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	Role Profile




	Job Title
	Customer Service Adviser (male)

	Directorate or Region
	MENA
	Department/Country
	Jeddah office, Saudi Arabia

	Location of post
	Jeddah
	Pay Band
	H

	Reports to
	Customer Service Manager/Registrar
	Duration of job
	Indefinite

	Purpose of job:  
To project a professional image of British Council
To provide a high quality, welcoming and efficiently integrated enquiry and registration service for the full range of the British Council’s products and services.

To play a key role in the development of customer service excellence in Jeddah.
Context and environment: 
This is a frontline post based in British Council Men’s Teaching Centre Jeddah, dealing principally with male Teaching Centre and Exams customers. The post holder will join a team of Customer Service Advisers led by the Customer Service Manager/Registrar, Men’s Teaching Centre.  The Customer Service team is responsible for handling e-mail and occasional telephone enquiries as well as dealing with face to face customers. 
Accountabilities, responsibilities and main duties: 

In line with EO&D and other overarching corporate policies:
· To provide information for first level enquiries to external customers face-to-face, over the phone and by email, meeting enquiry handling standards defined corporately. To refer second level enquiries to the relevant department.

· To register Exams candidates and Teaching Centre students for a full range of products services.
· To collect course fee and exams income and be responsible for accurate reconciliation for all income collected.
· To ensure that all system and manual registrations are accurate. To ensure all data collection and input is accurate.

· To reconcile income on a daily basis to corporate finance standards
· To record statistics of enquiry handing for monthly and annual reporting. 

· To deal with ‘first level’ customer complaints and suggestions to agreed standards
· To ensure the front of house area and display materials are maintained to a suitable standard
Key Relationships: 
Internal

Teaching Centre Team (Registrar/CSM, TCM, DTCM, STs, Teachers), Exams team (Exams Services Manager), Support team (Premises staff, Security staff)

External 

All British Council customers

Other important features or requirements of the job 
(e.g. travel, unsocial/evening hours, restrictions on employment etc)
Depending on operational requirements the post holder will be required to work both early and late shifts during the full range of opening hours from 8.30 – 22.30.
Occasionally CSAs may be required to work out of the office to attend events in Jeddah


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


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

Criminal Records Check


Person Specification
	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Working Together (essential): 
Establishing a genuinely common goal with others

Making it Happen (essential): 
Delivering clear results for the British Council

Creating Shared Purpose (essential): Communicating an engaging picture of how we can work together
Being Accountable (essential): 

Delivering the best work in order to meet my commitments


	
	Interview

	
	Shaping the Future (essential): 

Looking for way in which we can do things better

Connecting with Others (more demanding): Actively appreciating the needs and concerns of myself and others


	
	Required for the role but not assessed during the application stage 

	Skills and Knowledge
	English Proficiency to IELTS level 6

Advanced level of written and spoken Arabic

Marketing and Customer Services 

(Level 1): 
Computer Skills 
(Level 1): 


	
	Short listing 
and Interview 

	Experience
	Proven experience in customer services and handling inquiries
	
	Short listing 
and/or Interview

	Qualifications
	
	First degree or equivalent
	


	Submitted by
	Julian Neale
	Date
	Nov 2013
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