STANDARD CORE PERSONNEL DOCUMENT                                                                           Number:  9G647  

AIR FORCE STANDARD CORE PERSONNEL DOCUMENT (SCPD)

ORGANIZATION:

SCPD NUMBER:      

9G647
 

SUPV LEVEL CODE:    8

COMP LEVEL CODE:   

L34A 

TARGET GRADE:       03

FLSA:
     Non-Exempt

JOB SHARE:

CAREER PROG ID:


SENSITIVITY:

BUS:


EMERGENCY ESS:

DRUG TEST:


KEY POSITION:

POSITION HIST:

 

__________________________________________________________________________________
CLASSIFICATION:   Telephone Operator, GS-0382-03

DUTY TITLE:            

__________________________________________________________________________________
ORG & FUNC CODE:  

     CMY
     Communications
 

1ST SKILL CODE:
    100%
     ASP
Telephone Operator 

2ND SKILL CODE:


3RD SKILL CODE:


__________________________________________________________________________________

SCPD DEVELOPED AND CLASSIFIED BY:  HQ AFPC/DPCMC, 12/16/02
CLASSIFICATION CERTIFICATION:  SCPD adequately and accurately reflects the local work situation to meet classification, staffing, and performance management purposes.

_______________________________________________________           _________________

CLASSIFIER’S SIGNATURE


                   DATE

_______________________________________________________________________________

SUPERVISOR’S CERTIFICATION:  I certify that this SCPD is an accurate statement of the major duties, knowledges, skills, and abilities, responsibilities, physical and performance requirements of this position and its organizational relationships.  The position is necessary to carry out government functions for which I am responsible.  This certification is made with the knowledge that this information is to be used for statutory purposes relating to appointment and payment of public funds and that false or misleading statements may constitute violations of such statutes or their implementing regulations.

________________________________________________________           _________________

SUPERVISOR’S SIGNATURE


                   DATE

_____________________________________________________________________________

PERFORMANCE PLAN CERTIFICATION:

[image: image1.wmf]Rater/Supv.

Date

Reviewer

Date

Employee*

Date


*Signature acknowledges receipt.  It does not indicate agreement/disagreement.

PURPOSE OF POSITION AND ORGANIZATIONAL LOCATION:  

The primary purpose of this position is:  To serve as a telephone operator by receiving and placing local and long distance calls on a console switchboard.

The organizational location of this position is:  

____________________________________________________________________________________________
ORGANIZATIONAL GOALS OR OBJECTIVES:  ___________________________________________________________________________________________

DUTY 1:







%
Critical



Receives and places telephone calls.   Operates a semi-automatic switchboard.  Places and receives a full range of calls including local, long distance, collect, and conference calls.  Uses a variety of circuits and networks, such as military networks, other Federal networks, wide area systems, and other commercial circuits.  Follows security and other procedures concerning methods, precedence, authorization, and record keeping.  May serve as sole operator on nights, weekends, or holidays when complex calls are unusual.

STANDARDS:
A.   With few exceptions, properly operates the semi-automatic switchboard.  

B.   Typically provides efficient handling of calls in accordance with established instructions.

C.   Almost always promptly receives and places telephone calls.

KSA:  1, 2, 3, 4, 5

____________________________________________________________________________________________

DUTY 2:







%
Critical

Places emergency notification calls.   Notifies key installation personnel of emergency situations under actual and/or exercise conditions.   Thereafter, monitors the whereabouts of key personnel, routes calls to them, and locates other personnel as directed.  Forwards other calls such as weather warnings and advisories, duty officer calls, and casualty assistance calls.  May monitor alarm systems and use radios to transmit emergency information.  May be required to follow anti-terrorist procedures.  Provides call processing under MINIMIZE conditions.
STANDARDS:
A.  With rare exception, promptly notifies key installation personnel of emergency situations. 

B.  With rare exception, efficiently forwards weather warnings and advisories, duty officer, casualty assistance, and other notification calls.

KSA:   1, 2, 3, 4      

___________________________________________________________________________________________
DUTY 3:







%
Critical



Provides information and caller assistance services.  Provides information service to callers based upon a general knowledge of the functions and activities of organizational segments, contractor activities, and tenants on the installation.  Utilizing reference sources such as computerized and printed directories, furnishes telephone numbers to callers.  Participates in updating locator information maintained by the office in accordance with established procedures.

STANDARDS: 

A.   Almost always provides courteous service to callers.

B.   Typically provides accurate information to callers.

KSA:   1, 3, 4

_____________________________________________________________________________________________
DUTY 4:







%
Critical



Performs a variety of support activities.   Makes periodic circuit checks and notifies supervisor of any outages encountered.  Maintains logs.  Refers visitors and incoming telephone callers to appropriate offices.  May participate in compiling telephone directories, checking toll calls, and preparing telephone bills.  

