BROMCOM
COMPUTERS

www.bromcom.com
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CUSTOMER
SERVICES
WORKING IN ONBOARDING
AND CUSTOMER SERVICES

INTRODUCTION

NEVER STOP
BUILDING YOUR
CAREER

TO THE
DEPARTMENT

We are responsible for ensuring that
customers benefit and gain maximum
value from the product. We do this
through educating, training and
supporting our schools.
Deployment
Project managers who oversee the
customer transition to Bromcom
from the point of sale until they are
live with the product
Manages the data migration and all
other activity until the customer is
live
Includes technical deployment and
configuration
Training and Customer Success
Management
Product experts who provide training
and consultancy to our customers
across the whole suite of modules
Work intensely with customers for
the first few months of their journey
with Bromcom
Also develops online training and
guidance
Manages support centres and
accreditation programme for new
support centres

Support Desk
Product experts and
analysts who provide
ongoing support to our
customers
Responsible for responding
to general queries and How
To's, but also incident
management and
troubleshooting any issues
with the software

WHAT DO WE

CORE
COMPETENCIES

LOOK FOR IN
OUR PEOPLE?

We welcome people with a range of skills, knowledge and experience, so
this list is not exhaustive:

Problem
solving skills

People
skills

Team
working skills

Analytically minded, likes solving
problems
Naturally curious
Has some interest in data and reporting
(we are an MIS system!)

‘Top notch’ people skills – all of our
roles involve helping customers
Great communication skills

Likes and is able to work as part of a
team
Understands that success is all about
teamwork
Willing and able to support and help
other colleagues across the company

Key Points

1

1st Line

TRAINER / CUSTOMER
SUCCESS MANAGER

DEPLOYMENT

2

2nd/3rd Line
SOFTWARE –
ESCALATIONS, QA

3

Progression Point

HELPDESK
MANAGEMENT

We offer progression routes
for technical and non
technical skillsets
We operate a flexible
resourcing model – we
actively encourage people to
move between divisions in
order to broaden their
skillset
All roles are
underpinned by our core
competencies

1

2

3

Product Expert /
Advanced Trainer
Route

Primary Training

Secondary Training

Specialist OR
Generaist?

Senior CSM / CRM
Route

Consultation rather than
just training

Tends to focus on
high value customers
and gold sites

Advanced product
knowledge

Consultation on
change management
/ training strategy

Input to software
development –
stakeholder/ reviewer

May also do team
management and
service improvement

Specialist
Product Expert/
Advanced Trainer

Generalist
Senior CSM /
CRM

These two routes are not mutually exclusive and may be combined, the above is illustrative only.

PRODUCT

CASE
STUDIES

OWNER
STEVE SMITH - MOVED FROM CUSTOMER
SERVICES TO SOFTWARE
The world of software is very dynamic
and when compared to a school
setting which has more ‘traditional’
progression routes, the opportunities
for development may appear
somewhat restricted. However, the
pace of change at Bromcom –
determined to be at the forefront of
innovation - requires new skills to be
acquired all the time and lots of
opportunity to progress.
I started out as a trainer putting my
own school experience to good use. As
Bromcom started to grow,
management of this growth was key
and additional tasks were added to the
basic role. As my experience and
interests in particular areas developed,
I became a Product Specialist and
Consultant in key areas, all the while
being part of the Customer Services
team. As business opportunities are
sought and created, then so too are
opportunities for personal growth and
I am now in the position of Product
Owner, within the Software team.
Progression may not happen overnight
but Bromcom looks at its own to
identify skill sets at the same time
adding new blood from outside.
The business is very specialist in that
it combines software with education.

Without gaining
experience in a range of
related areas, it is difficult
to be in a position to
create the solid
foundations required.
With the base created,
opportunities will be there
for those prepared to work
hard and learn new skills.

PRE-SALES/

CASE
STUDIES

BUSINESS DEV.
LEAD FOR FINANCE
JANINE PROSSER EXAMPLE OF WORKING ACROSS DEPARTMENTS
I originally became aware of
Bromcom when I was in charge of
procuring a new Finance and MIS
system. Having successfully
implemented the transition to
Bromcom for both MIS and Finance
and used this at a couple of school
sites, I saw Bromcom were
advertising for a trainer role
specialising in the Finance Software,
which I applied for.
Upon further discussions and taking
into account my previous sales and
customer service skills from my time
working in banking, I was offered the
role of Pre-Sales/Business
Development Lead for Bromcom
Finance Software, straddling both
the Onboarding and Sales
departments.
Since joining the company in June I
have also broadened my knowledge
on the MIS system and provided
training and support in both areas of
the system. I have also worked
alongside the Finance product

and Sales teams to help
develop and enhance the
Finance module further, using
my experience of working within
a school setting to inform the
process.

