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Job Description Form 
	UNIT: Operations

	DEPARTMENT: Network Management Center

	JOB TITLE: Network Monitoring and Customer Service
	JOB CODE:

	JOB SUMMARY:
The network monitoring and customer service is a shift worker that monitors Mada Network and Services for outages and impairments in a 24x7 environment.  Coordinate maintenance and repair activities with engineering, operations and vendor personnel to ensure high services availability and quality. Use fault, performance monitoring and configuration management tools along with ticketing system, and event logs to detect and document troubles from initial detection to resolution.

	REGULAR DUTIES AND RESPONSIBLTIES:
1. Generate periodical QoS report and take action after discussing with routes department 
Responsible of logging all outages accurately
2. Answer phone calls and document customer complaints
3. Check periodically if all remote sites are in a working conditions 
4. Conduct tests whenever provided by other NMC members to check problematic destination
5. Handle/ follow up customer’s notifications and send update internally to routing and CRD whenever a problem occurs on the network
6. Document trouble resolution through the use of OTRS trouble ticketing system
7. Generate periodical trouble ticket report and discuss the pending cases and escalated ones with head of NMC department
8. Check periodically credentials for all network elements and make sure that all NEs are accessible
9. Make sure that trunk sheet for NY and UK PoPs is updated by adding trunks and links after any new interconnection
10. Generate periodical capacity utilization report for trunks and satellite/ Fiber links
11. Make sure that Mada’s escalation list is always updated
12. Make sure that customer’s contact information is always updated
13. Perform other duties as requested by his/her direct supervisor.

	REPORTING RELATIONSHIP:
NMC Team Leader 

	TOOLS AND EQUIPMENTS NEEDED:
Computer & Office Equipment

	WORKING CONDITIONS:
Internal and external work environment

	EDUCATION:
University Degree in CS or TS electronics

	KNOWLEDGE AND SKILLS:
· Effective verbal and listening communications skills
· Effective written and communications skills
· Computer skills including Microsoft Word, Excel, Visio, Access and PowerPoint 

	WORK CONTACTS:
· Customers
· Colleagues
· NMC team leader


	Employee Signature :




	Date:


	NMC Team Leader Approval:

Imad Chaker


	Date:
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