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	Role Profile




	Job Title
	Customer Services Executive 

	Directorate or Region
	South Asia 
	Department/Country
	Customer Services / India 

	Location of post
	Chennai 
	Pay Band
	J

	Reports to
	Manager Customer Services
	Duration of job
	2 year fixed term contract

	Purpose of job:  
To deliver a high quality, welcoming and proactive enquiry and registration service for the full range of British Council events and activities. Our Customer Services offer enables us to stand out as a Cultural Relations organisation, building trust and creating opportunities.

Context and environment: (e.g. dept description, region description, organogram) 
South Asia Region The region is of high priority for the UK covering both high-growth economies (notably India, with a population of 1.2bn) and other countries important to the UK from a security perspective, principally Pakistan and Afghanistan.  The region comprises India, Pakistan, Bangladesh, Afghanistan, Sri Lanka, Iran (non-represented) and Nepal. Programme priority areas are English, where there is a need to develop a stronger product offer for teachers and learners; Higher Education (with large opportunities in market intelligence and knowledge transfer) and the Arts.

India:

The UK has challenging ambitions for its engagement with India in Education, English and the Arts and British Council India’s role is to help create the conditions which will lead to their achievement. 

Education: The UK’s ambition in higher education is to attract the best students from India and send students to India to strengthen future links. The aim is to significantly increase the institutional partnerships, in research, teaching and innovation, and support India’s reform agenda, including TNE and MOOC provision.  In Skills and VET, the UK’s ambition is to play a critical role in helping to skill 500m people.  The UK schools sector’s ambitions are to build cultural links and share best practice.  

English: The UK’s ambition is for all learners and English language trainers and teachers in India to have access to English language training, teaching, learning, and testing solutions and professional development opportunities from the UK.  We aim to significantly increase the number of UK-India institutional level partnerships and research collaborations (particularly in the fields of language of instruction, English skills for employability and CPD) which will support the Indian government in achieving its reform agenda.

Arts: The UK’s ambition in the arts is for strengthened collaboration and exchange between cultural institutions, leaders and professionals; to engage new audiences in the UK’s creativity and ideas leading to an enhanced appreciation of the UK’s cultural assets.

Our operations in the four main metro cities and through our centres in five further cities engage with over 2.5 million people a year. We aim to increase our reach to 3 million (including 1.5 million enquiries) by 2014.

We have three teaching centres in Delhi, Kolkata and Chennai. Our nine libraries and information services have a membership of more than 60,000, while our Exams business offers UK qualifications to more than 120,000 Indians wishing to enhance their English language, academic and professional skills.

We operate through centres in New Delhi, Chennai, Kolkata and Mumbai. In partnership with the Indian Council of Cultural Relations, we run five more centres in Ahmedabad, Bangalore, Chandigarh, Hyderabad, and Pune. India also hosts the British Council Management Services office in Noida, Uttar Pradesh, which provides finance and IT services for the global network.
The businesses are supported by Customer services (CS) team in each office.  The CS team in centre handles all first level enquiries across the full range of British Council products and services. We have an integrated customer services team that effectively responds to customer queries and facilitates registration for various units like Library, Teaching centre and Examinations. The CS team works collaboratively with CS staff across offices in India and sometimes with CS staff in South Asian countries through initiatives and awards. 

We ensure that our customers are delighted and inspired by our innovative and effective services at every step of their journey with us.

Accountabilities, responsibilities and main duties: 

Accountability 
· The position holder directly contributes to the customer service indicators like customer feedback and mystery shopping, customer effort assessment scores for the centre.
· To ensure that the British Council Customer Management Framework (CMF) & Mystery Shopping standards are met.
· Positive feedback is received from visitors and customers about query handling and registration service. 

