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0.3 Distribution / Circulation 
 
This standard operating procedure is available on CUEA servers for authorized users 
 
 
1. Purpose: This process outlines reporting of faulty extension/lines to ensure smooth communication 

flow within the organization and beyond. 

2. Scope: This procedure shall be used by the switch board operators. 

3. Reference:  

3.2. Daily fault occurrence register 
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4. Terms and Definitions: 

For the purpose of this procedure the following terms shall apply in addition to those already found in the 
CUEA Quality Management Manual  

4.1  MR – Mail & Reception 

4.2. OP – Operational Procedure 

4.3. DVC – Deputy Vice-Chancellor  

4.4. HOD – Head of Department 

5. Responsibility: It is the responsibility of the switch board operators to ensure the procedure is 
followed. 

6. Method: 

6.1. The telephone operator shall receive the report of the faulty extension/line. 

6.2. The telephone operator shall record the faulty in the daily fault occurrence register. 

6.3. The telephone operator shall then report the faults to the contractor to come and check and give a 
report to the telephone operator. 

6.4. The telephone operator shall evaluate and check the contractors report. 

6.4.1. If the spare parts are required, the telephone operator will forward to the HOD the specification of 
the spare parts. 

6.4.2. If the spare parts are not required, the telephone operator will instruct the contractor to go ahead 
with repairs.   

6.5. The HOD shall check and evaluate the specified spare parts. 

6.5.1. If the spare parts are indeed required, the HOD shall arrange for the purchase of the spare parts and 
forward to the telephone operator. 

6.5.2. If the spare parts are not indeed required, the HOD shall inform the telephone operator with 
reasons. 

6.6. The telephone operator shall forward the spare parts to the contractor to do the repairs and the process 
ends. 
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7. Appendices 

7.1. Appendix A:  Procedure map 

7.2. Appendix B: Daily Faulty Occurrence Register 

 

Appendix A:  Reporting Faulty Ext./Lines 

Procedure for reporting faulty extensions/lines 
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Start 

Receives the report of the 

faulty extension/line.   End 

Records fault in the daily 
fault occurrence book. 

Reports to the contractor to 
come and check what the fault 
is.  

Evaluates the contractors 
report to see whether the 
fault requires purchase of 

spare parts or not 

The telephone operator 
will ask the contractor to 
continue with repairs. 

HoD will evaluate if 
the spare parts are 
indeed required 

Informed by HOD with reasons. 

Arranges for the purchase of the spare parts and 
forwards the spare parts to telephone operator 

The telephone operator will pass 
the spare parts to the contractor to 

continue with repairs 
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