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	Role Profile




	Job Title
	Call Centre Manager

	Directorate or Region
	MENA
	Department/Country
	Call Centre/KSA

	Location of post
	Jeddah
	Pay Band
	G

	Reports to
	Country Customer Service Manager
	Duration of job
	Indefinite

	Purpose of job:  
To ensure the highest quality British Council Customer Experience is delivered consistently by the Call Centre Team. To regularly evaluate the quality of service provided through customer feedback and to make improvements accordingly. To lead the team by demonstrating the attitudes, behaviours and knowledge required by Customer Service Professionals.
Context and environment: 
The Call Centre Managers will be based at the British Council Jeddah office as part of our broader Middle East and North Africa region. The British Council has been offering high quality teaching, examinations and a range of other educational and cultural services in KSA for more than 30 years. There are currently four BC offices in KSA- Jeddah, Al Khobar and two in Riyadh. The Call Centre Manager will lead a team of 7-8 agents who will be handling approximately 20-25,000 phone and email enquiries per month covering all the KSA offices. 

The post holder will set up a series of KPIs for the team to be measured against, and he/she will also lead the challenge of meeting a range of demanding Mystery Shopping and Customer Effort Assessment enquiries into sales and quality monitoring targets.  

Accountabilities, responsibilities and main duties: 

Operational Management 
· Day to Day running of BC KSA Call Centre.  
· Create a culture of continuous improvement in the Call Centre through the development, implementation and communication of a clear strategy.
· Manage the team to ensure appropriate staffing levels are maintained at Call Centre at all times in line with customer needs.
· Act as a central phone contact point for departments within the office to ensure British Council objectives are delivered effectively through the Call Centre team and regularly update the Service Level Agreement accordingly.
· Assist Teaching Centre and Exams department in adhering to Exams and Teaching Quality Standards and achieving targets by considering these requirements in the Customer Service Strategy and service improvement decisions.

· Use technical capabilities such as the phone software and call monitoring system to their full potential in serving BC customers.
· Compliance with all corporate polices.
Managing the Customer Experience

· Ensure the Call Centre team deliver the BC branded Customer Experience consistently and in accordance with British Council Corporate Customer Services Standards and Policies.
· Refer to guidance from the MENA Regional Customer Management Lead and the UK Customer Management Team when planning and report back to the Country Customer Service Manager on progress and change in these areas.

· Communicate the branded Customer Experience to the BC KSA as a whole.

Evaluating Service Performance and Continuous Service Improvement 
· Use the Customer Management Framework self assessment, the Customer Service Strategy and the Customer Service Management Toolkit to improve service quality. 
· Regularly evaluate the level of call centre being provided and use the results to implement improvements for BC customers. Evaluate through the following: Scorecard, Customer satisfaction questionnaires, Customer Comments, Net Promoter questionnaires, Mystery Shopping results, customer focus groups EQS and TQS results, Customer Effort Assessment results and conversations with customers. 

· Continuously improve the level of service by monitoring the quantity and quality of calls and email enquiries, registrations and conversion to sales rates. Use this data to inform ambitious targets in the Customer Service Strategy and Call Centre staff development initiatives.  
· Generate daily, weekly and monthly Calls and emails reports and analyse these reports and communicate it to the Country Customer Service Manager.

· Communicate improvements and success stories to Country Customer Service Manager and all staff.

· Ensure the Call Centre Agents are up to date on all information relating to their job by asking for/ providing relevant written guidance, information update briefings, induction, coaching, shadowing and training where appropriate.  Store the information updates safely on G drive and direct the team to the updated sites.
Finance

· As budget holder for Call Centre budget, take full responsibility for financial planning and monitoring the account in abidance with standards set out in Essential Finance.

· Ensure that budget is on target and report any deviance.

· Manage overtime, TOIL and annual leave in line with financial control standards and in order to minimise cost.
Managing the team

· Effectively lead, engage and line manage Call Centre Agents by providing regular and timely feedback on performance in compliance with all aspects of BC performance management as set out by HR policies.
· Recognise learning gaps and address these with training, coaching or shadowing and address performance issues quickly, effectively and in line with HR policy.
· Recruit for excellence in abidance with corporate recruitment standards and employment law. 

· Ensure the continual professional development of Call Centre Agents by putting development plans in place and offering quality and Call Centre specific induction, training and coaching required allowing them to fulfil their duties to the highest standards.
· Ensure that own professional development and training is continued.
· Collect and manage the timely collection of customer feedback from Call Centre Agents through Customer Service questionnaires, Scorecard, Customer Comments and Net Promoter Scores; collate and share with the Country Customer Service Manager and Marketing Manager.

· Ensure the smooth running of the Call Centre operation by managing the team and regularly reporting back to the Country Customer Service Manager. Schedule staffing by referring to Call Centre reports and distribute duties between staff.
· Evaluate and monitor the calls quality and listen to the Call Centre Agents and send the monthly call monitor results to the Country Customer Service Manager.

· Discuss the call monitor results on monthly basis with the Call Centre Agents.
Key relationships:  

The Call Centre team represent the organisation to a wide range of our audiences, including in excess of 15,000 individual teacher centre students (including adults, young learner and their parents) and more than 30,000 examination candidates each year face to face, as well as more than 25,000 enquiries by telephone or email each month. These enquiries cover a range of needs including:

· Information about our public, corporate, and Young Learner courses

· Information about our professional skills courses and workshops

· Information about the wide range of examinations we offer including IELTS, ESOL, professional education and school exams.

· Requests for information about certification of degrees and other qualifications

· Enquiries about partnerships or other relationships

· Booking students for the placement test

· Solving customers complains

This list is not exclusive but demonstrates that the range of internal relationships reflects the range of external ones. Key internal relationships include:

· Teaching Centre Managers and Country Examinations Manager

· Teaching Centre Academic Managers
· Examinations Services staff.
· Marketing Manager

· Head of Administration (for H&S and security guards team)

· Country Director and Director Programmes.
· The UK Customer Management Team and the Regional Customer Management Lead.
Other important features or requirements of the job 

The British Council is open to customers f2f from 09.00 to 20.00 from Sunday till Thursday. The Customer Service team work a range of shifts designed to meet customers’ needs within these times and within operational constraints. For this post it means that on occasion there will be hours worked outside the standard hours to meet operational need.


	Please specify any passport/visa and/or nationality requirement.
	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 
	1. Working together – more demanding

2. Creating shared purpose – more demanding
3. Making it happen – more demanding
4. Being Accountable – more demanding 
5. Connecting with others – more demanding 
6. Shaping the Future -essential

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

	Skills and Knowledge
	· Customer Service Skills (Level 2)
· Financial monitoring, reporting, financial forecasting and planning (level 2)
· Communication skills (Level 2)

· Computer Skills
	
	Short listing 
and/or Interview 

	Experience
	· 3 years customer relationship management experience.
· Proven experience of managing a team.

· Minimum of 2 yrs call centre
experience


	· Experience of managing a Call Centre.
	Short listing 
and/or Interview

	Qualifications
	· Ability to communicate very well in spoken and written English.
· Ability to operate in Spoken Arabic at proficiency level.

· University degree
	IELTS 6.0 and above.
	Short listing and/or interview


	Submitted by
	Julian Neale
	Date
	December 2013
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