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MANAGEMENT QUESTIONNAIRE (MQ)
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E-mail address: 







Fax:  (617) 973-8798
To be completed by HRD for Agency Heads and their Direct Reports:

Date Received:  _______________________
Evaluation Date: _______________________

1.  POSITION SUMMARY
Briefly summarize what you do and describe how what you do contributes to your agency’s mission.

The Department of Telecommunications and Cable regulates the telecommunications and cable industries, which include major companies such as Verizon, AT&T, Comcast, RCN, Time Warner, and MCI.  These are major stakeholders with a vested interest in the regulatory decisions of the DTC.  The Director of Operations manages all ongoing operations of the Department and administers all policies and procedures of the Commonwealth, the Office of Consumer Affairs and Business Regulation, and the Department. The Director assists the Commissioner in determining and implementing agency operational and regulatory policy, in determining the operating procedures of the administrative staff, by completing specialized assignments, and by functioning as an enabling agent for the Commissioner to carry out his/her overall duties and responsibilities in meeting the agency’s mission.

 The Director develops and implements clear operating systems that result in the agency operating at the highest level of efficiency in the functional areas of Budget, Human Resources, Information Technology and Administration. As the primary liaison with OCA managers, the Director ensures compliance with policy, develops “Best Practices”, and implements corrective action when needed.  The Director writes all agency reports, which include the Annual Report, Report Card, Quarterly Reports, etc.  To assess performance, staffing needs and the ability to provide information efficiently, the Director reviews the tracking and metrics of each division.  The Director of Operations remains knowledgeable of industry standards and developments in order to develop and implement agency communications with external stakeholders and consumers through various channels, including the website and press inquiries.
2.  MAJOR RESPONSIBILITY AREAS

In the boxes below, in order of importance, (most important first) list brief statements which describe what you do.  In the right-hand column, list the percentage of your time spent on these tasks.  (Total percentage should equal 100%.)

What do you do?








Percentage of Time















1.  Budget-20%

Chief Fiscal Officer


•
Formulates preliminary spending budget priorities for review and approval of the Commissioner.  


•
Tracks and controls spending throughout the year.  


•
Handles assessments of regulated entities in the Telecommunications and Cable industries. 


•
Manages costs to meet or exceed budget expectations. Tracks performance to budget.


•
Ensures that the Agency complies with all applicable legal and compliance requirements.


2.  Human Resources-20%


•
Initiates and monitors all agency personnel actions, including the hiring process.  Ensures legal compliance with all actions.


•
Assesses the training needs of the employees of the agency to determine areas of need. Plans and implements training programs, including new employee orientation, to address these needs.


•
Conducts and coordinates training programs and seminars that are uniquely suited to DTC agency employees.  Develops and maintains a database of employee training history, including Diversity Training, Sexual Harassment, and Workplace Violence Prevention training, to ensure that the Governor’s and agency’s training goals are met.  Assists agency employees in developing and achieving career development goals.


•
Ensures that job descriptions and job classifications in each agency division accurately reflect employee job duties.  Initiates position reclassification process if appropriate.


•
Coordinates the department’s evaluation programs including EPRS and ACES to ensure that periodic milestones are met and job evaluations and the performance of each agency employee are reviewed in a timely manner.


•
Develops and implements action plans to maximize individual employee performance.  Consults OCA Human Resources staff as needed.


•
Develops and implements agency Affirmative Action and Diversity plans.  Reports quarterly on agency Diversity and Affirmative Action Plans progress and goal achievement.  Serves as agency Diversity and Civil Rights Officer.


•
 Develops and implements new division personnel policies in such areas as attendance, job performance, promotions, evaluations, EPRS, ACES and training needs.  


•
Coordinates agency labor/management relations. Serves as the agency liaison to the NAGE bargaining unit and ensures agency compliance with union contracts. Investigates and resolves disputes at the Step II grievance level. 

3. Information Technology-20%


•
Ensures appropriate and satisfactory systems are in place to so that each employee in each division has the technology tools needed to achieve the goals of the agency. 


•
Assesses the need for new or different technology to improve efficiency, reduce paper and reduce storage requirements.


•
Establishes a digital library to dramatically eliminate the need for extensive filing systems and paper archiving.


•
Develops new and improves existing databases to increase and improve responsiveness to consumers and all external stakeholders.


•
Maintains and improves the information, ease of use and quality of the DTC website.


