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	Role Profile




Job Description



 
	Job Title
	Customer Services Officer 

	Strategic Business Unit
	Customer Services
	Location
	Jaffna, Sri Lanka, South Asia

	Reports to
	Assistant Manager Customer Services
	Pay Band
	Grade J

	Duration of job
	One-year fixed term contract

	PURPOSE OF JOB 
· To provide excellent customer service to all customers (internal and external) interested in the full range of activities offered by the British Council (including English Teaching, Examinations, Education UK, Library and cultural operations) in order to meet and exceed customers’ expectations and enable the British Council to meet its corporate objectives.

CONTEXT AND ENVIRONMENT 
The British Council

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.
Country Operations

British Council Sri Lanka is a vibrant operation delivering a high impact portfolio of projects. We have approximately 25,000 members in our library which is the largest membership in the British Council global network and run two of the largest British Council Teaching Centre and Exams operations in the world.  Our total staff strength is over 225 across three offices; Colombo, Kandy and Jaffna. Customer Service is core to delivering and supporting our services.
Unit details

Our centre in Jaffna opened in April 2014 in order to provide access to a full range of our products and services. The Jaffna office has a five-classroom Teaching Centre, a Library and an Exams operation. The office also delivers a variety of grant and partner-funded projects, largely led from Colombo.

The Teaching Centre in Jaffna currently has around 240 students registered for regular public courses – around half are Young Learners aged 6-15 and the other half are young adults, most of them under the age of 29. 

Young Learner student numbers remain stable throughout the year and most study from January through to the end of the year. The majority of adult students, on the other hand, come for one term only.

Jaffna library has approximately 6,000 books and 800 members.
ACCOUNTABILITIES, RESPONSIBILITIES AND MAIN DUTIES 
The role focuses on providing high-quality customer service for the teaching centre, library and exams operations.  The following provides examples of duties that may be assigned to the post-holder.
1.   Customer Service and Client Relations:
· Answers first level enquiries received in person, by mail, email or telephone on relevant aspects of the UK and the British Council’s activities in a friendly and professional manner, invoking the principles of TIE (Trust, Inspire and Easy) awards in line with Customer Service standards.
· Builds rapport with the prospective customer / client in order to find out their objectives, needs and requirements, and takes their interest forward.
· Gives accurate information on all services offered by the British Council and gives customers / clients the correct brochures, application and registration forms.
· Directs enquirers to appropriate websites and databases.

· Accurately records information about customer enquiries and visits

· All feedback and customer comments are passed on to the Assistant Manager Customer Services (AMCS) within one working day and recorded in writing.
· Cross-sells relevant British Council services and products and is pro-active in engaging visitors in the British Council’s activities and services.
2.   Teaching Centre Registration: 

· Registers / reserves / waitlists students in appropriate classes and details are entered on our systems accurately, in a professional and friendly manner.

· Maintains and updates waitlisted students’ lists, prepares mail merges, prepares and sends out letters, text messages and notices as and when requested. 
· Manages paper and online level checking and assists with consultations with potential students.
· Extracts students’ lists, coordinates with teachers to get name checks, formats the class lists to upload to the database and prints certificates.
· Prepares registration forms for events.
· Works extra hours during registration period as agreed with the AMCS.
· Evaluates the quality of products and services and measures customer feedback.

3. Exams operations:

· Registers exams candidates for the full range of our UK qualifications in a professional and friendly manner following procedures accurately and meeting CS standards.
· Supports the delivery of examination services / products to internal and external customers to defined quality standards, in order to meet customer needs, support the delivery of the In-Country Examinations Business Development Plan and to enable the British Council to meet its corporate objectives.

· Supports British Council EDI (Equality, Diversity and Inclusion) polices when administering examinations and accommodating candidates with special needs.
· Evaluates the quality of products and services and the levels of customer satisfaction; providing feedback to delivery / planning teams and to key stakeholders.
4. Library

· Registers new members in a professional and friendly manner.
· Evaluates the quality of products and services and measures customer feedback.
· Manages the range of library processes required to deliver the services as planned such as developing library collections; conducting annual user surveys; and conducting procurement and stock verification.
· Administers the library on a day-to-day basis by, for example, shelving all materials regularly and accurately according to Dewey decimal classification, spine labelling of items, processing new books according to numbers and deadlines and maintaining the periodical collection.

· Manages and assists in developing appropriate events and activities for library members in order to develop their reading, writing, speaking and listening skills in English. 
· Promotes the library’s services and events by, for example, amending publicity material, organising and carrying out promotional visits to schools and communicating to all customers. 
· Manages resources available in the library for delivery and achievement of agreed targets (equipment, systems and processes, including financial transactions). 

· Monitors and prepares financial, statistical and scorecard data for reporting. 

· Supports the Education team in Colombo, in delivering education products and services in Jaffna by delivering promotional activities, UCAS (Universities and Colleges Admissions Service) counselling and administration, student counselling, visa advice, UG/PG (Under Graduate and Post Graduate).
5.   Finance:
· Handles cash desk and receives payments for courses / placement tests / examination registrations / library memberships and other products / services.

