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Job Description Form 
	UNIT: Operations

	DEPARTMENT: Network Management Center

	JOB TITLE: Network Controller
	JOB CODE:

	JOB SUMMARY: 
Control all Mada’s network elements and make sure they are 24x7 functional. Insure network functionality that provides satisfaction to our clients, and to provide support for NMC department and other technical teams within Mada company 


	REGULAR DUTIES AND RESPONSIBLTIES:
1. Handle inbound call traffic to resolve customer problems
2. Handle faults properly and escalate them accordingly (identifying and responding to faults systems and networks, following up escalated problems all the way to resolution)
3. Manage and maintain Mada’s network elements, gateways, servers, modems, routers, switches, firewalls, and related infrastructure operating systems and applications 
4. Read technical reference manuals for communications hardware and software to point out the real cause of any problem
5. Maintain accurate information for all sites based on account distribution
6. Establish/manage conference calls (with customers, vendors and/or suppliers) required to identify Root Cause Analysis
7. Establish monthly conference calls with customers to discuss SLAs commitments, recurring problems and make sure that customers are satisfied from Mada’s services and support
8. Check whether sudden customer increase/ decrease in traffic is related to technical problem
9. Coordinate with internal/external parties to solve existing network problems
10. Make sure that troubleshooting procedures provided by other departments are accurate
11. Check with head of NMC the network functionality/ availability in order to approve/ reject any Request For Activity coming from different technical departments
12. Review procedures followed to determine if specified steps were taken
13. Make sure of TABs 24x7 functionality and that CDRs are being processed on time with no delays, contact Mada’s IT department (or Vanrise directly if needed) whenever problem in the system is being noticed
14. Check continuously how to improve and simplify the monitoring and especially QoS monitoring (by checking TABS)
15. Document and follows up with Vanrise support all problems related to TABs system and follow up the development of this tool
16. Apply KPI’s in TABS for all customers after checking them with routes department and make sure that they are 24x7 functional and automatically sending notifications
17. Prepare periodical presentations and trainings for NMC members (training program will be prepared monthly by NMC team leader)
18. Provide timely updates to head of NMC for escalated problems
19. Make sure that escalation lists are always updated
20. Involved in writing customers’ SLAs
21. Perform other duties as requested by his/her direct supervisor 

	REPORTING RELATIONSHIP:
NMC Team Leader 

	TOOLS, EQUIPMENT AND WORK AIDS:
Computer & Office Equipment

	WORKING CONDITIONS:
Internal and external work environment

	EDUCATION:
University Degree in Engineering or equivalent. Specialization in network engineering, network operations, or network development disciplines preferred.

	KNOWLEDGE AND SKILLS:
· Effective verbal and listening communications 
· Effective written and communications 
· Ability to work with various vendors and work out outages
· Understanding of problem determination/troubleshooting skills
· Understanding of the OSI (Open Systems Interconnection) model for use in troubleshooting
· Basic understanding of Telecom & data network (E1/ T1, ISDN, PDH, SDH, Switching, Routing)

	WORK CONTACTS:
· Customers
· Colleagues
· Head of NMC Department


	Employee Signature :




	Date:


	NMC Team Leader Approval:



	Date:
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