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Job Family: 43-0000  Office and Administrative Support

Occupational Group:  43-2010  Office and Administrative Support

OCCUPATION PROFILE

JOB FAMILY:
OFFICE AND ADMINISTRATIVE SUPPORT

OCCUPATIONAL GROUP:
OFFICE AND ADMINISTRATIVE SUPPORT

OCCUPATION:
SWITCHBOARD OPERATOR/INCLUDE ANSWER SERV


43-2011

BROADBAND LEVELS:

Level 1 – Pay Band 001

DESCRIPTION

This is work operating telephone business systems equipment or switchboards to relay incoming, outgoing, and interoffice calls. Incumbents may supply information to callers and record messages.

EXAMPLES OF WORK
Operates communication system, such as telephone, switchboard, intercom, two-way radio, or public address.

Greets caller, furnishes information to caller or visitor, and relays calls.

Places telephone calls as instructed.

Records messages, suggesting rewording for clarity and conciseness.

Relays and routes messages.

Performs clerical duties, such as typing, proofreading, accepting orders, scheduling appointments, and sorting mail.

Keeps records of calls placed and charges incurred, if any.

Receives visitors and obtains name and nature of business.

EXAMPLES OF JOB CHARACTERISTICS

	Communicating With Persons Outside Of the Organization
	Communicating with persons outside the organization, representing the organization to customers, the public, government, and other external sources. This information can be exchanged face-to-face, in writing, or via telephone/electronic transfer.

	Documenting/Recording Information
	Entering, transcribing, recording, storing, or maintaining information in either written form or by electronic/magnetic recording.

	Getting Information Needed to do the Job
	Observing, receiving, and otherwise obtaining information from all relevant sources.

	Identifying Objects, Actions, and Events
	Identifying information received by making estimates or categorizations, recognizing differences or similarities, or sensing changes in circumstances or events.

	Handling and Moving Objects
	Using one's own hands and arms in handling, installing, forming, positioning, and moving materials, or in manipulating things, including the use of keyboards.

	Performing Administrative Activities
	Approving requests, handling paperwork, and performing day-to-day administrative tasks.

	Performing for/Working With Public
	Performing for people or dealing directly with the public, including serving persons in restaurants and stores, and receiving clients or guests.

	Controlling Machines and Processes
	Using either control mechanisms or direct physical activity to operate machines or processes (not including computers or vehicles).

	Communicating With Other Workers
	Providing information to supervisors, fellow workers, and subordinates. This information can be exchanged face-to-face, in writing, or via telephone/electronic transfer.

	Processing Information
	Compiling, coding, categorizing, calculating, tabulating, auditing, verifying, or processing information or data.


EXAMPLES OF KNOWLEDGE, SKILLS AND ABILITIES

	Active Listening
	Listening to what other people are saying and asking questions as appropriate



	Writing
	Communicating effectively with others in writing as indicated by the needs of the audience



	Reading Comprehension
	Understanding written sentences and paragraphs in work related documents



	Operation and Control
	Controlling operations of equipment or systems



	Social Perceptiveness
	Being aware of others' reactions and understanding why they react the way they do



	Clerical
	Knowledge of administrative and clerical procedures and systems



	Telecommunications
	Knowledge of transmission, broadcasting, switching, control, and operation of telecommunications systems



	English Language
	Knowledge of the structure and content of the English language including the meaning and spelling of words, rules of composition, and grammar



	Computers and Electronics
	Knowledge of electric circuit boards, processors, chips, and computer hardware and software, including applications and programming



	Customer and Personal Service
	Knowledge of principles and processes for providing customer and personal services including needs assessment techniques, quality service standards, alternative delivery systems, and customer satisfaction evaluation techniques


LICENSURE, CERTIFICATION OR REGISTRATION REQUIREMENTS

EFFECTIVE:

03/17/2003
History:

07/01/2002
Confidential: Collective Bargaining Preparation Document

Page 1 of 1
PAGE  
Page 4 of 4