· Ensure that service level agreement with various teams are met and Frequently Asked Questions (FAQ’s), Information knowledge bank and response templates are maintained and up to date

· High levels of positive interaction and information flow with and between various internal teams maintained and the knowledge base is proactively developed.
Responsibility 

· To handle all customer enquires as per the defined British Council standards and ensure that the interaction invokes trust and the enquirer feels inspired and finds it easy to do business with the British Council.

· Effective handling of customer complaints as per Customer Management Framework guidelines.   

· To share customer feedback appropriately with the Business unit / sector teams using the given information systems.

Main Duties 
· To provide a meet and greet service, welcoming all visitors, members and customers to the British Council in a friendly and professional manner and ensuring that they are directed to the appropriate person or place quickly and efficiently. 
· To respond politely and professionally to all first level (face-to-face) enquiries from visitors, members and customers, anticipating their needs and offering them proactive support, forwarding all second level enquiries promptly to the appropriate person for response. 
· To convert enquiries into sales by registering or enrolling customers for the appropriate British Council service or activity, offering them proactive support to facilitate the process. 

· All enquiries are logged and statistics are maintained accurately in CRM as per the Q-matic report. To involve in customer relationship developmental activities to enhance their experience from customer satisfaction to customer delight 

· To ensure that precise & accurate information is provided to the Contact centre team promptly. FAQ’s and standard responses to be kept up to date.
· Use corporate financial systems and processes appropriately as part of the job and on behalf of a team. To reconcile end of day revenue as per the prescribed financial process.
Key relationships: (include internal and external) 

Internal : 

a. Marketing and Operations teams of various business units like teaching centre, library and examinations 
b. Freelance staff working with various units 

c. Staff members across the entire office ( IT/ Finance/ Facilities/Events  ) across India 
d. India contact centre team 

External 

a. Enquirers who contact us through various channels to enquire about our services. 

b. Visitors, Stakeholders, High level contacts and delegates 

  c.  Services providers and vendors
Other important features or requirements of the job 
(e.g. travel, unsocial/evening hours, restrictions on employment etc)
The selected candidate will be required to work in shifts and will be required to take staggered offs. The centre is operational from 9 Am – 7 Pm Monday to Saturday. The centre will also be operational on Sundays.  

He/ She also will be required to work extended hours in case of a contingency or during registration weeks.  The job holder will be required to work on all service points namely meet & greet desk, reception, main switch board, and library. 
. 

	Please specify any passport/visa and/or nationality requirement.
	Post holder will need valid work permit to work in India.  

	Please indicate if any security or legal checks are required 
for this role.
	Reference Checks as per British Council India HR policy


Person Specification

	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Working together (Essential) : To achieve more with other people than working separately by sharing goals and resources to add more value and work towards common goals with others. 
Being accountable (Essential): To show accountability and commitment and demonstrate resilience and determination.

	
	Interview 

	
	Connecting with others (Essential) :

To find common ground and build relationships and connections to support British Council goals. To achieve understanding and trust in a culturally sensitive way

Making it happen (Essential): To achieve excellent results and achieve challenging goals.

Creating shared purpose – (Essential): Communicating an engaging picture of how we can work together
Shaping the future – (Essential): Looking for ways in which we can do things better

	
	These behaviours will be needed to successfully carry out the role, but will not be assessed for recruitment purposes

	Skills and Knowledge
	Communicating and Influencing – Level 2

Relates communications to circumstances

Displays good listening, writing and speaking skills, setting out logical arguments clearly and adapting language and form of communication to meet the needs of different people/audiences.
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 Finance and resources - Level 2

Uses financial systems and processes

Uses corporate financial systems and processes appropriately as part of the job and on behalf of a team.

Planning and Organising – Level 1

Is methodical

Able to plan own work over short timescales for routine or familiar tasks and processes.
	
	Interview and shortlisting


	Experience
	Minimum one year experience in Customer Service in service industry 
	
	Short listing 
& Interview

	Qualifications
	Graduate in any Discipline
	
	Short listing


	Submitted by
	Manager Customer Services
	Date
	30/03/2015
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