
Service Desk Engineer 
 

Description 
 

This role ensures Arts Alliance Media offers the highest level of technical support for our own 

software products and infrastructure as well as 3rd party digital cinema equipment. Working within 

the Support Department, the Service Desk is the first point of contact for all AAM customer’s 

software and hardware support needs. The role requires excellent customer service and 

communication skills as the engineer will have many customer facing responsibilities. In addition, 

the role also requires strong technical ability as they will also play a role in the diagnosis and often 

fixing of technical issues. 

The Service Desk also has several key responsibilities internal to the company; often linking the 

other support and technical teams and liaising with AAM support partners. The SDE needs to be 

flexible, able to prioritise work by impact and criticality to customer, as well as efficiently managing 

their time throughout the day.  

 

Responsibilities 
 

Customer Communication 

 1st point of contact for AAM customers to report technical issues and submit service request, 

inquiries or feedback. 

 Information gathering from customers about their support request and technical needs. 

 Able to communicate with customers of differing technical ability and seniority. 

 Ability to guide the customer to their solution using both written and spoken 

communication. 

Incident management 

 Raising and managing support cases in the ticketing system, ensuring the correct 

classification and data is associated to each ticket. 

 Prioritisation of tickets based on importance, criticality and impact to customers. 

 Working on and resolving tickets within predefined SLA’s. 

 Ticket escalation and follow up when work is beyond the technical skill level of the Service 

Desk. 

Technical Support 

 Fault diagnosis and attempted fix, either through communication with customer or direct 

intervention via remote tools. 

 Fault log interrogation. 

 Proactive monitoring of cinema equipment across entire AAM network. 

 Basic network fault finding for site connectivity as well as internal networks. 

 



 

Data Integrity 

 Monitoring of playback log collection. 

 Update and management of customer data in company database, ranging from basic contact 

info to equipment tracking and warranty accounts. 

 Identification of film playbacks in cinemas, allowing for financial invoice. 

 Creation and management of metadata allowing for Cinema adverts to be correctly 

delivered to sites. 

 

Experience 
 

 At least 2 years’ experience in IT or software support roles (Call Centre, Helpdesk) 

 Must be able to demonstrate experience with hands-on technical fault management and 

resolution 

 Experience working in a customer facing environment. 

 A good hands-on working knowledge of the following technologies would be preferable: - 

o Linux Operating Systems (knowledge of Linux file structure and basic commands) 
o Software installation and support (Linux/Windows) 
o IP, Routing and Switching, VPN (setup, configuration, and fault diagnosis) 
o RAID Servers (Linux based preferably) 
o SQL 

 Familiarity with Digital Cinema or AV would be helpful but is not essential. 

 

Attributes 
 

 Must be fluent in written and spoken English 

 Strong verbal and written communication skills 

 Highly focused customer support mind-set 

 A problem solver who can think ‘outside-the-box’ to find ways around issues and solve 

problems in tight deadlines while under pressure 

 Proficiency in MS Office & Outlook 

 Key Competencies: high attention to detail, high level of consistency in work, ability to 

multitask, ability to remain calm and patient in time dependent situations 

 High degree of self-motivation. 

 Comfortable with learning new technologies 

 Ability to work shift patterns spanning 9am to 11pm opening times, 7 days a week, 365 days 

a year. 11 hour shifts, 4 days per week, though shift patterns occasionally change due to 

business needs. 


