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	Role Profile




	Job Title
	Customer Services Officer

	Region
	Sub Saharan Africa
	Country
	Ethiopia

	Location of post
	Addis Ababa
	Pay Band
	Country Appointed Grade 4/H

	Reports to
	Teaching Centre Resource Manager
	Duration of job
	Fixed Term 

	Add key facts about British Council Ethiopia

Purpose of job

 To contribute to the achievement of the customer services team in line with country strategy supporting implementation of projects through:

· Customer service excellence and monitoring and evaluation for various projects and programmes through physical and virtual support within British Council Ethiopia.

· To ensure that a consistently excellent level of care is provided to internal and external customers in line with British Council corporate standards

· Events and facilities work

Context and environment 

The Customer Services Officer is the first point of contact for many of our customers and is a crucial representative of the British Council’s values, standards and quality of service.

Accountabilities, responsibilities and main duties

The post holder will be accountable to Teaching Centre Resources Manager, for the successful delivery of specific customer services activities.

The post holder will be responsible for providing customer service and administration support to Marketing, Communications, Examinations, Teaching, Programmes and Resources teams in British Council Ethiopia.   

All duties will be in line with our Equal Opportunities & Diversity, Child Protection, Environmental  and other overarching corporate policies: 

Specific duties will include

Enquiry Handling: 

· Ensure a courteous and efficient first point of contact for external customers visiting Ethiopia office/country with customer expectations exceeded 
· Handle all online, telephone and face to face first level enquiries related to British Council activity in Ethiopia  

· Ensure successful registration of candidates wishing to enrol for UK examinations and English language training programmes 

· Collect, analyse & report on feedback received from customers according to agreed standards 

· Collect and ensure up to date knowledge of all British Council programmes

· Forwarding all 2nd level enquiries to relevant colleagues and ensure they are attended to within specified timelines

· Carrying out all front of house duties 

Managing contact channels :
· Act as the receiving point for all physical drop offs – letters to the office, job application forms, English and Exams application and registration documents and disperse various documents, letters & invitations from back office teams to contacts when required

· Ensure that cash and CPOs are collected, recorded and submitted to the finance department in accordance with financial standards and policy

· Receiving point for all physical drop offs – letters to the office, job application forms, English and Exams application and registration documents

· Ensure that cash and CPOs are collected, recorded and submitted to the finance department in accordance with financial standards and policy

· Recording accurate statistics on enquiries received and dealt with - 
· basic enquiries comprehensively handled according to regional and country customer service  standards

· Customer enquiries effectively tracked for follow through to completion

· Work as a member of a team of Customer Service Officers to ensure the front desk is covered during working hours 

· Develop a proactive approach to customer relationships by liaising effectively and frequently with customers and by ensuring effective and timely provision of service 

· Manage first level of complaints and be responsible for providing feedback within agreed timeframe

· Effective management of the British Council website and the social media pages according to agreed standards 

· Positively engage with customers, provide a professional level of service and tackle challenges and negative feedback to the agreed standards 

· Ensure customer feedback is discussed and escalated effectively
Product Assistant  - Events and visits

· Be available to carry out front-of-house duties at all BC managed events 
Reporting and Monitoring Evaluation

· Compile monthly statistics on customer flow on both walk-in, online and telephone customers and send report to the management team
· Ensure the front-of-house is functioning to the agreed service levels; making sure customers are served quickly for short enquiries, queues are managed and customers have a positive experience of British Council. 
· Ensure feedback is solicited from customers 
· Ensure all customer service points reflect brand and corporate values including intercultural and Equality, Diversity and Inclusion (EDI)  and child protection policies 
· Key risks identified are escalated to line manager same day

General support, including :

· Maintaining contacts databases

· Sending out exams, resources or programmes related communications 

· Provide administration assistance to Country Director when  required 

· Ensuring that all customer service activities are consistent with key Equality, Diversity and Inclusion principles
Key relationships
Internal

· Director British Council and Senior Management Team 

· Finance and Resources Team

· Department heads and cross-departmental colleagues 

· Regional Head of Customer Services

External

· Existing and potential corporate clients 

· Partner organisations

· Corporate contact points 

· Students and parents

Other important features or requirements of the job 

A willingness to develop and grow skills and experience through training, collaboration with colleagues and initiative.

Ensure safeguarding and guidelines are applied and upheld in line with standards and policy for the following areas:

· Child protection 

· Equal Opportunity and Diversity 

· Health and Safety

· Information Knowledge Management

Customer Service team work on a rota with hours extending beyond normal work hours in the evenings and on weekends. A system of TOIL (time off in lieu) is in place and would be agreed with the line manager in advance to maintain an adequate work-life balance. 

The post-holder may be required to travel abroad on British Council business and should therefore hold valid travel documents. 

	Please specify any passport/visa and/or nationality requirement.
	Right to live and work in Ethiopia 

	Please indicate if any security or legal checks are required 
for this role.
	Ethiopia police checks required for all in the employment of BC Ethiopia   


Person Specification

	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	· Creating shared purpose (Essential)
· Connecting with others (More demanding)
· Working together (Essential)
· Being accountable (More demanding)
· Making it happen (More demanding) 
· Shaping the future (Essential)
	
	· Interviewing

· Interviewing

· Interviewing



	Skills and Knowledge
	· Communicating and Influencing (Level 2)

· Planning and Organising (Level )

· Analysing Data and Problems (Level 1)

Using Technology (Level 1)

	
	· Shortlisting & interviewing

· Shortlisting 

· Shortlisting 



	Experience
	· 2 years’ work experience in customer service
	
	· Shortlisting & interviewing

 

	Qualifications
	
	· 1st degree in any discipline 


	· Shortlisting 
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