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	Role Profile




	Job Title
	Customer Services Advisor 

	Directorate or Region
	MENA
	Department/Country
	Customer Services/KSA

	Location of post
	
	Pay Band
	H

	Reports to
	Customer Service Manager
	Duration of job
	Indefinite

	Purpose of job:  
To consistently deliver the highest quality British Council Customer Experience in your role, as the first point of contact for all British Council enquiries and registration services. To demonstrate the attitudes, skills, behaviours and knowledge required by British Council customer service professionals and in accordance with British Council Customer Service Standards. To promote and cross sell British Council products and services.
Context and environment: 
The Customer Service Officer is based at the British Council (Jeddah-Riyadh-khobar)office within the Middle East and North Africa directorate. This is a very busy office which has been offering high quality teaching, examinations and a range of other educational and cultural services. The Customer Service Team is expected to meet a range of demanding Mystery Shopping, enquiries into sales and quality monitoring targets.  
The Customer Service Officer reports to the Customer Service Manager.  The Customer Service Team is made up of 8-9 Customer Service Officers and the Customer Service Manager. The team support the Customer Service, Country and Corporate Strategy of providing integrated services, increase number of satisfied customers and building relationships. 
Accountabilities, responsibilities and main duties: 
Service Delivery
· Respond to all enquiries in a positive and professional manner in accordance with the British Council Customer Service Standards and Policies, as outlined in the Customer Management Framework.
· Deliver Teaching Centre and Exams Department registration services and support efficiently and in accordance with Teaching and Exams Quality Standards, to help meet the English and Exams Team meet ambitious targets.  

· Be responsible for the quality of all first line enquiries such as face to face related to all British Council services, products, activities and events. In so doing to contribute positively to Mystery Shopping, Net Promoter Customer Effort Assessment and Scorecard results.
· In every customer interaction, identify, understand and meet customer’s needs and check that their needs have been met to ensure we meet our customer service and corporate targets as well as our brand promise. 

· To deal with ‘first level’ customer complaints and suggestions to agreed corporate standards.
· Using enquiry guidelines ensure that where appropriate enquiries and feedback are passed on to the relevant British Council person and department. 
· Refer to the Service Level Agreement to ensure they are clear on what is and what is not expected of them.

· Promote and cross sell British Council products and services in a professional manner.

· Perform duties in line with British Council Terms and Conditions of Service, Code of Conduct and Equal Opportunities and Diversity guidelines.

Continuous Professional Development
· Ensure compliance and full engagement to the corporate Performance Management process.

· Ensure you are up to date on all information relating to your job by asking for relevant written guidance, briefings, coaching, shadowing and training where appropriate through the Customer Service Manager and through relevant staff in all departments.
· Identify improvements you can make to your service delivery and with your line manager draw up deliverables and a development plan.

Passing on Customer Feedback
· Collect customer feedback through Customer Service questionnaires, Customer Comments and Net Promoter Scores and return to Customer Service Manager.

· Communicate examples of Customer Service Success Stories to the Customer Service Manager and KSA Customer Service Manager 

Administrative, Financial and IT duties
· Be responsible for daily and monthly cash handling and financial reconciliation in accordance with Essential Finance Policies and Standards.
· Ensure compliance with corporate and local cash handling procedures.
· Perform customer service related administration tasks in a timely manner to ensure smooth running of Customer Service operation 
· Use IT efficiently and in accordance with IT policies and standards
Key relationships:
 The Customer Services team represent the organisation to a wide range of our audiences, including individual teacher centre students (including adults, young learner and their parents) and examination candidates face to face. 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, qualifications etc

· Enquiries about partnerships or other relationships

In order to serve our external customers, Customer Service Officers work particularly closely with the Teaching Centre and Exams Department. Due to the nature of the role they also work closely with almost all departments in the office at some time. 
Other important features or requirements of the job 
The British Council is open to customers from 9:00 to 21:00 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. The post holder may be required on occasion to work outside the standard working hours and during the weekend. Any additional hours worked will be compensated through TOIL.


	Please specify any passport/visa and/or nationality requirement.
	Valid & transferable Iqama

	Please indicate if any security or legal checks are required 
for this role.
	Child Protection declaration
 Criminal Records Check
Reference checks


Person Specification
	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	· Connecting with others (more demanding)

· Working together (more demanding)

· Being accountable (essential)
· Making it happen (essential)
· Creating shared purpose (essential)

· Shaping the future (essential)

	
	Interview

Required for the role but not assessed during the interview.

	Skills and Knowledge
	· Communications (level 1)
· Computer Skills (level 1) and knowledge of database systems
· Marketing and Customer Services (Level 1)

· IT Skills (level 1)


	
	Short listing 
& Interview 

	Experience
	· Experience of Customer Service – One year minimum

	
	Short listing 
& Interview

	Qualifications
	· Ability to communicate well in spoken and written English and Arabic.
	
	Short listing and interview.


	Submitted by
	Samer Odeh,

KSA Customer Service Manager
	Date
	23/4/2014
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