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Job Description: Outage Manager


	Company
	Telnet Services Limited

	Position Title
	Outage Manager 

	Reports to
	Outage Manager Team Leader

	
TELNET’s PROMISE
Our promise underpins everything we do at Telnet including the way that we deal with each other, our clients, our partners and how we handle every interaction we have with your customers.
· We add value for our customers
· We are easy to deal with
· Our frontline is the No 1 priority
· We Care

	Key Relationships
	Internal
· Inbound Team Leaders
· Call Centre Customer Service Representatives 
· Workforce Manager (rosters)
· Call Centre Manager
· General Manager
· Compliance Manager
External
· Zone based fault contractors
· Client Customer Service Managers
· Network Operations Team
· Transit Contractors

	Key Accountabilities
	· Loading TVD messages during outages
· Making sure jobs get logged correctly 
· Ensuring the Call Centre has up to date outage information
· Updating avalanche messaging systems
· Answering emergency calls and relaying information to correct contractor
· After hours dispatching
· Escalations to correct people
· Available twenty-four hours, seven days a week

	Customer Interface
	· Interface professionally with our clients.

	Reporting
	· Ensure deadlines are met
· Provide reports as requested.

	Leadership
	· Demonstrate initiative 
· Be flexible and adaptable to change
· Promote a culture which is customer driven
· Be able to articulate and live Telnet’s vision




	Targets
	· Meet or exceed the following service and quality measures 
· Adherence
· Attendance 
· Dispatched jobs in specific time frames 
· Escalation process
· Required targets


	Other
	· [bookmark: _GoBack]The Outage Manager / Dispatcher function operates twenty-four hours per day, 365 days per year.  There are four to five people rostered to the role and there will be a requirement for each Outage Manager / Dispatcher to work outside of what would be considered a normal business day, including night time, weekend and public holidays, when rostered or required to do so for other business needs e.g. abnormal conditions (most commonly weather related), staff sickness / holidays / absences etc.
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