Job Description

LEAD PBX OPERATOR

DEPARTMENT:




EXEMPT (Y/N):



SALARY GRADE:



REPORTS TO:






SUMMARY: 

Responsible for assisting the PBX Supervisor in the overall management of the PBX Department to ensure that phone calls are answered and connected in a timely manner, and that accurate general information is available and offered to callers.

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following:

· Assists with maintaining appropriate staffing levels in PBX, by interviewing, selecting, training, scheduling, evaluating, promoting, disciplining and terminating Employees, as needed.

· Supervises the activities of all PBX Operators, to ensure prompt, efficient service is given in receiving and distributing calls, paging, wake-up service, do-not-disturb service and messages.

· Updates telephone directory for the PBX as needed, and maintains current internal phone directories.

· Assists with training and direction of PBX Operators in proper emergency procedures, and supervises the PBX Operators in administering same in a calm, efficient manner.

· Contacts in-house Security and Emergency Medical Technicians as needed and outside agencies (Police, Fire Department, etc.) as deemed necessary.

· Effectively resolves problems, as well as minor customer conflicts/complaints, in a fair and equitable manner.

· Answers and transfers all incoming calls in a prompt, courteous manner, taking accurate messages as required.

· Facilitates the flow of information, by attending regularly scheduled meetings with all PBX Employees, and conveying accurate information to those Employees who were not in attendance.

· Responsible for maintaining a consistent, regular attendance record.

SUPERVISORY RESPONSIBILITIES:



In the absence of the PBX Supervisor, directly supervises the activities of all of the PBX Operators.

Carries out supervisory responsibilities in accordance with the organization’s policies and applicable laws.  Responsibilities include interviewing, hiring, and training employees; planning, assigning, and directing work; appraising performance; rewarding and disciplining employees; addressing complaints and resolving problems. 

LEAD PBX OPERATOR

Page 2

QUALIFICATION REQUIREMENTS: 

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.


EDUCATION and/or EXPERIENCE:

High School diploma or GED required. Experience with, or knowledge of, PBX equipment is required, one to three years experience as a PBX Operator required, with progressive supervisory experience preferred.


SPECIAL QUALIFICATIONS:

Must possess excellent communication skills, and a clear speaking voice. Ability to operate a computer, typewriter, paging system, beepers, radios, copy machine and fax machine is required.


LANGUAGE SKILLS:

Ability to read, analyze, and interpret documents, such as safety rules, operating and maintenance instructions, and procedure manuals.  Ability to write routine reports and correspondence.  Ability to speak effectively through paging system to entire property, as well as in one-on-one situations with customers and other Employees of company.


MATHEMATICAL SKILLS:

Ability to add, subtract, multiply and divide in all units of measure, using whole numbers, common fractions, and decimals.


REASONING ABILITY:

Ability to apply commonsense understanding to carry out instructions furnished in written, oral or diagram form.  Ability to deal with problems involving several concrete variables.

PHYSICAL DEMANDS: 

The physical demands described here are representative of those that must be met by an Employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the Employee is regularly required to talk or hear. The Employee is also regularly required to sit; and use hands to finger, handle, or feel objects, tools or controls.  The Employee is occasionally required to reach with hands and arms, and to sit; climb or balance; and stoop, kneel, crouch or crawl.   The Employee is infrequently required to stand and walk.

Specific vision abilities required by this job include close vision, distance vision, color vision, peripheral vision, depth perception, and the ability to adjust focus.

WORK ENVIRONMENT:

The work environment characteristics described here are representative of those an Employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.


The noise level in the work environment is usually quiet.
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