
 

NETWORK SUPPORT 
SPECIALIST - LEVEL 1 
Department: IT 
Location: 3. Belgrade  

  

Position Summary: 

Position provides the first level of remote monitoring and management to 
growing base of global customers’ network equipment and IT systems; 
Responsibilities include responding to alarms and coordinating activities for 
problem resolution, notifying customers of events and ongoing status, and 
escalating issues to third parties and higher technical and managerial 
support. 

  

Roles and Responsibilities: 

● Primary function of role is to pro-actively and re-actively monitor and 
respond to events, error conditions and threshold events in customer 
networks and systems; This includes generating or verifying the generation 
of incident for all issues detected or reported and ensures the prompt 
delivery of service to meet our contractual terms and conditions within 
Service Level Agreement guidelines 

● Performing initial triage, diagnosis and troubleshooting; Proactively 
notifying customers of all problems within SLA guidelines; Remotely 
resolving incidents within their capability and implementing known 
solutions to known issues 

● Responsible for working with other support specialists to coordinate and 
quickly resolve customer issues; Providing regular updates to customers 
as efforts for resolution progress 

● Responsible to escalate issues to third parties and higher technical and 
managerial support in accordance with expected service levels 

● Documenting all actions taken to resolve incidents in service management 
tools; Ensuring the correct and timely closure and completion of all 
incidents in service management tools 

● Initiate dispatch of Customer Engineers or third party maintenance 
providers when required 

 



 

● Perform other corresponding duties and tasks in accordance with his 
qualifications, as directed by Employer 

● Responsible to attend all company assigned training courses and 
certifications; Constant self-education and self-improvement is expected 
and encouraged 

● Role requires flexibility in working hours within 24/7 shift schedules which 
may change according to business requirements; Weekend or holiday 
hours, and/or extended hours are expected 

  

Pre-requisites: 

● CCNA level or equivalent networking background is needed, CCNA 
certification is preferred 

● High school diploma required/University degree preferred 
● Relevant work experience 1+ year preferred 
● General knowledge of remote support technologies and strategies 
● Not convicted or in a process of conviction 

  

Skill Requirements: 

● Exposure to IT Troubleshooting processes 
● Exposure to service management tools for tracking tickets 
● Good general IT knowledge and skills 
● Good MS Office knowledge 
● Good interpersonal skills 
● Good verbal and written communication skills 

  

Special Requirements: 

● Taking ownership of customer requests 
● Ability to follow procedures 
● Ability to perform under pressure 
● Innovative attitude, stress resistant, team player, flexible 
● Independent worker, logical thinker 

  

 



 

Languages: English B2 (written and verbal), with good understanding of 
technical English 

  

Trizma is offering: 

• Long term employment opportunity for best performing candidates 

• Performing services for a multinational company 

• Dynamic and responsible position 

• Chance for a professional and personal development 

• Advancement opportunity 

• Paid training 

 

 