STANDARDS:
A.   With few exceptions, promptly reports circuit outages to supervisor.

B.   In most cases, promptly refers visitors and telephone callers to appropriate offices.
KSA:   1, 2, 3, 4
____________________________________________________________________________________________

RECRUITMENT KNOWLEDGES, SKILLS, AND ABILITIES (KSA):  

1.  Knowledge of general administrative and clerical procedures to answer and refer telephone calls, respond to routine requests for information, and maintain logs.  
2.  Ability to learn organization’s functions and procedures sufficient to connect telephone calls to their proper destinations.

3.  Ability to use specific procedural guidelines pertaining to administrative support, including locally developed equipment-operating and processing instructions, which are directly applicable to the work.

4.  Ability to communicate orally using tact and courtesy.

 __________________________________________________________________________________________

CLASSIFICATION CRITERIA:
Factor 1, Knowledge Required By The Position



Level 1-2
200 Points

 -- Knowledge of telephone procedures to operate a telephone switchboard, answer recurring kinds of telephone calls, use printed and computerized directories, and connect local calls and regular or special long-distance calls to their proper destinations.

-- Knowledge of telephone courtesy techniques. 

-- Knowledge of the organization served to direct incoming calls to the appropriate office or individual.  

-- Knowledge of the telephone system to inform customers of how best to use the system,e.g., how to make particular types of calls.

--  Knowledge of telephone anti-terrorist procedures.

-- Ability to place conference and collect calls.

-- Ability to deal politely with people who are emotional or discourteous.

Factor 2, Supervisory Controls





Level 2-2
125 Points

The supervisor provides general instructions concerning established practices and policies, and oral or written instructions concerning special circumstances and changing priorities.  The supervisor provides more specific instructions on new procedures, usually in training sessions, and as necessary on unusual assignments.  Employee works independently, carrying out recurring duties without specific instruction, especially when serving as sole operator without a supervisor readily available.  Employee consults the supervisor or a more experienced operator when normal approaches and procedures do not solve problems.  The supervisor reviews the work by occasional monitoring for quality and by spot-checking logs for adherence to established procedures.  

Factor 3, Guidelines






Level 3-1
  25 Points

Employee uses detailed technical manuals that show how to operate the telephone system, agency and local instructions and procedures, and directories.  Instructions and procedures typically show how to handle recurring problems step by step.  Directories contain detailed organizational and employee listings and provide a ready reference for directing calls.  Such directories cover relatively small organizations having clearly delineated components that change infrequently.  Employee follows the guidelines closely and refers situations requiring deviation from the guidelines to the supervisor or more experienced telephone operator for assistance and approval.

Factor 4, Complexity






Level 4-2 
  75 Points

Employee operates a telephone system to connect local and routine or complicated long-distance calls of various precedence and security levels using related sets of procedures.  Employee may also monitor alarm systems and use radios to transmit information in emergency situations.  Must frequently interview callers to determine where to route the calls.  Decisions depend on such things as the destinations and priority levels of calls, security levels, and system capabilities.

Factor 5, Scope and Effect





Level 5-1
  25 Points

The purpose of the work is to operate a telephone system to connect routine calls in accordance with established procedures.  The work consists of helping the staff of the organization in day-to-day telephone communications.

Factor 6, Personal Contacts





Level/Points (see Factor 7)

Contacts are with employees in the unit and with callers in routine situations.  Some of the callers may be emotional or impolite.   Complicated calls may be referred to the supervisor or a more experienced telephone operator.  

Factor 7, Purpose of Contacts





Level 6/7-1a
  30 Points

The purpose of the contacts is to exchange information necessary to connect callers with the appropriate organization or individual.

Factor 8, Physical Demands





Level 8-1
     5 Points

The work is usually sedentary but may involve some standing and walking to consult directories and manuals.

Factor 9, Work Environment





Level 9-1

     5 Points

The work is normally performed in a well-lighted, temperature-controlled room.  Normal safety precautions are required.

___________________________________________________________________________________________

Other significant facts pertaining to this position are:

1.  The employee may be required to work other than normal duty hours, which may include evenings, weekends, and/or holidays.

2.  May be required to converse with obscene, abusive, and threatening callers in an effort to establish the identity of the caller.  

___________________________________________________________________________________________
CLASSIFICATION SUMMARY:
CLASSIFICATION STANDARD(S) USED: OPM Position Classification Standard for Telephone Operating Series, GS-0382, TS-110, November 1991. 
FACTOR LEVELS AND POINTS:  1-2/200, 2-2/125, 3-1/25, 4-2/75, 5-1/25, 6/7-1A/30, 8-1/5, 9-1/5

GS-03 Point Range:  455-650

Total Points:  490

Grade:  GS-03

CLASSIFICATION REMARKS:  
NOTE(S) TO USERS:  

___________________________________________________________________________________________
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