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2. Introduction 

Sintrex is passionate about the innovative pursuit of excellence in providing end-to-end IT management and consultative IT 
services that create reliable, robust, and user-friendly solutions. Through a culture of excellence, partnership, and fun, 
Sintrex attracts and empowers staff with inspirational work experience, world-class software, and globally renowned 
suppliers and partners to deliver services and solutions to their clients, helping to secure and enhance their IT reputations. 

As an ITOC Shift Operator, you will be part of a team that works on a 24/7 rotational shift basis, including nights, 
weekends, Sundays, and public holidays. This role requires focus, resilience, and a proactive approach in a highly 
pressured environment where you are responsible for round-the-clock monitoring and support of client IT 
infrastructure. 

Shift Operators work with an in-house developed monitoring software package with connected modules to monitor 
dashboards, respond to events, and escalate issues where required. While Shift Operators are not responsible for 
CMDB upkeep, they must remain aware of CMDB changes and object records to ensure accurate monitoring context. 
They are also expected to understand the differences between monitoring hosts, interfaces, and IP addresses, as 
each generates unique events within dashboards. Events are generated by ICMP, SNMP, Syslogs, and Windows 
Performance Counters, which operators must interpret and escalate appropriately. 

We encourage our team members to take ownership of their responsibilities. The relationship between the company and 
the shift team is built on mutual obligation: Sintrex provides the tools, training, and fair rostering, while Shift Operators are 
expected to strictly adhere to rules and procedures to ensure stability. 

 

3. Core Outputs 

 

The core responsibility of an ITOC Shift Operator is to keep our clients’ infrastructure stable, visible, and available 24/7. 
Your shift will begin by ensuring that all monitoring dashboards are fully operational and that client environments are 
running as expected. This includes monitoring for recurring or unusual issues that may indicate wider problems, spotting 
trends quickly, and escalating before they impact service. 

During your shift, you will work with an in-house developed monitoring software package to proactively detect and 
respond to alarms. You will spend most of your time monitoring dashboards, interpreting outputs to understand the 
difference between hosts, interfaces, and IP addresses, and acting on events generated by ICMP, SNMP, Syslogs, and 
Windows Performance Counters. 

When alarms trigger, you’ll escalate them to engineers or to client environments depending on the SOPs, ensuring timely 
and accurate communication with both engineers and clients. While Shift Operators are not responsible for CMDB 
upkeep, they must remain aware of CMDB records and changes to ensure accurate context when investigating events. 

At the end of each shift, you’ll perform a structured handover, ensuring that all ongoing incidents, escalations, and 
monitoring anomalies are clearly communicated to the incoming team. This guarantees continuity of service across the 
24/7 operation. 

You will also work with ITSM tools deployed in client environments, supporting escalation and resolution workflows, 
and contribute to reviewing and improving SOPs to ensure that monitoring processes remain relevant, efficient, and 
aligned with client expectations. 

In short, as a Shift Operator, you are the front line of monitoring: ensuring stability, reacting quickly to incidents, 
interpreting dashboards correctly, and giving clients confidence that their environments are continuously and professionally 
managed. 

 

Your main outputs include: 

• Working rotational 24/7 shifts, including nights, Sundays, and public holidays. 

• Monitoring dashboards in the in-house developed monitoring software package. 

• Understanding the differences between hosts, interfaces, and IP addresses in monitoring outputs. 

• Responding to monitoring events from ICMP, SNMP, Syslogs, and Windows Performance Counters, escalating 

where necessary. 

• Detecting trends and acting proactively on anomalies within the monitoring system. 

• Escalating alarms and exceptions to engineers or clients according to SOPs. 

• Maintaining awareness of CMDB records and changes without being directly responsible for 
upkeep. 
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• Working with ITSM tools deployed in client environments to support escalation and incident workflows. 

• Performing accurate and structured shift handovers to ensure service continuity. 

• Reviewing and improving SOPs and monitoring processes. 

 

4. Key Performance Indicators (KPIs) 

• 95% or higher adherence to SLA response and escalation times. 

• Zero missed or ignored alarms within monitoring dashboards. 

• Timely and accurate escalation of monitoring events to client environments. 

• Accurate and complete shift handovers, ensuring service continuity across the 24/7 operation. 

• Demonstrated awareness of CMDB records and monitored object changes, without being directly responsible for 

upkeep. 

• Clear and professional communication with clients and engineers via ITSM tools, Teams, or email. 

• 100% completion of shift QA checks and monitoring logs. 

 

5. Tools and Technologies 

The ITOC Shift Operator will primarily work with: 

• Dashboards in the in-house developed monitoring software package (view-only access for Shift Operators). 

• Grafana dashboards for visualization of monitoring data. 

• Events generated by ICMP, SNMP, Syslogs, and Windows Performance Counters. 

• ITSM tools deployed in client environments to support escalation and incident workflows. 

• VPN technologies for secure access to client environments. 

• Microsoft Planner for awareness of client tasks and shift context. 

• RT ticketing system for escalation follow-ups. 

• Microsoft Office Suite (Excel, Word) for shift handover notes and documentation. 

• Communication tools such as Microsoft Teams, email, phone, and WhatsApp for client and team interactions. 

 

6. Essential Requirements 

• Grade 12 or equivalent. 

• A+ and N+ or similar IT-related qualification. 

• Basic understanding of hardware, operating systems (Linux or Windows), applications, and networking. 

• Familiarity with monitoring dashboards (Grafana advantageous). 

• Ability to interpret monitoring events generated from ICMP, SNMP, Syslogs, and Windows Performance Counters. 

• Basic systems administration knowledge (advantageous). 

• Experience with ITSM tools in incident management environments (advantageous). 

• Strong Microsoft Excel and Word skills. 

• Familiarity with VPN technologies (advantageous). 

 

7. Behavioural Competencies 

• Passion for technology and continuous learning. 

• Strong problem-solving and analytical skills. 

• Ability to remain focused during long monitoring shifts. 
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• Strong communication skills for clear escalation, reporting, and client interactions. 

• Ability to work independently during shifts and as part of a team. 

• Resilience and ability to work effectively under pressure. 

• Strong attention to detail and accuracy in escalations and handovers. 

• Entrepreneurial initiative and self-starter mindset. 

• High degree of professionalism and accountability in all interactions. 

• Dedication to delivering high-quality customer service. 

• Results-oriented, ensuring all escalations, handovers, and deadlines are met on time. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Contact Information 
 

The Vineyard Office Estate 

99 Jip de Jager Road 

Bellville 

Cape Town 

South Africa 

 

P.O. Box 6878 

Welgemoed 

7538 

Bellville 

South Africa 

 

T   +27 (0)21 913 9202 

F   +27 (0)21 913 0513 

E   info@sintrex.com 

 

www.sintrex.com 
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