Profile label:
Switchboard / IM&T Operator



Job Statement:
1. Inputs & processes information in accordance with procedures.

2. Responds to routine enquiries from staff/customers & suppliers & investigates queries as required.

3. May advise patients/clients on e.g.  hospital information / policy

Factor


Relevant Factor Information
JE Level
Score

1  Communication & Relationship Skills
Provide and receive routine information; barriers to understanding; provide and receive complex or sensitive information

Provides and receives information where the audience may not easily understand because of communication difficulties ; communicates IM&T matters which may be seen as complicated by non IM&T staff
3ab
21

2  Knowledge, Training & Experience
Range of routine work procedures requiring job training

Knowledge of IM&T procedures or Knowledge of  telephone equipment  or computer and software tools e.g. ECDL
2
36

3  Analytical & Judgmental Skills
Judgements involving facts or situations, some requiring analysis

Ability to assess, resolve and forward enquiries, distribute results.
2
15

4  Planning & Organisational Skills
Organise own day to day work tasks or activities

Plans own work
1
6

5  Physical Skills
Physical skills obtained through practice / Developed physical skills: advanced keyboard use

Standard / advanced keyboard and telephone skills
2-3a
15-27

6  Responsibility for Patient/Client Care
Assist patients / clients during Incidental contacts /provide non-clinical advice, information to patients / clients / relatives

Contact with patients is incidental/advises patients and clients e.g. switchboard calls
1-2
4-9

7 Responsibility for Policy/Service Development
Follow policies in own role, may be required to comment

Follows guidelines and may be required to comment.
1
5

8  Responsibility for Financial & Physical Resources
Personal duty of care in relation to equipment, resources / Safe use of equipment other than equipment used personally; safe use of highly complex equipment.
Safe use of own equipment / Mobile phones, pagers, computers ; training equipment,  projectors, switchboards (PABXs), security systems
1-2be
5-12

9  Responsibility for Human Resources
Demonstrate own activities to new or less experienced employees.

Demonstrates activities, work routines to others in own work area .
1
5

10  Responsibility for Information Resources
Data entry, text processing, storage of data

Storage of data using paper or computer based data entry systems e.g. updating directories
2
9

11  Responsibility for Research & Development
Undertake surveys or audits, as necessary to own work

Works on audits as required as part of own work
1
5

12  Freedom to Act
Standard operating procedures, someone available for reference

Required to act independently within appropriate guidelines, with advice available when required 
2
12

13  Physical Effort
Frequent sitting or standing in a restricted position
Inputting at a keyboard , telephone equipment for most of the day
2a
7

14  Mental Effort
Frequent concentration; work pattern predictable / Occasional prolonged concentration

Concentration required when checking information and when answering queries from staff , customers, public, patients.
2a-3b
7-12

15  Emotional Effort
Exposure to distressing or emotional circumstances is rare / Frequent indirect distressing or emotional circumstances

Rare exposure to emotional circumstances within the work place / Calls to the switchboard from distressed or emotional public, patients
1-2b
5-11

16  Working Conditions
Use VDU equipment more or less continuously (or Telephony system)

Uses keyboard, VDU or telephone equipment for substantial proportion of each day. e.g. wearing of telephone headset, sitting at a computer VDU screen for substantial proportion of day
2e
7

JE Score/Band 2
JE Band 164-199
Band 2
164-199

Profile label:
Operator Team Leader 



Job Statement:
1. Responds to IT and switchboard enquiries & queries from suppliers & staff/customers & provides assistance & advice as required.

2. Supervises team of staff ( switchboard/ service desk)

Factor


Relevant Factor Information
JE Level
Score

1  Communication & Relationship Skills
Provide and receive routine information; barriers to understanding; provide and receive complex or sensitive information

Provides and receives information where the audience may not easily understand because of communication difficulties ; communicates IM&T matters which may be seen as complicated by non IM&T staff
3ab
21

2  Knowledge, Training & Experience
Range of work procedures and practice; base level of theoretical knowledge.

Knowledge of one or more computer system(s), hardware or software, or telephony systems and procedures, European Computer Driving Licence (ECDL) or equivalent knowledge
3
60

3  Analytical & Judgmental Skills
Judgements involving facts or situations, some requiring analysis

Ability to assess, resolve and refer enquiries, may resolve staffing issues.
2
15

4  Planning & Organisational Skills
Plan and organise straightforward activities, some ongoing

Plan staff rotas. 
2
15

5  Physical Skills
Physical skills obtained through practice

Standard keyboard and telephone skills
2
15

6  Responsibility for Patient/Client Care
Assist patients / clients during Incidental contacts /provide non-clinical advice, information to patients / clients / relatives

Contact with patients is incidental/advises patients and clients e.g. switchboard calls
1-2
4-9

7 Responsibility for Policy/Service Development
Implement policies and propose changes to practices, procedures for own area.

Implements and proposes changes to working practices and procedures in own area
2
12

8  Responsibility for Financial & Physical Resources
Safe use of equipment other than equipment used personally;  safe use of expensive equipment.
Mobile phones, pagers, computers ; training equipment,  projectors, IM&T infrastructure, switchboards (PABXs), security systems;
2be
12

9  Responsibility for Human Resources
Day to day co-ordination of staff; provide practical training.                             Allocates work to more junior staff in the section; provides training for staff from own or other disciplines on own subject area.
2ac
12

10  Responsibility for Information Resources
Data entry, text processing, storage of data; Occasional requirement to develop or create reports, documents, drawings

Storage of data using paper or computer based data entry systems e.g. Call logging, incident logging; create reports. eg.  Call statistics.
2ab
9

11  Responsibility for Research & Development
Undertake surveys or audits, as necessary to own work

Works on audits as required as part of own work
1
5

12  Freedom to Act
Clearly defined occupational policies, work is managed, rather than supervised

Required to act independently, manages a team of staff
3
 21

13  Physical Effort
Frequent sitting or standing in a restricted position 

Switchboard work, service desk work
2a
7

14  Mental Effort
Occasional prolonged concentration. 

Concentration required when checking information and when answering queries from staff, customers may be required to deal with unplanned situations eg. Pagers
3b
12

15  Emotional Effort
Exposure to distressing or emotional circumstances is rare / Frequent indirect distressing or emotional circumstances

Rare exposure to emotional circumstances within the work place / Calls to the switchboard from distressed or emotional public, patients
1-2b
5-11

16  Working Conditions
Use VDU equipment more or less continuously

Uses keyboard, VDU or telephone equipment for substantial proportion of each day. 
2e
7

JE Score/Band 3
JE Band 232-243
Band 3
232-243

