ROYAL GOVERNMENT OF BHUTAN

ROYAL CIVIL SERVICE COMMISSION

JOB DESCRIPTION FORM

1.  JOB IDENTIFICATION:

1.1 Position Title

:  
Sr. Telephone Operator II


1.2 Position level

:
O2
1.3
Major Group

: 
General Administrative and Support






Group


 

1.4
Sub-Group

:
General Administration
Services

 

1.5
Job Code No.

: 
09.460.31



1.6
Job Location: (Complete as appropriate):



Ministry: ____________; Department: ___________; Division: ___________; 
Section: ______________; Unit: _______________.

1.7 Title of First Level Supervisor  (Official title of the Supervisor): 
2.
PURPOSE, DUTIES AND RESPONSIBILITIES (Describe the purpose, duties and responsibilities, indicating what is done and how it is done.  Purpose should be a short statement linking the position to the mission and goals of the organization and specifying the outputs of the position.  Duties should be presented in decreasing order of relative importance):

PURPOSE:  [insert brief statement giving a general overview of the position which captures the ‘spirit’ and intent of the position.  If possible, link it to the organizational mission and goals.]

A Telephone Operator provides an important communication link to facilitate communications among employees at all levels within an organization for sending and receiving information required while discharging their official duties and responsibilities. 

	Duties and Responsibilities
	% of Time

	· Attend to incoming telephone calls and direct these calls to the appropriate person with due courtesy and manner.

· Assist in making outgoing calls when requested by other employees within the organization

· Provide information when requested by a outside caller

·  Monitor the use of telephone for official or private purposes

· Respond to any defect of the operating system and ensure timely rectifications.

· Facilitate telephone connections to all employees within a organisation 

· Maintain call register and record basic for facilitating verification of calls for payment purpose.

· Update extension numbers of the employees and maintain telephone numbers of those employees and organization, who are reasonably  important by virtue of their position and functions.

· Carry out any other tasks assigned.


	35%

25%

      10%

      10%

      5%

       5%

      5%


3. KNOWLEDGE AND SKILLS REQUIREMENTS  (Minimum requirement for performance of work described (Level of Education, Knowledge, Skill and Ability): 

2.1   Education: Cl. X / In-serviceTelephone Operator I
2.2   Training:  Dzongkha and English; training on PABX system
2.3 Length and type of practical experience required: Minimum 4 yrs experience as Telephone Operator I or equivalent experience  

2.4 Knowledge of language(s) and other specialized requirements

Should have good spoken knowledge on Dzongkha, English and other local dialects.  The person should e have the basic ePABX System Operation and Handling Skills. 
4. COMPLEXITY OF WORK (Describe the intricacy of tasks, steps, processes or methods involved in work, difficulty and originality involved in work):

The job requires basic knowledge on operating a PABX and basic knowledge on maintenance of telephone equipment and fixed line .  There is no difficulty involved in providing the extension services, since the system take care of the function by itself, where no creativity and originality is demanded during the course of operation.

5. SCOPE AND EFFECT OF WORK (Describe the breadth of work performance and the effect the work has on the work of others or on the functions of the organization):

A Telephone Operator is important for keeping the flow of telephone communication among all levels of employees within a organization, providing access in collecting and disseminating information, discussing issues of specific or cross-sectoral nature. Any disruption is communication directly attributes to delay in program implementation and other services. thereby affecting the functioning of the organization at large. 
6. INSTRUCTIONS AND GUIDELINES AVAILABLE:

6.1
Instructions (Describe controls exercised over the work by the Superior; how work is assigned, reviewed and evaluated):
The work consists of routine operation of ePABX System, which does not necessitate the daily and specific instructions from the supervisor.  The routine works assigned are reviewed and evaluated based on the call register maintained by the Operator and also through informal feedback from other people. The instructions and directives are sought only when there is system failure and when it is beyond the scope of repair by the Telephone Operator.
6.2 Guidelines (Indicate what written or unwritten guidelines are available, and the extent to which the employees may interpret, adapt or devise new guidelines)

The  EPABX  operation manual , telephone directory and written directives /circulars containing the entitlement of telephone facilities are some of the guidelines required to adopt by the Telephone Operator. 

7. WORK RELATIONSHIPS (Indicate the frequency, nature and purpose of contacts with others within and outside the assigned organization (other than contacts with superiors):
Constant contacts are maintained with all the employees within and outside the organization in providing the access to incoming and outgoing for long distance calls. Irregular/periodic contacts are also maintained with international agencies in facilitating international calls.
8. SUPERVISION OVER OTHERS (Describe responsibility this position has for supervision of other employees, including the nature of supervisory responsibilities and categories and number of subordinates, both directly and indirectly supervised):

Indirect supervision is exercised by the Operator in carrying out the rectification of system defects by the technical firm. The Operator also has control over unauthorized of telephone by certain group of employees  The position as such has got no supervision role to play.
9. JOB ENVIRONMENT (Describe physical demands required, such as walking, standing, lifting heavy objects, etc., and/or any risks or discomforts like exposure to hazards such as exposure to chemicals, infections, radiation, extreme weather and other hostile working conditions):

The job does not demand excessive physical works but might expose to electrical shocks while remedying the defects on electrical connections to the System Operator, which is very rare..

