the Snr PSE if necessary.


	15. 
	Post order customer support – this can be at any time after the order has been placed on Stannah. You will attend customer meetings (as requested by the customer or Sales Manager or TSEs to discuss and review the BWD. 


	16. 
	Dimensional Checks – this can be existing with a lift or new build built lift shaft - you will work with the Sales Dept. when surveying existing lift shafts (where there is a lift for removal) – this is linked to Item 2 above 


	17. 
	Additional Deliveries – support the business where required to identify what is required 


	18. 
	Contract Manager Support – generally (post order) and where required, you will investigate site based queries where the product ordered does not match what the builder has constructed 


	19. 
	Sales Support – generally (post order), you will provide if required technical support to sales team concerning BWDs, dimensional and tolerance related


	20. 
	Customer Charter – full compliance with the Customer Charter 





This list is not exhaustive, and the jobholder will be expected to undertake any duties within their capacity to meet the needs of the business. 

Skills and Experience
	Lift industry experience would be advantageous, especially Passenger lift, and work within the construction industry would be beneficial 


	Must have an engineering and or technical drawings background. Must be able to interpret architect, engineers and OEM drawings 


	Worked in a design or drawing dept. within the lift industry 


	Supervisory in a past role 


	Sound Understanding and or an awareness of Lifts Directives and Building Standards 


	Good IT skills – Word, Excel, Lotus Notes, Autocad




Personal Attributes and Behaviours
	Structure & methodical approach – putting first things first and not creating waste or duplicated effort 
 

	Well organised and will remember to document agreements & follow things up 


	Ability to communicate well with people at all levels and with customers – this could range from an Architect to a large or small regional builder or an owner.


	‘Can do’ attitude


	Ability to work to tight deadlines & deal with pressure


	Questioning mind and not taking things for granted  - not at ‘face value’


	Persuasive skills to get buy in and agreement.



Must be accurate & have a good eye for detail


Managerial and Supervisory Responsibility

None 

Relationships

Internal 

The jobholder will be expected to maintain close and effective personal working relationships at all levels of the organisation. The communication skills required include the ability to communicate technical complex and sensitive information.

External 

External agencies including suppliers and customers and subcontract installers 
 
Education and Qualifications
1. CAD qualifications 
1. A/O levels in Maths 
1. Engineering Degree would be advantageous 
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