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	Role Profile




	Job Title
	Customer Services Manager

	Directorate or Region
	MENA
	Department/Country
	Customer Services 

	Location of post
	Oman
	Pay Band
	G

	Reports to
	Deputy Teaching centre Manager 
	Duration of job
	Indefinite

	Purpose of Job:
To ensure consistently high levels of customer service to all British Council Oman clients and customers. To work towards customer service excellence across the Oman as part of the Management team.
Context and Environment: 

The British Council is the UK’s international organisation for cultural relationships working through English teaching, Examinations, Education and the Arts. The post is based in Muscat and manages a team of (currently 6) Customer Service Advisors to deliver integrated customer services which meet the needs of internal and external customers and are in line with British Council’s corporate standards and Equal Opportunity & Diversity Policy. Direct line management is by the Deputy Teaching Centre Manager, although the post holder needs to work closely with all stakeholders, particularly Examinations and Teaching Centre Teams, to enable them to meet their agreed targets. 

The Customer Service team handles the front office customers and is expected to meet a range of demanding mystery shopping, enquiries into sales, and quality monitoring targets. 

Accountabilities, Responsibilities and Main Duties: 
Customer Care

· Manage the customer journey to ensure that processes and procedures are in place to meet Teaching Quality Standards (TQS) and Examinations Quality Standards (EQS) & other audits related to IELTS and finance. Ensure that TQS and EQS standards are met and any problem areas are tackled as soon as they arise.

· Manage the provision of information to customers both onsite and offsite as required (eg at exhibitions), ensuring accurate and up-to-date information 
· Supervise the handling of customer enquiries, complaints and suggestions, ensuring appropriate follow up, responding to queries within two working days and maintaining accurate records of action taken.

· Manage the attestation services of UK education documents for as required 

· Liaise with Call Centre (outsourced) to maintain agreed standards of service, acting as main point of contact
· Oversee the provision of customer and market information to Teaching Centre and Examinations management by regular data gathering through questionnaires, focus groups and competitor analysis etc
· Manage the team to ensure appropriate staffing levels are maintained at the Front Office at all times in line with customer needs and operating hours.

· Manage and insure the quality and accuracy of service and information provided to customers.

· Insure the frequently monitoring of customer service team frontline and Call Centre to British Council customer management framework and MENA Customer service standards.

Finance and Control systems

· Oversee the accurate recording and handing over/storing of revenue by front office staff ensuring that reconciliation takes place to corporate finance  standards  
· Approve/release purchase orders (POs) on financial systems like SAP/FABS as Operational Manager (OM) role and within BC approval limits. 

· 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

· Lead on recruitment and selection of  Customer Services team by adopting recruitment practices which meet corporate standards
· Line management of the team, including training, coaching and mentoring ensuring that customer service staff have been appropriately briefed on BC procedures and receive the training required to allow them to successfully fulfil their duties; own professional development and training is continued and that development plans for the team members are in place
· Manage overtime of front end staff, Time in lieu (TOIL) and annual leave in line with financial control standards in order to minimise cost.

· Addressing any poor performance promptly and in line with BC standards and policies

Managing Customer Service Excellence and Business Growth 
· Review team performance against British Council Customer Service Excellence standards (including Mystery Shopping exercises, etc) and implement changes to maintain quality standards.
· Active participation in Customer Service Management Team to ensure progression towards Customer Service Excellence. Includes liaison with Call Centre management and analysis of Call Centre statistics.
· Refer to guidance from the MENA Regional Customer Management Lead and the UK Customer Management Team when planning. Report to Customer Management team on progress related to Customer Service tasks.

· Support business growth of Teaching Centre and Examinations department, monitor conversion rates and report to relevant departmental heads

Key Relationships: 

External: Students of Teaching Centre, parents of Young Learners, Examinations candidates, Corporate Clients and schools

Internal: Examinations Management, Teaching Centre Manager, Deputy Teaching Centre Manager, Senior Management Team, Marketing & Communications Manager and Resources Manager.
Special requirements of the job: 

Our normal opening hours are Sunday to Thursday, 8am to 7:30pm and Saturdays 8.00-4.00pm. The Customer Services Team work 37.5 hours over a 5-day week either from Sunday to Thursday or Saturday to Wednesday. This will regularly require some evening work and may occasionally require a split shift.


	Please specify any passport and/or nationality requirement
	Omani’s  only

	Please indicate if CRB checks are required
	N/A 

	Salary Scale 
	890 Omani Rials (including Basic Salary and all allowances)


Person Specification

	Behaviours and skills
	Essential
	Desirable
	Assessment stage

	Behaviours 


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

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

	
	Required for the role but not assessed during the application stage 

	Skills and Knowledge


	Marketing & Customer Services: Responding to Customer Needs & Obtaining & Evaluating Feedback: (Level 2)
Communications Skills: 

Reading and Writing; Speaking & Listening Skills (Level 2)
Computer Skills: 
Excellent command over MS office (word, excel, power point)

(Level 2)
Financial Planning & Management: 

Reconciliation, budget monitoring and receipts process (Level 1)

 
	English Proficiency - IELTS Level 7 

Basic Level of written and spoken Arabic

	Short listing & Interview 

In the event that short-listed candidates meet all requirements equally, preference will be given to Arabic speakers.
Required for the role but not assessed during the application stage

	Experience


	Experience in customer services management or at least 2 years experience in a similar position. 
Proven experience in cash collection  or managing revenue and/or reconciliation
	
	Short listing & Interview

	Qualifications
	Bachelor’s Degree 
	
	

	Submitted by


	
	Date
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