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Nothing in this job description restricts management’s right to assign or reassign duties and 

responsibilities to this job at any time. 

DUTIES  Serves as a Maintenance Service Representative in the Maintenance Engineering 

Division (Division) of the Engineering and Maintenance Department at Washington Dulles 

International Airport (IAD).  Acts as a point of contact (POC) for service/maintenance requests: 

receives, processes and follows up on service/maintenance work requests on behalf of the 

Engineering and Maintenance Department utilizing the Department’s Computerized 

Maintenance Management System (CMMS) and performs related work. 

 

--Receives, processes, and follows up work order requests: 

 

Staffs the work order desk; receives visitors with work order requests as well as radio and 

telephone and written or electronically submitted work order requests. Clarifies work 

requirements with requestor or another staff member in the Work Control Center and 

prepares or edits the request to ensure that it is clear and complete.  Logs requests in the 

CMMS.  Reviews logs from other shifts and identifies items that need work requests. 

 

Determines work request service priority; identifies general action(s) needed and appropriate 

service organization(s).  Assigns accounting functional codes, determines approval level, and 

obtains approval.  Enters information about the work, the requestor, the shop(s) assigned, and 

the projected completion date into the CMMS to produce the actual work order(s). Consults 

with other Work Control Center staff to ensure proper internal coordination, as necessary. 

 

Obtains final approval and routes the work order request to appropriate maintenance shop(s) 

and/or contractor(s) (e.g., the elevator maintenance contractor and on-site supervisor of 

contract custodial staff) for action.  In emergency or critical situations dispatches work order 

response staff by pager, radio, or telephone.  Tracks progress of high priority work orders; 

keeps the supervisor and requestors informed of status and actions taken. 

 

At the beginning of the morning shift, reviews work order requests received by trades 

personnel at the work order desk after normal hours and their data entry and checks the Work 

Order telephone for messages that may have been received during off duty hours.  Retrieves 

messages and enters work order information into CMMS; notifies maintenance shop(s) 

and/or service contractor(s) of work orders, as necessary. Enters any needed corrective and 

additional information into the CMMS.  Ensures that appropriate and timely action is taken 

to accomplish the requested work and to produce needed documentation.   

 

Assists users with CMMS data entry and information retrieval including advising the shops 

on the daily operation of the CMMS.  Updates existing records in CMMS.  Scans and saves 

various documents such as utility outages and creates and maintains documentation utilizing 

Microsoft Office tools such as Word, Excel, and Outlook.  Creates and electronically sends 

preventive maintenance (cyclical) work order reports to each shop or service contractor. 
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--Compiles work order activity; tracks and reports Division productivity; and produces standard 

and nonstandard reports for management and accounting purposes including the daily work order 

report.  Performs quality checks on all work order requests entered during normal shift. 

 

--Monitors the computerized monitoring system for the elevators, escalators, and moving 

walkways in the Terminal, Concourses, and tunnels.  Enters alarms into the CMMS system, 

dispatches the service contractor to the unit, and emails the COTR regarding the alarm. 

 

--Responds to the red alert phone calls.  Calls received on this line are initiated by Airport 

Operations and are notifications including (but not limited to) severe weather alerts, security 

breaches, automobile accidents, etc.  Documents calls in the CMMS and makes appropriate 

notifications. 

 

--Provides administrative/help desk support to the Airport community as well as other staff of the 

Maintenance Engineering Division.  Answers general phone calls, takes messages, handles 

routine inquiries, or directs callers to appropriate offices.  Uses computer to type and proofread 

correspondence and forms.  Maintains and files various documents.  Makes copies and sends and 

monitors the receipt of facsimiles.  Provides help desk support as necessary. 

 

--Communicates and interacts effectively with internal and external business contacts including, 

but not limited to, other members of the unit/team, other Airports Authority employees (such as 

managers, supervisors, professionals, and support staff), vendors/suppliers/tenants and 

concessionaires, airport users, and the general public. 

 

--Uses a computer and (a) modern office suite software for various applications such as, but not 

limited to, planning/scheduling, communicating (email), word processing, and data manipulation, 

(b) enterprise system/software, ERP (enterprise procurement-logistics system), for requisition 

items, inventory management, time and attendance, and other functions, and (c) specialty software 

such as CMMS to record contractor progress and document quality of finished work.  

 

-- Occasionally drives to various locations, airside and landside, to maintain awareness of 

facilities and to perform other functions. 

 

-- *Performs other duties as assigned.* 
 

Critical features of this job are described under the headings below. They may be subject to change 

through reasonable accommodation or otherwise. 

 

MINIMUM QUALIFICATIONS (MQs) 

 

To be rated qualified for this job, an applicant must meet all of the MQs listed below at the time 

of vacancy announcement closure. 

 

1. A high school diploma, a Certificate of General Educational Development (GED), or an 

equivalent combination of education, experience and training. 
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2. Four years of progressively responsible experience (post high school) to include: (a) 

experience using an order entry, a computer entry system, or an automated maintenance 

management system; (b) experience using knowledge of building maintenance trades (such 

as electrical, plumbing, and HVAC) to clarify work requests or prepare/edit work orders; and 

(c) experience in customer service indicating skill in dealing with customer issues, concerns, or 

questions (e.g., maintenance work requests) in a business oriented manner. 

 

Education and training beyond what is needed to satisfy MQ 1 above may be substituted for 

up to two of these four years of experience (MQ 2) on a week-to-week basis provided the 

education and training provide evidence of the knowledge, skills and abilities required by 

items 2(a) through 2(c). 

