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	Recruitment Information



	Job title
	Customer Services Assistant
	Department/location
	Customer Services (Egypt)

	Job type 

(full time; part time etc)
	Full time 
	Pay band
	Grade J 

Min salary 3673LE –

Max. 7120 LE

	Line manager
	Customer Service Officer
	Post-related allowances
	

	Start date
	August 2014

	Contact 
	Human Resources Officer – Reham Magdy

	Applications to
	Customer.services@britishcouncil.org.eg  

	Open To 
	Internal and External candidates 

	Start receiving application 
	17 July 2014

	Deadline
	3 August 2014 at 17:00 hrs

	Extra Information
	ONLY shortlisted candidates will be contacted.

Short listing will take place: Week of 3 August 2014
Interview will take place: Week of 17 August 2014
Results of the recruitment will take place 24 August 2014
Candidates will be tested for their English level to assess core grammar, vocabulary, reading, writing, speaking using several tests. 



	British Council policy is to offer candidates the minimum salary range.

Internal applicants 

A successful internal applicant would be offered the job based on his/ her current contractual terms.




Job Description




Ref no:
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	Role Profile




	Job Title
	Customer Service Assistant 

	Directorate or Region
	MENA
	Department/Country
	Customer Services - Egypt

	Location of post
	Cairo
	Pay Band
	J

	Reports to
	Customer Service Officer 
	Duration of job
	One year Fixed term 

	Purpose of job:  

To provide a professional and efficient integrated customer services on the full range of British Council’s activities and services and to meet Customer Service Excellence standards in all contacts with customers, be that through face to face or emails.
Context and environment: 
The customer services team consists of 

Head of Customer Services & Registration, one Customer Services & Registration Manager, one Finance & Administration Manager, four Customer Service Officers, fifteen Customer Service Assistants, and five Call Centre agents who are responsible to provide on daily basis first line support to the British Council customers. As the first point of contact for our customers (face-to-face, telephone or email) the team plays a vital role in maintaining customer relations and promoting the British Council’s activities and products. The Customer Services Assistant is mainly the first point of contact for our customers who walk in and/or email with requests and is responsible to attend to these enquiries and /or requests.

Accountabilities, responsibilities and main duties: 

All enquiries received in person or by mail/e-mail are dealt with in a friendly and professional manner. This includes Teaching Centre, Exams and UK education/information enquiries (face to face and email). All enquiries (written and oral) are responded to according to Customer Service Excellence standards and meet Teaching and Examinations Quality Standards (TQS & EQS)
1. Customer Service Delivery

To assist with the delivery of an integrated service to corporate standards which meets the needs of  internal and external customers to enable all departments to meet their agreed targets:

· Assisting in answering all types of first level enquiries relating to British Council activities in country.

· Assisting with dealing with second level (specific) enquiries or referring them to the appropriate person within the office who can deal with them.

2. Registration & Finance

· To register customers and to collect income received and transfer it accurately.

· Use relevant systems to maintain records on the system & complete daily reconciliations.

3. Back Office support
To carry out a range of back office tasks including post registration services, Campus/finance related tasks, supporting corporate client registration, data handling, support for delivery of events and maintenance for contacts and Call Centre platform. To assist with the day to day back office administration of the Teaching Centre and Exams departments as needed, co-ordinated by the Customer Services Manager and Officers including but not limited to:

· Deliver accurate and friendly registration services to Teaching Centre students and Examinations candidates to meet customer needs and to enable targets to be met

· Handling Exams and Teaching Centre back office tasks within the Service Levels Agreements agreed and according to Quality Standards and guidelines

· Attending to verification and stamping requests

· Inputting customer data on CAMPUS
· Contacting Teaching Centre and Exams customers to notify them of term/registration/exam date/venues, drop out surveys, waitlisted students

· Inputting data into Exams MIS sheets, ESOLCOMMS, Edexcel online registration.

· Attending to signage, Front Line news, Call Centre platform and alike in a timely manner 
· Requests for transfers and refunds are processed according to Teaching Centre & Examinations policy

· Corporate clients are preregistered and registered according to Teaching Centre policy 

· Call Centre and Contacts database are maintained accurate and up-to-date

· Ensure all materials and displays are always up to date and shelves are accurate appropriately classified, labelled, displayed and sign-posted in the Reception area
Key relationships: (include internal and external) 

Customer Services Manager, Registrar, Examination Services Manager, Deputy Teaching Centre Manager, Programs Manager, Programs Project Managers

Other internal BC staff 
BC Vendors

BC partners
BC customers

Other important features or requirements of the job 

Be prepared to work unsocial or varied hours in order to ensure high standards and appropriate customer service; flexible working hours.
The customer service operates 7 days a week, morning to evening. The job holder will be expected to work in some evenings according to schedule. The postholder will work on a 5 day week shift basis and is entitled to 2 days off, in some cases non consecutive days off. 

Shift Scheule is subject to change, and flexibility in adjusting hours of work is essential when there is an operational need to do so.