· Delivers a range of financial services including payments, income reconciliation, raising and processing invoices, etc. on a daily basis as per audit and financial compliance requirements

· Issues receipts for all income received on the system and ensures compliance with audit and FCCF (Financial Control and Compliance Framework) standards. 
· Delivers a range of financial services including assisting AMCS with reconciliations, processing refunds, payments and invoices as per audit and FCCF requirements. 

· Reconciles payments on a daily basis with our systems in compliance with FCCF requirements. 

· Provides the required memo or report when unbalanced income clearing happens.

· Raises purchase orders, sends invoices to suppliers, checks and good receipts items on SAP as per FCCF requirements. 

· Prepares banking in absence of AMCS and hands over cash to bankers.
6.   Administrative Duties:
· Keeps all databases, records and information files up-to-date in line with requirements outlined by AMCS.
· Makes sure that relevant and correct information brochures and leaflets, of all our products / services are available at the desk and on display stands at all times.

· Proactively collaborates with colleagues to ensure information about British Council products and activities are understood.

· Prepares and displays event / term notices / classroom changes, etc. in a timely manner on all noticeboards and in classrooms. 
· Checks the Suggestion Box daily and passes on comments / ideas to AMCS.

· Assists and participates in the promotion of all products via mailshots, press advertising, banners, promotional visits, attendance at exhibitions, fairs and other education events. 

· Updates fast-track/web/design posters as required.
· Assists with collection of data for the Performance Scorecard.

· Orders promotional materials from Colombo teaching centre, exams and library teams and prepares material when required.

· Carries out, in line with objectives, specific projects and responsibilities given to each member of staff (E.g. product leadership or information management).

· As Duty Officer – (morning shift) – opens the building and makes sure that all the equipment is in order to carry out daily duties; (late shift) –makes sure that all the equipment is switched off and closes the building.  

· Orders stationery materials for Jaffna office following all procedures required from external suppliers.

· Liaises with photocopier vendors regarding payments, stationary and maintenance.

· Stores all documents (such as placement test papers and financial documents in keeping with BC data policy. 

· May include training to become a GTI Elevated User role to provide tech support for the Jaffna office.

All above accountabilities, duties and responsibilities should comply with standards and guidelines incorporated in the Global Policy Framework (e.g. Code of Conduct, Global Policy Statements, Child Protection (CP), Equality, Diversity and Inclusion (EDI), Information Knowledge Management (IKM), ICT standards (e.g. Acceptable Usage of IT standards).

KEY RELATIONSHIPS: (include internal and external) 
· External customers and clients.
· All internal teams, covering all British Council activities and functions in Jaffna, Kandy and Colombo (Teaching Centre, Exams, Library, Programme Delivery, Finance, HR, IT and  Facilities). 
OTHER IMPORTANT REQUIREMENTS OF THE JOB 
(e.g. travel, unsocial/evening hours, restrictions on employment etc.)
Customer Service in Jaffna operates on a five-day week (Wednesday to Sunday). 

· The post holder will be required to work a five day week and the two off-days are Monday and Tuesday. 

· We encourage work life balance.  However, occasionally the post holder may be required to work extra hours depending on the urgency of a task and during busy periods.



	Passport/visa and/or nationality requirement
	Sri Lankan citizen or in possession of a valid work visa to work in Sri Lanka

	Security or legal checks required for this role
	Under our Child Protection agenda, the post-holder is required to obtain a Police Report, Medical report, three reference checks and three forms of ID and original qualifications prior to appointment


Person Specification

	
	Essential 
	Desirable 
	Assessment stage

	Behaviours 
See The Behaviours Dictionary for details
	Behaviours assessed during interview stage of recruitment process

1. Working together (Level – essential)
2. Connecting with others (Level – essential)
3. Being accountable (Level – essential)
Behaviours not assessed during recruitment process
4. Making it happen (Level – essential)
5. Shaping the future (Level – essential)
6. Creating shared purpose (Level – essential)

	
	The position holder will be required to demonstrate all six behaviours, on the job. These will be assessed during year end performance evaluations.  

Behaviours to be assessed during the interview stage of recruitment are mentioned.

	Skills and Knowledge
See The Core Skills Dictionary for details
	· Communicating and influencing (Level 1)
Communicates clearly and effectively

Listens to others and expresses self clearly, with grammatical accuracy and awareness of a diverse audience in speaking and writing.
· Using technology (Level 1)
Operates as a basic user of information systems, digital and office technology

Able, with adjustments if necessary, to use office software and British Council systems to do the job and manage documents or processes.

	· Managing Finances and Resources (Level 1)
Uses resources efficiently

Uses resources efficiently in own role and complies with financial rules and procedures.
	Short listing and interview 

	Qualifications/ Experience
	· GCE Advance Level or equivalent 

· or at least three years’ relevant work experience plus GCE Ordinary Level
	· 1+ year’s working experience in customer service

· Institute of CS (ICS) and/or relevant qualification
	Short listing and interview

	Language proficiency


	· English - written and spoken
· Tamil - written and spoken 
	
	Interview and written test in English



	Submitted by
	Branch Manager Jaffna
	Signature and Date 
	March 2018

	Post-holder
	
	Signature and Date 
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