 
PREFERRED QUALIFICATIONS 

 

The qualifications listed below (if any) are preferred and may be considered in the selection 

process, but are not required to be rated qualified for this job. 

 

1. Previous experience as a maintenance dispatcher.  

 

KNOWLEDGE, SKILLS, ABILITIES, AND OTHER FACTORS (KSAOs) 

 

The following KSAOs are required for successful performance of this job and are a basis 

for rating and ranking applicants who are found to meet the MQs. Local, Federal, airport 

industry or Airports Authority specific bodies of knowledge listed below may be acquired 

on the job, typically; ability to rapidly acquire them is required at the time of vacancy 

announcement closure. 

 

1. Knowledge of the Department’s organization, functions, programs, policies, procedures, 

codes and terminology for maintaining Airport structures, grounds and equipment and 

operating/maintaining its utilities to clarify work requests, prepare/edit work orders, and 

perform similar, specialized maintenance management support functions.  This includes 

complete working knowledge of the building maintenance trades and the demarcation 

between Airports Authority and tenant responsibilities for maintenance as well as skill in 

clarifying work to be done. 

 

2. Knowledge of the Airport’s layout and location codes as well as radio communication 

procedures to expedite messages regarding maintenance activities to appropriate maintenance 

shop. 

 

3. Skill in using a computer and (a) modern office suite software (such as MS Office) to plan, 

schedule, communicate, word process, prepare and develop reports, and perform research 

(Internet use, as in searching for performance information and keeping up with technology);  

(b) enterprise systems/software for requisitioning, budgeting, and other functions; and (c) 

specialty systems/software used in the Department such as CMMS. 
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4. Skill in problem solving to select, organize, and logically process relevant information 

(verbal, numerical, or abstract) to solve a problem. This includes the ability to recognize 

subtle aspects of problems, identify relevant information, and make balanced 

recommendations and decisions. Examples include determining priorities for work orders and 

determining items needed to create and complete a work order request. 

 

5. Skill in oral communication to understand verbal information (including instructions, 

descriptions, and ideas) and to express such information verbally so that others will 

understand. This includes the ability to encourage oral communication by others. Examples 

include exchanging routine and non-routine operational and procedural information with co-

workers, and workers from other areas, and exchanging factual information with others 

concerning work orders. 

 

6. Skill in written communication to understand written information (including instructions, 

descriptions, and ideas) and to express such information in writing so that others will 

understand. Examples include reading maintenance schedules and work orders  and 

preparing, editing, and closing out clear, complete and concise work orders, reports and other 

factual documents. 

 

7. Interpersonal skills to interact effectively with business contacts in a businesslike, customer 

service-oriented manner. 

 

8. Ability to work in a team toward common unit goals and fully contribute to team efforts. 

 

RESPONSIBILITY  Is responsible for serving as duty POC (personally coordinating, 

expediting and monitoring action) for maintenance requests at IAD and performing a full range 

of nonstandard help desk assignments, including specialized maintenance management support 

work, in a moderately structured setting. 

 

Reports to the Supervisor, Maintenance Service Representatives (Supervisor).  Incumbent 

independently performs regular and recurring tasks in accordance with established procedures, 

applying different and unrelated methods and techniques.  Supervisor or higher level staff 

member assigns and typically provides brief instructions on non-routine work.   May adapt some 

types of guides to create new items, such as custom reports that require procedural or substantive 

knowledge to create.  Supervisor or higher level staff member is not always available for 

guidance and decisions; incumbent independently selects and applies guidelines (e.g., policies, 

procedures, priorities, chart of accounts, tenant contracts and leases, and other references) and 

uses practical judgment to resolve a variety of recurring problems. Work is subject to review in 

process and upon completion, in terms of quality, quantity, timeliness, customer service, 

teamwork, adherence to requirements, and other factors, including attainment of specified 

performance management goals and objectives.   

 

Guidelines include Work Control Center policies and procedures, policies and standards 

regarding the CMMS system, tenant contracts and leases, Supervisor’s priorities, software 

manuals, the chart of accounts, and such other references as contracting practices.  The 
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incumbent uses judgment to independently select and apply the most appropriate guide(s) and to 

resolve a variety of nonrecurring problems.   

 

EFFORT The work is primarily sedentary and typically requires light physical effort as in 

opening/closing file drawers, lifting and carrying files/building plans, etc. Incumbent may sit for 

extended periods while performing desk work; moves about to obtain or distribute work 

materials, meet with people, etc. Constantly uses a computer to review work requests, develop 

reports, and perform other tasks; operates other office equipment. Regularly exchanges 

information by telephone or 2-way radio.  Regularly reviews computer printouts and documents 

containing small print. Occasionally moves up to 15 pounds when storing office supplies. In 

driving, operates vehicle using judgment in consideration of weather, traffic and other factors. 

 

WORKING CONDITIONS   Works predominantly in an adequately lighted, ventilated and 

temperature controlled office setting.  May be subject to some job pressure from the press for 

routine, priority and emergency work requests or emergency situations.  May be subjected to 

complaints from airline managers and other officials who are dissatisfied with the service(s) and 

speed of service provided.  May be exposed to some adverse weather conditions and 

dust/grease/dirt when visiting field work sites. Wears hard hat and other personal protective 

equipment/clothing, as needed at a work site. 

 

OTHER SIGNIFICANT JOB ASPECTS  Is subject to working rotating shifts and to holdover 

or recall on a 24-hour basis for essential services and emergencies, such as snow removal duties. 


