SOLANO DIVERSIFIED SERVICES

JOB DESCRIPTION

POSITION:


Switchboard Operator
DESCRIPTION:
Answering incoming calls using database and other officially authorized reference material.   Provide information to calls and place calls upon request of authorized individuals in strict compliance with applicable Air Force Base regulations and procedures

RESPONSIBLE TO:
Lead Switchboard Operator
QUALIFICATIONS:
Strongly prefer at least six-months-related switchboard experience.   Ability to use a desktop PC.  Should have good working knowledge and skill of Microsoft Access or similar database software.   Must have good customer service or related experience.

The following traits will prove very helpful to an operator:

1. Alertness and Attentiveness—The ability to not let your mind wander when you are being spoken to.

2. Politeness and Tact—It is easy to be polite to nice people but it takes the skill of a professional to be gracious to someone offensive.

3. Pleasant & Friendly—Using a genuine smile even when you don’t feel like smiling is important.   Your attitude is reflected in your voice.

4. Cooperative—Cooperation extends to doing some tasks even though you may not consider them “your job”.  And to offering co-workers help when you can.

5. Tolerant & Considerate—People differ in mental ability, personalities, character and behavior.   We need to display patience, empathy & kindness to everyone, just as we would want them to display toward us.

6. Self Controlled—Thinking of the consequences of your words or actions before saying or doing them, and keeping your temper in check at all times are the attributes of self control.

7. Flexible and Adaptable—The ability to accept charge willingly is exceptionally valuable.

8. Punctual—Observe your shift hours-be on time all the time.

9. Sense of Humor—A sense of humor can make a tense situation less formidable.

10. Enthusiasm—If you are not enthusiastic about what you do and where you work, you are like a cake without the frosting.

11. Responsible—Responsibility is personal.   You are responsible for getting the job done in the correct amount of time.   You are always accountable for everything you do yourself, your decisions and your choices.

JOB RESPONSIBLITIES:

1. Receive and place standard telephone calls using DSN lines, commercial calls (normal long distance through AT&T and MCI) and callers’ credit cards.

2. Process 911 emergency calls, conference calls and VIP calls.

3. Provide emergency assistance when needed, do call tracking and interception of certain calls.

4. When called upon to work along, function independently and responsibly.

5. Communicate well with others and use general questioning technique and in order to secure enough information from callers, with vague and uncertain requests, to be able to correctly place call.

6. Must have a broad knowledge of base organizations and structure in order to assist customers.

7. Must have broad knowledge of the computer system in order to locate base employees and different offices, units and organizations.  

8. Must be familiar with proper procedures for reporting telephone and computer problems to the appropriate departments.

9. Must have a working knowledge of the proper procedures for emergency calls such as fire, police, ambulance, and personal emergencies.

10. Must continually monitor the lines to provide further assistance and record activities.

11. Must utilize tact and sound judgement in all situations and, at times, handle emotional callers.

12. Other duties as assigned.

Hours: The Travis AFB Telephone Switchboard Operations facility is open 24 hours a day/7 days a week. There are three work shifts: Days (8AM – 4PM), Swings (4PM – 12AM), and Mids (12AM – 8AM). Operators will be required to work any shift, any day.

Benefits: There is a comprehensive health and welfare benefits package along with paid holidays and paid time off.
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