	Job Description and Specifications

	Position Title
	Service Assurance Specialist
	Position Grade
	

	Department
	Operations
	Location
	 Head Office

	Reports to
	Director Operations / National Manager Operations
	Direct Reports
	None

	Internal Relations
	Operations

Customer Service

Sales

Retail
	External Relations
	International Service Partners

	Job Code
	
	


	Basic Function
	Continuously reviewing and analyzing service trends, researching and focusing on the root cause of failures, and advising corrective actions to Line Mangers to avoid future occurrences.  Fully understand, drive and promote SMSA vision, culture and values.


	Key Responsibilities

	Core
	· Ensure are executed in line with international standards of Partners and international best practices.

· Review performance reports.
· Identify service-related issues, analyze reasons, and then devise the corrective actions.
· Suggest top management over service improvement requirement 

· Communicate the service standards and best practices to the line management for improving their awareness over the service delivery.
· Increase awareness about upcoming trends and information to the line managers via appropriate communication.
· Acts as a contact person with the International Service Partners on behalf of SMSA.
· Represent SMSA in the International partners meetings (If Applicable).
· Grant access levels of international systems, CORE as per levels and requirement of the employees / user.

· Prepare performance report linked to company bonus and incentive scheme.
· Participate in preparation of annual budget of the Department.
· Reduce customer complaints

· Review performance reports


	EHS
	· Ensuring that all safety related equipment and systems, particularly fire fighting, alarm,, emergency lights and similar equipment are identified, listed and scheduled as part of the preventive maintenance program, and that they remain in safe  & good operational condition at all times 

· Coordinating with maintenance staff concerning occupational health & Safety, and environmental management 

· Coordinate and Participate in the departmental EHS system activities including hazard identification, safety awareness and  procedures implementation, waste management, environmental aspects identification, and EHS audits 

· Overseeing and monitoring all the work activities  in order to make sure that work and job related hazards are identified and the work is being performed safely, following the OHS system / rules, and considering the environmental management principles 

· Coordinating with the Maintenance Engineer / contractor regarding the execution of the preventive/corrective maintenance activities 

· Actively participates in the development and implementation of EHS objectives & programs and lead EHS audits / inspections. Take a major role in incident reporting & investigation 

· Participates in the emergency response plan, development, and in conducting emergency drills

· Actively participates in the EHS audits / inspections. Take a major role in incident reporting & investigation 

· Coordinate and participate in the paper and other recycling programs, communication & management 

· Planning and supervising the EHS awareness and training activities and ensuring competence of all personnel 

· Supervising the EHS internal audits, inspections, and corrective / preventive actions effectiveness 


	Key Performance Indicators (KPIs)

	· Abide by the goal setting forms (Individual KPI’S) of the current financial year



	Qualification

	Education
	Bachelor's Degree or Diploma

	Experience
	Minimum 2 years relevant work experience


	Competencies - Professional & Technical 

	· Adaptability (Level 4)

· Creative Thinking (Level 4)

· Stress Management (Level 3)

· Initiative (Level 3)

· Change Leadership (Level 4)

· Planning & Organizing (Level 4)

· Teamwork (Level 4)
· Communication (Level 5)

· Analytical Thinking (Level 4)

· Visioning & Strategic Direction (Level 4)

· Continuous Learning (Level 4)
· MS Word, Excel, Email / Internet Search, etc. (Advanced)

· SMSA Operating System -(Advanced)


	Competencies – EHS

	· Knowledge of basic environment health and safety requirements

· EHS corporate objectives awareness

· Awareness of EHS requirements in the QEHS management systems

· Have attended EHS awareness training (if applicable)

· Awareness of Environment Health & Safety incident reporting
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