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	Role Title

	Customer Services Assistant (Ushers And Markers).


	Role Information

	Role Type
	 Pay Band
	 Location
	 Duration
	 Reports to:

	Hourly paid 
	40 Per Hour
	Khobar 
	One year 
	CSM

	

	Role purpose

	To constantly deliver the highest quality British Council Customers 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 services professionals and in accordance with BC customer Services Standards.

	

	About us 

	The British Council is the UK’s international organisation for cultural relations and educational opportunities. We create friendly knowledge and understanding between the people of the UK and other countries. We do this by making a positive contribution to the UK and the countries we work with – changing lives by creating opportunities, building connections and engendering trust.

We work with over 100 countries across the world in the fields of arts and culture, English language, education and civil society. Each year we reach over 20 million people face-to-face and more than 500 million people online, via broadcasts and publications. Founded in 1934, we are a UK charity governed by Royal Charter and a UK public body.


	Geopolitical/SBU/Function overview:

	The Customer Service Assistant is based at the British Council Khobar 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 for more than 30 years. The Customer Service Team handles approximately 5,000 face to face enquiries per month and is expected to meet a range of demanding Mystery Shopping, Customer Effort Assessment, enquiries into sales and quality monitoring targets. The Customer Service Assistant reports to the Customer Services Manager.  

	Main opportunities/challenges for this role:

	· Understand customer’s journey and know how to facilitate it. 

· Deliver a consistent customer experience across all channels.
· Being exposed to wide range of customers with different backgrounds and cultures.

· Abiding by British Council policies and standards.

	Main Accountabilities:

	

	The Customer Service Assistant will act as British Council’s agent and is expected to provide top quality services to all customers, the main duties include:

· Meet and greet the customers.

· Guide customers during their journey in the office.

· Support customer services advisors when required – printing, distributing and sorting documents, keeping the office organized, making phone calls. 

· present basic information clearly and logically 
· Handing out and assisting customers in filling the required request forms for Teaching Center and Exams.

· Supervision and placement test marking during the teaching center registration periods.

· Ensure you are up to date on all information relating to your job by seeking for relevant written guidance, briefings, coaching, shadowing and training where appropriate through the Customer Services Manager and Customer Services Advisors. 
· Ability to deal with more complex enquiries

· Ability to deal with challenging circumstances in a pleasant but firm manner. 

· Ability to manage large groups of candidates / customers
· Respond to all basic enquiries for teaching center and exams in a positive and professional manner in accordance with the British Council Customer Service Standards and Policies, as outlined in the Customer Management Framework.
· Perform duties in line with British Council Terms and Conditions of Service, Code of Practice and Equal Opportunities and Diversity guidelines.



	Key Relationships:

	Internal

· Customer Services Advisors
· Teaching Centre Staff, Teachers, Senior teachers,

· Exams Officers

· BC Support Staff

External

· TC customers 

· Exam candidates 

· Schools representatives

	Role Requirements:

	Threshold requirements:
	Assessment stage

	Passport requirements/ Right to work in country
	KSA – Valid resident Permit (Iqama)
	Shortlisting

	Direct contact or managing staff working with children?
	Child Protection Declaration
	

	Notes
	 
	

	Person Specification:
	Assessment stage

	Language requirements (DELETE IF NOT APPROPRIATE)

	Minimum / essential
	Desirable
	Assessment Stage

	· Bilingual candidate: Ability to communicate well in spoken and written English and Arabic.
	
	Shortlisting

	Qualifications 

	Minimum / essential
	Desirable
	Assessment Stage

	· High School Diploma 
	
	Shortlisting

	Role Specific Knowledge & Experience

	Minimum / essential
	Desirable
	Assessment Stage

	· Previous experience in dealing with customers , facilitating exams and/or managing events 
	
	Shortlisting

	Role Specific Skills (if any)
	Assessment Stage

	· Punctual and reliable. PT Schedules and working hours are fixed and agreed in advance and it is essential to arrive on time. 

· Patience: As you deal with customers on a daily basis, be sure to stay patient and polite when they come to you stumped and frustrated. Be sure to take the time to figure out what the customers want.

· Easy & Accessible: We aim to be easily contactable. Customers must find our services easy to access and user-friendly.

· High Quality: Fully understand and exceed customers’ expectations. We are committed to achieving high-quality standards throughout the British Council. We value our customers and must go the extra mile to exceed their expectations.
	Shortlisting AND Interview

	British Council Core Skills
	Assessment Stage

	· Communicating and Influencing (level1). Displays good listening, writing and speaking skills, setting out logical arguments clearly and adapting language and form of communication to meet the needs of different people/audiences.
· Using Technology (level 1) Able, with adjustments if necessary, to use office software and British Council systems to do the job and manage documents or processes.
	Shortlisting AND Interview

	British Council Behaviours
	Assessment Stage

	Connecting with others (More Demanding)
Working Together (More Demanding)
Being Accountable (Essential)
Making it happen (Essential)
	Interview

	Prepared by: 
	 Date:

	Maali Besada, Customer Services Manager – Khobar 
	 26.7.2017
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