•
Interfaces as needed with employees of the OCA Information Technology Department  to advance the agency’s I.T. system capabilities, including upgrades of hardware and software.
4. Administration-20%


•
Provides managerial oversight and supervision of the administrative support personnel assigned to each division within the department.  Directly supervises staff of 4.


•
Controls and manages all procurement, accounts payable and assessments for the agency.


•
Writes and updates the Continuity of Operations Plan (COOP) and Continuity of Government (COG) Plan for the agency. Oversees emergency planning, facility maintenance and security.


•
Ensures appropriate systems are in place for each division to achieve goals and monitor performance.  Communicates objectives and standards to management and all employees.


•
Initiates and assists the Commissioner by developing and recommending agency policies and procedures and the priorities for the agency.


•
Acts as keeper of the records; oversees the certifying and archiving of records, issuing the Department’s Orders of Notice and ensuring that all legal requirements are met when hearings are scheduled.  Maintains all records in accordance with applicable rules and laws.  Devises and implements plans for optimum conformance, records storage and destruction.  Works with Agency senior staff and directs subordinate staff in records management procedures.


•
Manages the Department’s case management system where all filings are docketed, distributed and filed.  Ensures that all cases are processed in accordance with the laws of the Commonwealth.  Maintains complete and accurate electronic copies of the records so that employees and the public can access them quickly and easily.  Distributes all decisions to legal and technical staff and all interested parties.
5.
External Relations-20%


•
Coordinates all legislative and media relations for the Department.  Interfaces as needed with the OCA Director of Media Relations.


•
Writes and publishes consumer advisories on topical issues on at least a quarterly basis.


•
Improves and streamlines information provided to all external stakeholders and consumers.


•
Represents the Department as needed both within the state and to the press, industry and consumers.  Communicates externally by giving speeches to various groups on topical agency issues.


•
Defines and implements communication strategy for the Department.  Plans, develops and implements community outreach initiatives.


•
Manages all internal and external communications including preparing, writing and designing communications for the Commissioner for use in meetings with industry leaders, direct reports, the legislature and other government leaders.


•
Monitors local media outlets for agency relevant articles and alerts key agency personnel. 


•
Performs other administrative duties, including special projects as assigned by the Commissioner..
3.  PRINCIPAL PROBLEMS AND CHALLENGES
Describe the most difficult or complex problems and the major challenges you face in performing your job.  Describe only those which are the most critical to fulfilling the major responsibilities noted in Section 2.  (Give specific examples).


•
Setting effective internal policies and systems while adhering to the provisions of the union contracts and correctly interpreting those contracts.


•
Completing assigned projects within schedule given limited staff resources.


•
Maintaining priorities and schedules in light of diverse and sometimes conflicting demands and unexpected changes.  Includes meeting publication and reporting deadlines.


•
Balancing the needs and wants of industry interest groups, the stakeholders, and the general public, the consumers, in making policy recommendations to the Commissioner.


•
Coordinating agency activities with the Office of Consumer Affairs over wide range of issues and decisions.


•
Developing and maintaining equitable evaluation techniques and opportunities for advancement for all employees.
4.   DECISION MAKING AUTHORITY
Please give examples of decisions you are expected to make,  recommendations you are expected to propose and decisions/recommendations that you delegate to your staff.

DECISIONS YOU MAKE

•
Addresses operational problems in order to provide effective leadership for the Department’s employees


•
Determines educational needs and the most effective training methods to address them.


•
Determines necessary policy changes or improvements regarding Budget, HR, IT and Administration.


•
Determines staffing needs and makes appropriate recommendations to the Commissioner.


•
Develops and implements new ways of recordkeeping and file storage so that information is easily accessible and useful and remains in compliance with our statutory requirements.


•
Develops strategic plan for, presentation and design of communications to all internal and external stakeholders.


•
Determines budget and spending priorities to achieve efficient management of our 
resources.

•
Manages all personnel issues for the Department, recommending action plan to 
address all individual issues and organizational needs.


•
Determines IT needs and prioritizes IT requests so that work is handled efficiently


•
Determines agency space needs and manages lease renewals with appropriate 
state agencies.


•
Determines performance metrics for each division of the agency


•
Sets agenda for biweekly senior staff meetings.


•
Coordinates the procurement of services needed by the agency within state 
guidelines


•
Hears, investigates, and resolves any and all complaints regarding services provided 
by the Consumer division.
RECOMMENDATIONS YOU PROPOSE 


•
Recommends changes in the organizational structure to the Commissioner to make 
the agency operate as effectively and efficiently as possible.


