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Job Title:  Service Upgrade Engineer (Fixed-Term Contract circa 11 months)  
 
Department:   Professional Services  
 
Reporting to:  Project Manager 
 
Date:   August 2020 
 
 
Role Purpose 
 
Cobweb is running a project to upgrade its customer base to Microsoft Office 365. For the upgrade project to be 
successful, customers must be upgraded from the Cobweb platform to Office 365. The customers must be prepared, 
their records transferred and any relevant services the customer wishes to purchase provisioned and configured on 
Office365.  
 
To achieve the goal of upgrade, Service Upgrade Engineers are required to help manage the flow of our smaller 
customers and ensure that all functions within the upgrade process are achieved.  
 
The role is responsible for the support of the bulk moves to Office 365. It includes ownership of the technical process 
both automatic (where possible) and manual, and some responsibility for the scheduling targets (i.e. how many 
customers per month).  The role will require direct customer contact and some coordination with customers. 
 
The role is responsible for the support of customer upgrades to Office 365 through data preparation, coordination, 
scheduling and reporting.   
 
This is a full-time, fixed-term position based from our Head Office in Fareham. Flexibility in working hours is essential. 
The role may require occasional business travel for training or to industry/company events and other company offices.  
 
The post holder is responsible for their own health and safety. 

 
 
Role Dimensions 
 
Financial 

 
No direct budgetary control 
 

Process Management 
 

Adhere to ISO9001, ISO20000 and ISO27001 compliance guidelines.  Adhere to all defined Service Upgrade 
processes (Automatic and manual). 
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Technical  
 

The role is responsible for the technical support and coordination of the more technical upgrades from 
Exchange 2013 to Office365  
 

Working Relationships 
 

Internal:  Working alongside other designated Service Upgrade/Migration team members. Working 
with all departments and levels. Be the main point of contact for technical issues raised by 
customers going through a migration. 

 
External:  Cobweb Direct customer and Vuzion Reseller contact will be required                  

 
 
Primary Accountabilities 
 

1. Manage customers and resellers through the migrations processes for the successful upgrade of customers 
to the new platforms.   

2. Help to drive change and improvement to the upgrade process by identifying and reporting any 
weaknesses or potential bottle necks to the Project Manager. 

3. Maintain the relationship with Technical and Finance to provide accurate reports of customer and user 
volumes moving to Office365, such that accurate business reporting can be produced. 

4. Own the relationship with upgrading customers and partners and provide all necessary support to enable 
the highest quality of customer service when resolving customer queries or making outbound scheduling 
phone calls. 

5. Be responsible for following the upgrade process to successfully upgrade customers to achieve the 
outlined run rate as defined by the business. 

6. To maintain high quality in delivery, carry out all elements of the role in line with the Company’s ISO9001, 
ISO20000 and ISO27001 standards, and adhere to the specific Migrations Programme Strategies 
document. 

7. Correctly escalate issues in a timely manner and within appropriate timescales relevant to our SLA; 
ensuring the documentation is accurate and the customer is correctly informed at all times to maintain 
customer satisfaction. 

8. Consistently deliver a professional first-class customer experience through customer engagement, 
providing a polite, accurate and courteous response and ensuring all security protocols are adhered to. 

9. Responsible for recording all relevant and information onto the Incident Management System (IMS) 
accurately and with integrity, making it easy for colleagues and other parties to review the information 
quickly to understand the situation and provide a seamless customer experience. 

10. Deliver professional and clear communications to our internal and external customers, following 
process/template/instructions, to deliver excellent customer satisfaction. 

11. Correctly adheres to the role's relevant processes and work instructions, quickly accessing them and 
accurately applying them to deliver a consistent level of customer service. 

12. Proactively seeks knowledge from available tools, company experts and supporting processes to build 
capability quickly and achieve KPI's. 

13. Ensure the team priorities are delivered within KPI and SLA’s including your workload, project 
commitments and knowledge sharing to sustain high levels of customer satisfaction and team 
improvements. 

14. To undertake ad hoc tasks from time to time as directed.  
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Personal Attributes (required role behaviours) 
 

1. Excellent coordination and planning skills 
2. Excellent communication skills, oral and written 
3. Strong customer focus 
4. Autonomous self-starter, able to solve problems, acquire new knowledge, skills and experience quickly 
5. Must thrive in a high growth, fast-paced work environment. 
6. Flexible working style, able to work as a team and independently on own initiative. 
7. Ability to adhere to company processes and procedures and recommend improvements when required. 

 
 
Qualifications, Experience, Knowledge and Skills 
 
Essential 
 

1. Experience of supporting Office365 and/or supported users on a Microsoft Exchange environment 
2. Understanding and experience of managing users in a domain 
3. Fundamental understanding of email routing  
4. Knowledge of supporting users in a Microsoft environment i.e. configuring profiles in Outlook  
5. Solid knowledge and understanding of Microsoft based solutions and the internet 
6. Experience of working in a technical or customer support environment 
7. Experience of following defined processes 
8. Excellent customer service skills for both internal and external customers 
9. GCSE Maths and English, minimum grade 4 or C (or equivalent) 

 
Desirable 
 

1. Experience of working in a remote customer service environment 
2. Demonstrable expertise in data analysis 
3. Knowledge of Cloud Blue Control Panel beneficial 
4. Experience of migrations to Office365 
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Organisation Charts 

 
 
 
Role Profile Acceptance 
 
Employee:         Date: 
 
Signed:   
 
 
Line Manager:         Date: 
 
Signed: 
 
 
HR Department:         Date: 
  
Signed: 

 

Managing 
Director

Head of 
Professional 

Services

Project 
Manager

Service 
Upgrade 

Engineer(s)
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