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	POSITION DESCRIPTION
	



	Position Title:             
Operations Centre Operator 
	Business/Function:
Wilson Security

	Position Reports to:
Operations Centre Supervisor / Team Leader
	Location:



JOB PURPOSE:

This position is responsible for coordinating and supporting operational requirements for the delivery of a security service to Wilson clients 24 hours a day, 7 days a week basis. The position will be heavily involved in the data entry of information into relevant business systems. 
ACCOUNTABILITIES

	Key Result Area
	Key Tasks
	Measurement Criteria 
(Key Performance Indicators)

	1.  Daily Operations
	· Answer calls, faxes and emails promptly and efficiently

· Escalation of all late starts and no shows in accordance with Operations Centre SOP’s
· Accurately report on all late starts and no shows according to Operations Centre procedures
· Dispatch of alarm response and/or patrols in accordance with Operations Centre procedures
· Assist with resolution of customer complaints and escalate to appropriate managers as required

· Ensure escalation of major incidents to be carried out in accordance with departmental and/or client escalation procedures

· Receive and provide after hour support services to relevant clients
· Build excellent rapport with all Security and Patrol Officers

· Brief Security & Patrol Officers on site requirements

· Facilitate relevant HR forms

· Ensure uniforms are ordered in timely manner


	· Calls in holding queue should not exceed two minutes wait time

· Answer calls within 3 rings

· Acknowledge all faxes and emails within 30 minutes

· Evidence that exhausted cost effective / available Wilson employees to fill vacancies 

· No breaches of working visa
· Maintain 100% accuracy in alarm response reporting for billing and client reports

· Accurate reporting of client complaints to Operations Centre Supervisor and relevant business managers.
· Accurate Maintenance of Incident / Occurrence Reports.
· Dispatch services in accordance with procedures and SLA
· Process all paperwork, uniform orders within shift 

· No welfare check to exceed 15 minutes overdue

· Provide alternative duties to all injured persons reported to the Operations Centre



	2.  Administration
	· Maintain and file any incident / occurrence reports created during shift

· Complete all call logs, welfare check sheets and other records during shift

· Sorting and filing of alarm dockets and run sheets.

· Data entry of occurrences for client specific reports. 
· Maintain record keeping and archiving system for all required forms, orders, and job requisitions produced by the Operations Centre

· Review all call logs, welfare check sheets and other records each day to ensure accuracy for billing purposes 

	· 100% data accuracy

· Documented handovers at end of each shift

· A risk assessment completed for adhoc / casual orders

· Achieve 100% compliance with Quality Assurance System



	3.  Reporting
	· Report and recommend solutions for all non-conformances detected to the Operations Centre Supervisor in order to maintain quality of service

· Report on all major incidents.
· Monitoring and reporting of KPI’s specific to department and /or client requirements 

· Provide feedback and information regarding more effective and innovative ways to capture information and report on key data 

· Monitor and report on “late report stats” per contract on a daily basis
	· Accurate reporting of non-conformities to Operations Support Team Leader
· Evidence of 100% accuracy on reporting of late starts to maintain billing integrity 

· Provide accurate reports consistent with requirements as specified with relevant managers 

· Provide accurate reports to both external and internal clients in accordance with agreed timelines 




AUTHORITY (Level of authority the position holds within the business as defined by the criteria below)
	Authorise Personally
	Discuss with Manager (prior to taking action)
	Recommend to Manager (for review and then action)

	· Matters in relation to complaint resolution in accordance with specified guidelines

· Matters in relation to filling of security officers shifts in order to meet client expectations

	· Matters relating to counseling of security officer

· Matters relating to authorisation of overtime for a security officer

· Matters relating to major incidents that is likely to escalate to further client complaints

· Issues that may result in the development of written directives  


	· Matters relating to changes in SOPs or other departmental procedures

· Alteration to Operations Centre roster that result in changes of standard hours

· Matters in relation to the preparation of Operations Centre procedures, standard documents and forms 

· Matters relating to a change in standard business practices

· Alteration to Operations Centre roster that result in changes of standard hours 




OPERATING ENVIRONMENT 
This position operates on a rotating shift determined by the Operations Supervisor / Team Leader.  The position is required to work on a rotational roster including after hours, weekends and public holidays. 
KNOWLEDGE AND SKILLS (CORE COMPETENCIES)

	Technical
	Managerial
	Human Relations
	Other

	· Experience working in a high volume call centre, control room or operations centre

· High levels of numerate and literate competency

· Demonstrated computer literacy in programs such as MS Excel, MS Word, MS Outlook 
· Competency in written and verbal communication to a professional standard

· Current Security licence.
	· Ability to work in team environment

· Demonstrated experience in meeting high level client requirements

· Experience working in a customer service focused environment

· Proven ability to problem solve & multi-task within scope of the position
· Strong negotiation skills with a  commitment  to being solution focused 
· Strong ability to provide clear communication and direction to staff members and colleagues at all levels

· Significant experience in supervising staff and maintaining rosters for rotating shifts

· Demonstrated experience in time management

· Demonstrated ability to work within and a team based working environment. ]

· Significant ability to provide clear communication to staff members and colleagues at all levels.  
	· A thorough understanding of basic principles of professional behaviour and etiquette.
· Demonstrated experience in following OH&S policies and procedure.
· Ability to relay company OH&S policies to company staff.
· Ability to work in a team environment and foster close relationships with colleagues.
· Excellent listening skills and willingness to identify wit the needs of staff – yet deliver organizational outcomes.

· An understanding of basic principles of professional behaviour and etiquette.

· Ability to communicate, monitor and implement Company OH&S policies to staff.


	· Experience in rostering.
· Experience working within a Quality Assured system.
· Ability to interact with staff members and colleagues at all levels to ensure that client service requirements are met. 

· Ability to operate within a culturally diverse environment. 




TRAINING AND DEVELOPMENT

	Formal
	Other (on the job) Coaching

	· Training and Induction to meet requirements of Operations Centre SOP’s

· QA training in order to meet requirements for ISO accreditation
· Participation in regular additional internal/external programs as required 
	· General training on department specific systems.



I have read, understood and accept my responsibilities as per the above job description.

Name of Incumbent:
……………………………………………………………………………………….



Date: ……………………….            
Signature of Incumbent:
…………………………………………………….

Name of Manager / Supervisor:
……………………………………………………………………………………….
Date: …………………                    
Signature of Manager:
…………………………………………………….
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