•
Determines staffing needs and makes appropriate recommendations.


•
Recommends new or revised operational policy and procedures , including the 
functional areas of  Accounting, Budget, Human Resources, Information Technology, and 
Communications to the Commissioner.


•
Recommends new ways of recordkeeping and file storage so that information is 
easily accessible and useful.
DECISIONS THAT YOU DELEGATE TO STAFF


•        Office administrative workflow for daily activities


•        The provision of administrative support to legal, competition and consumer 
divisions
5.   SUPERVISION EXERCISED
Please list the titles and functions of  your direct reporting staff.  List the number of employees in each of your reporting staff’s units.
Titles





Function



No. of Employees
Employees-6

Issues directions for the operation of the department that dovetail with agency goals and objectives.  Reviews the work of the Administrative Division on a daily basis to monitor productivity and responsiveness.  Coordinates ongoing and special projects to ensure that progress is documented on a weekly basis.  Works with the managers of the other divisions on special projects to set up meaningful metrics and performance for effective management and achievement of agency goals and objectives.

Program Manager-Responsible for the Commissioner’s calendar.  Oversees and tracks the collection of the Department’s revenue and assessments levied upon regulated industries.  Prepares reconciliation reports for OCA and drafts other annual reports required.  Maintains and tracks all cable compliance filings and annual statistical data.  Meets with vendors, and handles all office machinery and service.  Develops, analyzes and reviews all fiscal data collection methods for compliance.  Orders all office supplies, tracks inventory and spending.  Organizes all travel and related reimbursements for all Department personnel.  Handles the orientation and set-up for all new employees.

Compliance Officer III - Responsible for all Department correspondence, both email and letters to ensure accurate and responsive timeliness to legislators, consumers and industry.  Drafts consumer fact sheets and advisories on topical issues.  Reviews and improves website information to provide users with accurate and worthwhile information.

Administrative Assistant- responsible for all Department telephone calls, visitors and mail.  Processes all tariff and annual return fees and all Department revenue.  Handles all Department mass mailings.  Handles Department personnel timesheets.  Responds to inquiries from carriers regarding tariffs, registration, annual returns and compliance.  Assists the Department Secretary with filings as necessary.

Department Secretary- responsible for the proper management, preservation and accessibility of all records and filings of the Department.  Develops case tracking systems, prepares cases for administrative hearings and drafts related documents.  Serves as Department’s Municipal Liaison and responds to all Public Record Requests. 

Agency Interns (2) - Provides administrative backup for the agency, assists with mailings and research issues, and completes various projects as needed.


6.  DIRECTION, GUIDANCE AND SUPPORT RECEIVED
What is the nature of the direction, guidance and support which others in the organization provide you to ensure the achievement of your objectives?   What positions (other than your direct supervisor) functionally review the quality of work you perform and what is the nature of that review?

Reports directly to the Commissioner but administers daily and strategic operations independently.  Consults Commissioner as needed on policy decisions. Implements any recommended changes of operational working requirements when needed. Attends biweekly staff meetings held by the Commissioner, supplements the daily exchange of information and monitors the current status of divisional priority objectives.  Works closely with Division Directors, OCA and others in administering work objectives and ensuring legal compliance
7.  WORKING RELATIONSHIPS
List the titles of individuals, departments and organizations over which you have functional supervision , or, with which you have the most frequent contact.  Include contacts both inside and outside the agency.  Briefly describe the nature or purpose of these contacts.                               

Administrative Division- Serves as direct supervisor for 4 staff & 2 interns.

Commissioner of Telecommunications and Cable- recommends changes in policies and procedures; operational priorities.

DTC Division Directors- develops streamlined reporting systems, useful metrics, training needs addressing Budget, HR, Accounting, & IT issues.  

OCA- Serves as Department liaison on all matters in the Administrative Services Unit, including Budget, Accounting, Human Resources and Information Technology.
HRD-Serves as Department liaison for Training, policy, and all other HR matters.

ITD- Serves as Department liaison for Training, IT issues and website matters.

Comptroller’s office- ensures Department compliance with all fiscal policies and procedures.

Legislators and their staff - Reviews the tracking and metrics of each division.  Serves as Department representative by directly handling telecommunication or cable constituent matters and questions.

Press- Coordinates all telecommunication and cable press inquiries.

