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Job Description Form 
	UNIT: Operations 

	DEPARTMENT: Network Management Center

	JOB TITLE: Network Management Center Team Leader
	JOB CODE: 

	JOB SUMMARY:

Manage the operation of NMC department, including scheduling to meet staffing requirements upon ticket and call volume history, hiring, managing, coaching and evaluating personnel. Ensure service levels are achieved as per agreed SLA to fulfill the Company’s mission and customer requirements. Direct the evolution of processes and procedures related to the day to day NMC operations


	REGULAR DUTIES AND RESPONSIBLTIES:
1. Establish and manage the growth of the Mada's Netowork Management Center
2. Ensure the surveillance, organization and motivation of all the team members of the NMC
3. Develop, implement, document and enforce NMC policies and procedures
4. Check whether network performance reports are generated as desired pattern and delivered on time
5. Provide the director of operations with reports of NMC performance on a scheduled basis
6. Manage NMC department and provide support for subordinates whenever needed
7. Participate in recruitment interviews
8. Check the working environment and conditions of employment
9. Assign tasks and projects among team members
10. Responsible for team members evaluation
11. Ensure the surveillance, organization and motivation of all the team members of the NMC
12. Recognize training requirements for people and give coaching where applicable
13. Organize weekly meetings and trainings for NMC department in order to discuss new technologies along with the problems happened during the week
14. Ensure methods, procedures and policies are available for this department, and create the ones that are still missing
15. Maintain a good relationship with difficult customers while resolving their problems quickly
16. Follow up new NMS technologies and make sure that existing ones are being well developed and satify the need of Mada network
17. Handle NMC team load and reassign tasks  
18. Act as first point of escalation for all customer’s problems
19. Perform root cause analysis and identify repeated problems in order to provide a solution prior becoming a chronic issue
20. Report network and services performance
21. Lead and coach NMC engineers and supervise team members’ performance  
22. Review and analyze incident management reports 
23. Participate in problem management analysis
24. Participate in writing customer’s SLAs
25. Participate in monthly conference calls with customers in order to check their feedback on Mada’s services. Take serious steps in order to fulfill customer’s requirments
26. Follow up & Audit tickets within the NMC and with other teams to maintain SLA
27. Perform other duties as requested by his/her direct supervisor

	REPORTING RELATIONSHIP:
Director Of Operations

	TOOLS, EQUIPMENT AND WORK AIDS:
Computer & Office Equipment

	WORKING CONDITIONS:
Internal and external work environment

	EDUCATION:
· Bachelor/Masters Degree in Engineer


	KNOWLEDGE AND SKILLS:
· Bachelor in Computer and Communications Engineering
· Three or more years experience in supporting large enterprise networks
· Knowledge of computer operating systems (MS Windows, Linux, UNIX), networking application tool, and maintenance in a variety of platforms.
· Strong knowledge of VoIP/ TDM standards and related applications
· Experience as a member in a team environment
· Ability to work well under pressure, meeting multiple deadlines
· Ability to communicate clearly with technical staff as well as less technical colleagues 
· Sufficient business operations experience necessary to develop valuable reporting and decision-making support information
· NMC team leader may be required to work during night shifts, weekends, and holidays
· Ability to be hands-on with technology and lead in problem analysis and resolution
· Strong leadership qualities and mature verbal and written communication skills required
· Excellent listening and judgment skills; an organized and systematic mind


	TRAINING:
· 

	Experience:
· Knowledge in telecommunication systems
· Knowledge in IP networks is preferred (LAN, WAN, TCP/IP)
· Knowledge in TDM/SS7 networks


	WORK CONTACTS:
· Customers.
· Subordinates.
· Other Departments Staff.
· Top Management.
· Other Departments Manager.


	Employee Signature :




	Date:


	General Manager Approval:




	Date:
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