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	Role Profile




	Job Title
	Call Centre Supervisor: Teaching and Exams, Saudi Arabia

	Directorate or Region
	MENA
	Department/Country
	Teaching and Exams 
Saudi Arabia

	Location of post
	Jeddah 
	Pay Band
	Local F

	Reports to
	Customer Service Manager KSA
	Duration of job
	12 months

	Purpose of job:  
To organise and oversee the final stages of the new Call Centre installation in the Jeddah branch ensuring that deadlines and agreed standards of work are met in order to see the project through on time and within agreed specifications. In addition, the postholder will lead on the recruitment and induction of a team of 5-7 telephone agents. As supervisor of this team of agents the postholder will establish agreed KPIs to reflect the business needs of the strategic business units across KSA. Timely reports will be produced for senior management to highlight performance against targets and ongoing training and support will be provided to the team of agents.
Context and environment: 
English Teaching and Examination Services are delivered from centres in Riyadh, Jeddah and Dammam and include English courses for the public and corporate clients, teacher training and a wide range of UK qualifications including IELTS, schools exams and professional qualifications.
As part of improving the quality of Customer Service provision in its three centres BC KSA is in the process of setting up an internal call centre in Jeddah, which will help the different business units to maximise their enquiries and business opportunities across the Kingdom. It is estimated that the call centre will deal with approximately 20-25,000 enquiries per month.
The Call Centre Supervisor will report directly to the new Customer Services Manager for KSA, but they will also work closely with the Teaching and Exams business unit leads and head of Marketing.
Accountabilities, responsibilities and main duties: 
· Act as key contact with the IT manager KSA and the external call centre solution provider to ensure implementation and roll out of call centre plan is followed through
· Deal with any daily issues arising from the call centre roll out
· Work with the different departments to agree on call centre messaging tree within agreed BC standards

· Ensure design, facilities and essential equipment are appropriate for call centre agents and 
that they meet H&S standards

· Lead on recruitment and induction of call centre agents
· Agree on sets of KPIs with relevant management teams

· Establish agreed language for agents to utilise in stages of calls

· Based on report data, design effective shift patterns to best meet the volume and nature of call enquiries

· Analyse call centre data and provide regular reports to call centre team and to internal stakeholders
· Monitor agents and design appropriate training and feedback opportunities on a regular basis

· Lead on call centre software utilisation to best fit with BC needs and report any deficiencies to the appropriate channels
· Work closely with CS to ensure information for callers is correct and relevant 

· Agree on complaint procedures and monitor agents performance against standards set

· Line manage the team of 5-7 agents in line with BC corporate standards

· Comply with HR policies and practices including all aspects of performance management, employment policies and recruitment practices 
· Ensure that own professional development and training is continued and that development plans for the team members are in place
Key relationships: (include internal and external) 

Internal:
· Customer Service Manager KSA, Teaching & Exams Management teams pan KSA
Local Exams Managers and local Customer Service leads in the different centres
IT Manager KSA and Marketing Manager KSA


External: 

· Regional Customer Service leads and call centre IT software support teams
Other important features or requirements of the job 
(e.g. travel, unsocial/evening hours, restrictions on employment etc)
· Different shift patterns over working week
· Occasional travel within KSA


	Please specify any passport/visa and/or nationality requirement.
	Appointment to post subject to successful visa approval from Ministry for a work permit. If resident of KSA- valid resident permit (Iqama) that is transferable.



	Please indicate if any security or legal checks are required 
for this role.
	Child Protection checks/declaration

Reference checks
Criminal Records Check


Person Specification

	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Being Accountable      
      

(More demanding)

I always meet my commitments and take personal responsibility for the results. I demonstrate resilience and determination. I hold myself and others responsible for delivering goals. 

. 
Making It Happen 
    

(More demanding)

I deliver excellent results, achieve challenging goals and develop myself and others. I do this by setting clear and demanding objectives to deliver what is required. I demonstrate standards of excellence and deliver value for money. I measure progress and adapt plans when necessary
Connecting with Others (More demanding)

I find common ground and build relationships to support British Council goals. I do this by building trust with others, by paying attention to their concerns and needs, and showing that I understand their interests. I achieve understanding and trust in a culturally sensitive way – whatever my role.

	
	Interview 

Interview

Interview



	
	Creating Shared Purpose

(More demanding)

I gain the active support of other people so they are fully engaged and motivated to contribute effectively. I do this by communicating our purpose in a way that others can understand and that achieves shared clarity. I help them understand the part they play, so that our aims are clear to all.

Working Together      
    

(More demanding)

I work towards common goals with others, sharing goals and resources to add more value. I establish effective ways of working together.
Shaping the Future    
      

(More demanding)  

I achieve better business, innovation and growth by using my professionalism, knowledge and expertise to create a clear focus on what I want to achieve.

I spot opportunities, plan appropriately and create innovative solutions that recognise ambiguity and deliver business benefit


	
	Required for the role but not assessed during application stage

Required for the role but not assessed during application stage
Required for the role but not assessed during application stage

	Skills and Knowledge
	· Marketing & customer service (Level 2)

· Project Management (Level 2)

· Communications skills (Level 2)

· Computer skills (Level 2)
· English language minimum IELTS 6.5 or equivalent 
· Native speaker level of written and spoken Arabic
Link to generic skill descriptors:
http://www.britishcouncil.org/generic_skills_pack.pdf

	
	Short listing 
and Interview 

	Experience
	Minimum 2-3 years’ experience running a call centre or supervising a substantial team of call centre agents
Project management experience – preferably within an IT or telecommunications environment

	
	Short listing 
and Interview

	Qualifications
	Degree-level qualification or equivalent experience

	Master’s level business qualification
	Short listing 
and Interview


	Submitted by
	Julian Neale
	Date
	Nov 6th 2013
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