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Iwiegeb minnufih it-telefonati kollha ta’ emergenza inkluzi t-telefonati 112;

Jassisti lin-nies fuq it-telefown b’mod prudenti, amikevoli, effi¢jenti u jkun ta’ ghajnuna;

Jigbor l-informazzjoni kollha mehtiega minghand min icempel billi juza s-sistema tal-1T tal-ProQA,;
Jivvaluta l-urgenza ta’ kull in¢ident abbazi tal-informazzjoni ricevuta sabiex jipprijoritizza x-xoghol,
Jaghti attenzjoni ghad-dettalji u l-informazzjoni moghtija wagqt it-telefonati;

Jittratta b’mod sensittiv il-membri tal-pubbliku li jistghu jkunu mdejqin, konfuzi jew aggressivi;
Ikunu kapac¢i jahdmu taht pressjoni;

Jikkordina sejhiet li jir¢ievi mill-pubbliku generali mal-Control Room tal-Pulizija, id-Dipartiment tal-
Acc¢identi u I-Emergenza, il-Forzi Armati ta” Malta, il-Control Room tad-Dipartiment tal-Protezzjoni
Civili, NGOs u entitajiet ohra kif mehtieg;

Jizgura t-tluqg effettiv tas-servizzi ta’ emergenza mehtiega lejn is-sit tal-in¢ident;

Jidderiegi lit-timijiet tas-servizzi ta” emergenza biex jittrattaw l-in¢identi;

Jidderiegi sejhiet mhux ta” emergenza lejn in-numri tat-telefown xierqa;

Isegwi kwalunkwe sejha ta’ emergenza;

Jirregistra rapporti ta’ in¢identi u jzomm rekords tas-sejhiet li jircievi biex jghaddi 1-informazzjoni
mehtiega;

Jikkompila rapporti statistic¢i u data ohra ghar-rappurtar perjodiku;

[zomm kuntatt mat-tim fuq il-post tal-in¢ident biex izomm ruhu aggornat mas-sitwazzjoni u jizgura s-
sikurezza tal-impjegati;

Jizgura li jsir 1-ahjar uzu possibbli tar-rizorsi b’mod konsistenti;

Jizgura li t-timijiet jahdmu ma’ standards ta’ hin ta’ rispons miftiehem;

Jahdem taht id-direzzjoni ta’ kap ta’ tim u jifforma parti minn tim;

Jghaddi l-informazzjoni minghajr ebda pregudizzju u jeskala minnufih, fejn mehtieg;

Jahdem f’ambjent tal-1T u jopera sistema tat-telefon multi-line;

Isegwi proceduri operattivi stabbiliti;

Jahdem xiftijiet 1i jinkludu ljieli, tmiem il-gimgha u btajjel pubbli¢i minn kwalunkwe sit indikat tal-
112;

Kwalunkwe kompitu iehor li s-superjur jista’ jiddelega lilu/ha, kif jista’ jkun mehtieg;

Iwettaq dmirijiet ohra li jistghu jigu aggornati biex jissodisfaw ir-rekwiziti ta’ kwalunkwe qasam iehor
kif ikkonfermat mis-Segretarju Permanenti;

Kwalunkwe dmir iehor hekk kif ordnat mis-Segretarju Permanenti Ewlieni.
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Job title First Contact Operators
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Promptly answers all emergency calls including 112 calls;

Assists people over the phone in a polite, friendly, efficient and helpful manner;

Collects all the necessary information from the callers by using the ProQA IT system;

Assesses the urgency of each incident based on the information received in order to prioritise tasks;
Gives attention to details and information given during telephone calls;

Deals sensitively with members of the public who might be upset, confused or aggressive;

Be able to work under pressure;

Coordinates calls received from the general public with the Police Control Room, the Accident and
Emergency Department, the Armed Forces of Malta, the Civil Protection Department Control Room,
NGOs and other entities as required,

Ensures effective dispatch of the required emergency services towards the incident site;

Directs emergency services teams to deal with incidents;

Directs non-emergency calls to the appropriate telephone numbers;

Follow up any emergency call;

Logs incident reports and keeps records of calls received to pass on the information required;

Compiles statistical reports and other data for periodical reporting;

Maintains contact with the team at the scene of the incident to keep up to date with the situation and
ensure staff safety;

Ensures that the best possible use of resources is consistently made;

Ensures that teams work with agreed response time standards;

Works under the direction of a team leader and forms part of a team;

Relays information without any bias and escalate immediately, where necessary;

Works in an IT environment and operates a multi-line telephone system;

Follows standard operating procedures;

Works shifts including nights, weekends and public holidays from any 112 designated site;

Undertakes any other tasks, which the superior may delegate to him/her, as may be required;
Undertakes any other duties which may be updated to meet the requirements of any other area as
confirmed by the Permanent Secretary.

Any other duties as directed by the Principal Permanent Secretary.
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