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This research aims to explore the impact of effective communication skills on the job performance
of switchboard operators, who serve as the primary point of contact and the "voice™ of an
organization. Employing a descriptive-analytical approach, the study examines the concept and
elements of effective communication and the nature of the switchboard operator's role, while
analyzing the relationship between communication quality and task execution efficiency. The
results reveal a strong positive correlation between a switchboard operator's possession of
communication skills—such as active listening, vocal tone control, and emotional intelligence—

and higher job performance, increased caller satisfaction, and a reduction in administrative errors.

The study identifies a gap in existing training programs for this role, highlighting the need to
restructure qualification and continuous training initiatives. It recommends that organizations
adopt specialized training programs focusing on modern communication skills and stress
management, and provide a supportive work environment—both technical and psychological—
for switchboard operators; such measures would positively impact the organization's corporate

image and enhance its operational efficiency.
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