	Please specify any passport/visa and/or nationality requirement.
	Post holder must be entitled to work in Egypt

	Please indicate if any security or legal checks are required 
for this role.
	Criminal Check Records


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
Being accountable (more demanding)

Putting the needs of the team or British Council ahead of my own
Connecting with others: (essential)

Making regular opportunities to understand others better
	
	Interview 

	
	Shaping the future:(essential)

Looking for ways in which we can do things better
Creating shared purpose: (essential)

Communicating an engaging picture of how we can work together

	
	Required but not assessed in the recruitment process

	Skills and Knowledge
	Financial Skills:
Awareness of cash handling and payment system process and document standards
Awareness of the concept of reconciliation
Computer Skills 

Using Microsoft Outlook & Word (Level 1)

Using Microsoft Excel (Level 1)

Using Internet Explorer/Google Chrome (Level 1)

To understand and use the Council’s IT systems in an effective manner in compliance with IT security standards
Marketing & Customer Services Skills:

Understanding the British Council and its values. (Level 1)
Responding to customer needs (Level 1)

Building strong relationships which add value to the United Kingdom (Level 1)

Obtaining and evaluating feedback (Level 1)

Fluent English speaking and writing (level B2) 
Fluent Arabic speaking and writing
	Administration Skills
Using Microsoft Access & databases (Level 1)

	Short listing 
and Interview 
English will be tested



	Experience
	One year professional experience in dealing with customers face to face/ front line or Call Centre

	Experience with handling cash and currency-based transactions
	Short listing 
and/or Interview

	Qualifications
	University degree or equivalent 
	
	Short listing 


	Submitted by
	Nadia El-Hawary
	Date
	21 November 2013


The British Council is committed to a policy of equal opportunity and the development of positive policies to promote equal opportunity in employment. We believe that a diverse workforce gives added depth to our work.

Guidance on Preparing a Role Profile

(a) Job Description

Complete the job description section of the role profile

Purpose of job – What is the overall aim of the job?  Why does it exist? (One or two sentences are usually enough for this).

Context and Environment – what does the department do? Which region does the job sit in? Are there any particular challenges or attractions of the region or area?  Is it part of a team, if so how big is the team and where does the job fit?  Who does it report to? 

Accountabilities, Responsibilities and Main Duties  

Accountabilities - results for which the post holder is held accountable not necessarily tasks they perform themselves.  More senior roles often have more accountabilities as they deliver results through others.

Responsibilities – what actions or tasks is the job holder responsible for? e.g. management or administration of finances, managing people, delivering or contributing to organisational targets, delivering own or others work to agreed standards

Main Duties – the main specific duties that job holder has to do in order to meet the responsibilities e.g. project planning, budget planning, event co-ordination, teacher recruitment.  This is not meant to be an exhaustive list of all the tasks in a job, just the main ones. If there are one or two duties which form the major part of the job e.g. reconciliation of payments for a finance role it is helpful to indicate what percentage of the job these activities take up.

Key Relationships 

What people or organisations (internal and / or external) does the job holder have to interact with or influence and to what level?  For example an Events Co-ordinator might have to maintain relationships with venue providers and participants externally and managers and PAs internally. 

Other important features or requirements of the job – are there significant or unusual demands which are essential to the job e.g. unsocial / evening hours, international travel etc? Please be as specific as possible on these and only include those which are essential. 

(b) Person Specification 
Complete the person specification section. As part of the role profile, it is used for recruitment purposes only.  It sets out the selection criteria used for short listing and interview i.e. nature and level of the skill, knowledge and behaviour which will be assessed.  These criteria are classed as either essential or desirable.  Essential criteria are always used in assessment.  Desirable ones are used to enable selection for interview where more than five candidates meet the essential criteria.  Candidates who have declared a disability and who meet the essential criteria are always interviewed.

To increase opportunity while minimising bureaucracy and the amount of work for applicants and recruiting managers, no more than eight criteria should be listed as essential under the headings of behaviours, skills & knowledge and experience.  We recommend that a maximum of four desirable criteria can be added.

Behaviours – List all 6 Behaviours (link attached) and identify those – we suggest no more than four - which you propose to use as part of the selection criteria and specify the required level i.e. essential, more demanding or most demanding.  In the interest of minimising bureaucracy, please remember that you assess Behaviours at interview only, thus streamlining the application and short listing stage. 
Skills and Knowledge – Select required skills and level from the list of Generic Skills (link attached).  Guidance is no more than two - for example project and contract management, financial planning and management. Specify any additional knowledge requirement (this may be not always be applicable) for example, knowledge of employment law.

Experience – What is the minimum experience (work or otherwise) which is required or desirable for the job for example, leading a dispersed team, implementing a new system or policy, working in the public / private sector.

Qualifications - Please list the minimum qualifications or equivalent required for this role. Sometimes the "equivalent" could be practical experience or a local qualification or other similar accreditation.  Qualifications should only be listed as essential if absolutely necessary for the job.
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