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	Role Profile




	Job Title
	Customer Services Assistants – Algiers

	Directorate or Region
	MENA
	Department/Country
	Customer Services Algeria

	Location of post
	Algiers
	Pay Band
	J

	Reports to
	Customer Services Manager – Algiers
	Duration of job
	Indefinite

	Purpose of Job:
To provide professional customer service to all British Council customers through a range of mediums (face to face, email and phone). To work towards customer service excellence in Algiers acting as a key part of the local Customer Services Team.
Context and Environment:
The British Council Algeria has the pleasure in announcing the reestablishment of teaching centre operations in the country. In order to do this a lease has recently been signed for a beautiful garden villa in Algiers which is now undergoing renovations and due for opening in Autumn 2014. In addition, 14 locally engaged teachers have recently completed the CELTA and will join the teaching centre upon opening.

There is a high level of public interest in the opening of the new British Council Teaching Centre Algiers and many expressions of interest among ministry and corporate clients for English language training. There are also a range of exciting arts, open days and other events planned to celebrate the opening of the new teaching centre prior to term commencement.

The British Council Algeria also plays the leading role in ELT work in the country including a large scale programme in sending 500 scholars to the UK to undertake PhD studies and a range of initiatives in the basic and higher education sectors including policy dialogue, teacher training programmes countrywide and curriculum and resources development. 

The posts are based in Algiers and the post holder will deliver an integrated service to corporate standards which meets the needs of internal and external customers. Reporting to the Customer Services Manager, the Customer Services Assistants will work closely with all departments enabling them to meet their agreed targets.
Main Duties and Responsibilities: 
  In line with British Council’s Equal Opportunity & Diversity Policy and other overarching corporate            policies: 

Customer Services: To provide information to customers, face to face, over the telephone and by e-mail, as the first point of contact for enquiries. To provide the highest quality customer service standards in line with British Council quality standards, and to reply to customer enquiries with politeness, and in a calm and patient manner.

Registration & Finance: When there is an operational need, to register customers and to collect income received and transfer it accurately onto Finance and Business System (FABS) or other financial systems, to maintain records on the system and complete daily reconciliations 
Administrative support: To assist with the day to day back-office administration of the Teaching Centre as required. To 
Key Relationships: 
Internal: Teaching Staff, Projects, Call Centre, Marketing and Communications team; and Regional teams

External: Students, candidates, local and foreign universities, Partners, Corporate Clients and other customers
Special requirements of the job: 
Upon opening our working week will be Saturday to Thursday, 8am to 8pm in which Customer Service Assistants will work a 5 day week but may have a split shift and/or weekend and up to 4 evenings a week. Some unsocial hours (up to 10.30pm during busy registration periods), weekend work and travel may be required.
In the interim period prior to opening Customer Service Assistants are required to participate in a number of training, and marketing events including book fairs and other promotional activities. 



	Please specify any passport and/or nationality requirement
	Post holder must be eligible to work in Algeria.

	Please indicate if CRB checks are required
	Yes. In line with our Child Protection Policy, the post-holder is required to obtain a Police Report within 3 months of securing the position. 

Any other Security/Health Checks as per Algerian regulations


Person Specification

	Behaviours and skills
	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
Connecting with Others (essential): Actively appreciating the needs and concerns of myself and others
Being Accountable (essential): Delivering the best work in order to meet my commitments
	
	Interview

	
	Shaping the Future(essential):  

Looking for way in which we can do things better

Creating Shared Purpose (essential):  Communicating an engaging picture of how we can work together
	
	Required for the role but not assessed during the application stage 

	Skills and Knowledge


	Marketing and Customer Services 

(Level 1): Understanding of potential markets / customers

Computer Skills 
(Level 1): Good computer skills, use of MS office
Communications Skills

(Level 2): Good Level of written and spoken French
	English Proficiency - IELTS Level 6 


	Short listing & Interview 

	Experience


	Proven experience in customer services and handling enquiries and complaints

	Knowledge of finance and accounting 

Experience of handling cash
	Short listing & Interview

	Qualifications
	
	University Degree
	Short listing

	Submitted by


	Djamel Chabet Diss
	Date
	17 August 2014
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