FCC/NTIA- 

Other state and federal agencies- conducts specific outreach as necessary on topical issues and responds to any and all inquiries on telecommunication and cable issues.
 Serves as Industry representative, handling inquiries on filings, reports, etc. from external stakeholders.
8.  SERVICE DELIVERY

 Please describe the nature of your contacts with clients, patients, inmates, residents, constituents or the general public.  Please describe the general physical and psycho-social condition of those individual for whom you provide services.

The incumbent deals with the Commissioner, senior managers of the DTC, support staff and employees of the Department, OCA, state training personnel, industry personnel, legislators and their staff, various vendors and building management.  Also hears, investigates, and resolves any and all consumer complaints regarding services provided by the Consumer Division.
9.  DIMENSIONS 

List all significant statistical data that will provide an indication of the size of the area upon which your position has impact.  Use annual figures for current fiscal year.

Annual Agency/Department Budget: 
$ 2.5M


FY: 2008
Annual Budget Dollars You Directly Manage: $ 2.5M
Explain: Responsible for Agency budget
Annual Budget Dollars You Indirectly Manage: $

Check block(s) and show total dollar amounts for each applicable category:

____
Flow Through Program Dollars: 
$

4.0B 
Dollars Regulated: $


Explain: 






Explain: The Department regulates telecommunications and cable industries in Massachusetts, which include major companies such as Verizon, AT&T, Comcast, RCN, Time Warner, etc.
____
Benefits Disbursed: $



____
Other: $


Explain: 






Explain:

10.  PREFERRED QUALIFICATIONS

A.  Knowledge, Skills and Abilities
Describe the critical and typical knowledge, skills and abilities you believe are necessary to perform this job at a minimally acceptable level of competence.


•
Knowledge of the principles and practices of management, planning, organizing, and research.


•
Knowledge of principles, practices and techniques of supervision, employee motivation, and personnel appraisal techniques.


•
Knowledge of principles of organizational behavior


•
Knowledge of  principles and practices of financial management and budgeting


•
Demonstrated skills in areas of process improvement and strategic planning


•
Demonstrated oral and written communication skills


•
Demonstrated skills in Microsoft Office Suite and software programs necessary to support the Department’s operations


•
Technical  skills to understand professional practices in regulating the telecommunications and cable industry


•
Ability to interact effectively with personnel at all levels of the organization, business leaders, legislators, other government officials.


•
Ability to plan, organize and manage the personnel, equipment and budgetary resources to achieve goals and objectives


•
Ability to motivate, train, and lead subordinates.


•
Ability to write clearly and concisely and develop ideas in a logical sequence


•
Ability to problem solve


•
Knowledge of procurement , fiscal, human resources and information technology polices and procedures of the Commonwealth preferred
B. Experience Necessary
If you were selecting a person to fill this position, what minimum background (experience and/or education) do you believe would be required?  Also list any special requirements such as licenses or certificates that incumbents would have to possess at the time of hire.

At least 7 years of full-time or equivalent part-time, supervisory or managerial experience in business administration, business management or public administration, of which at least 2 years must have been in a managerial capacity.  Bachelor’s degree in business, finance, public administration, or related field required; Master’s degree in business administration, public administration, or related field preferred.  The incumbent must possess excellent oral and written communication skills, strong analytical skills, the ability to manage multiple activities and projects simultaneously, and the ability to interact effectively with staff at all levels of the Division, the Directorate, and state government, as well as consumers and stakeholders of the regulated industry.  Prior supervisory experience in the public sector or within a regulatory environment preferred.
11.  ADDITIONAL INFORMATION
Briefly, explain any aspect of your position which you feel has not been adequately covered by the previous questions and which you feel is important in understanding your position (use additional paper if necessary).  Please attach any work products that you feel are particularly illustrative of your duties and responsibilities.

The Director of Operations needs to be available to all staff to answer their many and varied questions and needs.  He/She needs to be able to work on multiple projects at the same time while keeping the mission and goals of the agency in the forefront.  In addition, the incumbent must be able to work effectively and cooperatively as a liaison between the Department and the Office of Consumer Affairs while representing the agency to other state agencies, the press and the public.  The position carries pressure both from within and outside the agency and the incumbent should be able to handle pressure, multiple deadlines and projects and be able to move forward in a positive manner, be self-motivated and able to work independently.
12.  FOR SUPERVISOR

Are the employee’s statements in response to all questions complete and accurate?





_______YES


________NO

If no, please explain.

Supervisor’s signature:________________________________________________________

Date:  __________________________________



Human Resources Division – June 2003
