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  Role Profile


Job Description
	Job Title
	Customer Services Manager
	Directorate/Region
	MENA

	Location of post
	Oman
	Department
	Customer Services 

	Reports to
	DTCM Muscat
	Pay Band
	Local/Grade G

	Duration of job
	Fixed-term (two years)
	Salary/Allowances

(from January 2015)
	OMR 567/365 monthly


	Purpose of Job:
To ensure all British Council Oman customers and clients receive consistently high levels of customer service and to create and maintain a culture of customer service excellence.
Context and Environment: 

The British Council creates international opportunities for the people of the UK and other countries, and builds trust between them worldwide. We call this work cultural relations. 

The British Council has been operating in Oman since 1972 and employs about 60 local and expatriate staff. In 2013-14, we delivered 15,000 exams and provided English language and teacher training courses to more than 7,000 adult and young learner students. 

The post is based in Muscat and the Customer Services Manager leads a team of six Customer Service Advisors (CSA) who deal with course and exam registration, and handle face-to-face enquiries about the full range of British Council products, services and programmes. Handling of telephone enquiries has been outsourced to a UAE–based call centre since 1 December 2014.
The post holder reports to the Deputy Teaching Centre Manager, but is expected to work closely with a number of internal stakeholders.
Accountabilities, Responsibilities and Main Duties: 
Customer Care
· Ensure FOH staffing levels are appropriate for customer/business needs at all times
· Ensure CS staff have all the information they need to respond to customers enquiries
· Ensure systems and procedures are in place to manage the customer journey in line with agreed standards (Customer Service Framework/MENA) and customer expectations 

· Ensure delivery of frontline services meets all relevant Teaching and Examinations Quality Standards (TQS /EQS) and address any service issues promptly

· Respond to customer feedback and keep a record of action taken
· Share all relevant information about key performance indicators and market intelligence with business/programme leads
· Oversee the attestation service for UK education documents 
· Liaise with the Call Centre as the British Council’s main point of contact. Collect, analyse and act on key performance indicator (KPI) data to maintain agreed standards of service.
Finance and Control systems

· Ensure front line staff collect, record and hand over all revenue/ paymenst in line with essential finance processes and standards

· Ensure daily cash reconciliations are carried out in line with essential finance standards  
· Approve/release purchase orders (POs) on SAP as Operational Manager (OM) as required.
· Monitor the attestation budget, reconcile monthly attestation income reports on FABS and report to the Finance Manager

· Report data for Customer Services to the Scorecard Coordinator

Line Management

· Manage the recruitment and selection of  Customer Services and temporary staff in line with corporate standards

· Ensure all Customer Service and temporary staff understand their role(s) and the standards against which they are expected to perform

· Ensure all Customer Service staff receive the induction/training needed to perform effectively and a plan is in place to support the professional development of the team and individual team members

· Manage Customer Service staff leave, TOIL and overtime to minimise unnecessary cost and/or disruption to front of house services

· Address poor performance promptly and in line with BC standards and policies

Managing Customer Service Excellence and Business Growth 
· Review Customer Service team performance against British Council Customer Service Excellence standards (Mystery Shopping exercises, etc) and implement changes to maintain quality standards.
· Lead on local Customer Service initiatives designed to support progression towards Customer Service Excellence. 
· Liaise with UK and MENA Customer Service colleagues on the implementation of global and regional Customer Service initiatives.

Key Relationships: 

External: 

Teaching Centre students and parents, Exams candidates, Corporate Clients and Partner organisations
Internal:
Customer Services Staff, DTCM (Line Manager), Senior Management Team
Special requirements of the job: 

The post holder may occasionally be required to work late or at the weekend because the office is open Sunday to Thursday (08.00-19.30) and Saturdays (08.00-16.00). Customer Services staff work 37.5 hours over a 5-day week (Sunday-Thursday or Saturday-Wednesday). 


	Please specify any passport/visa and/or nationality requirement.
	Expatriate staff must be able to obtain the visa and health clearance required for work in Oman 

	Please indicate if any security or legal checks are required for this role.
	All appointments are subject to routine criminal record checks in line with our Child Protection policy


Person Specification

	
	Essential
	Desirable
	Assessed at

	Behaviours
	Working Together (More Demanding)
Creating Shared Purpose (More Demanding)
Making it Happen (Essential)
Being Accountable (Essential)

	
	Interview

	
	The following behaviours are required for the role, but will not be used for recruitment.

Shaping the Future (More Demanding) 
Connecting with Others (More Demanding) 

	
	

	Skills and Knowledge


	Marketing & Customer Services (Level 2)
Responding to customer needs and obtaining and evaluating feedback

Financial Planning & Management (Level 1)

Reconciliation, budget monitoring and receipts process 

Language Proficiency

Fluent Arabic (spoken and written)
CEF B2/Upper-Intermediate English or higher

Communication Skills (Level 2)
Listening, speaking, reading and writing

Computer Skills (Level 2)
Excellent command of Microsoft Office  software (Word, Excel, PowerPoint)

	
	Short listing & Interview 

Short listing & Interview 

Aptis Test 


	Experience


	Minimum two years’ experience of working in a  customer service role. 
Experience of cash collection, revenue management and/or reconciliation.

	Experience of customer services management
	Short listing & Interview

	Qualifications
	University Degree
	
	

	Submitted by
	Oliver Steel
	Date
	December 2014
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