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	Role Profile



	Job Title
	Customer Services Executive

	Directorate or Region
	South Asia
	Department/Country
	LCC / India

	Location of post
	Chennai
	Pay Band
	Grade J

	Reports to
	Manager Customer Services (South India)

	Duration of job
	Indefinite

	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.
Context and environment: (e.g. dept description, region description, organogram) 
Customer services team being the first point of contact is responsible for projecting the British Council Brand to all customers who interact with us. Chennai customer services team has been the pioneer in the Country in forming an integrated Customer Services operation with clearly agreed service level agreements, systems and processes. In Chennai the team handles all the first level enquiries across sectors through all interfaces. Chennai Customer services team consist of 12 executives and 2 Managers who handle approximately 235,000 enquiries annually.
Accountabilities, responsibilities and main duties: 
(including people management and finance)
1. First point of contact for all British Council customers and respond politely and professionally to all first level enquiries  (55%)
· Adhere to corporate customer care and enquiry handling standards 

· Ensure Service Level Agreements with various teams are followed

· All calls are responded to within 3 rings as per call handling standards

· All email and postal enquiries are responded to within 48 hours, final response within 96 hours

· Front office waiting time not to exceed 10 minutes

2; To register or enrol customers  (30%)
· Registrations to be done as per the defined processes. Payments collected and reconciled accurately at the end of the day.

· Customers provide positive feedback during focus groups and are satisfied with the level of service received

· Meet defined local and global customer service standards
3. Provide administrative support to ensure the smooth running of the Customer Service function. (15%)
· Frequently Asked Questions (FAQ’s), Information knowledge bank and response templates are maintained and up to date
· Sufficient stock of promotional material is always available

· Enquiries are logged and statistics are maintained accurately
· High levels of positive interaction and information flow with and between various internal teams maintained and the knowledge base is proactively developed
· Contribution to team meetings with knowledge of customer expectations / behaviour and support implementation of action

Key relationships: (include internal and external) 

External Customers
Other Sector colleagues within Chennai

Colleagues from British Libraries in South India
Other important features or requirements of the job 
(e.g. travel, unsocial/evening hours, restrictions on employment etc)
· The post holder will be required to work in shifts and to a rota that will keep varying regularly.

· The centre will operate from 6.30am – 9.30 pm Monday to Saturday and 7.00 am – 7.30pm on Sundays.  Shift patterns will cover these opening hours.

· The post holder may be required to work extended hours or on an off day in case of contingencies.

· The post holder may be required to do job swaps for short periods with other internal teams to gain first hand knowledge and experience. Some travel may be required for Training purposes


	Please specify any passport/visa and/or nationality requirement.
	

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


Person Specification
	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Being Accountable 
(More demanding)

Putting the needs of the team or British Council ahead of my own
Working together 

(Essential)

Establishing a genuinely common goal with others
Making it Happen

(Essential)

Delivering clear results for the British Council


	
	Interview

	Skills and Knowledge
	Marketing and Customer Service

Level 1

Understanding customer needs: Able to gather required customer and market information. 

Responding to customer needs: Controls the interaction with the customer. Listens effectively and uses questioning skills to clarify customer needs. Delivers excellent service at all points of contact.

Building strong relationships which add value to the United Kingdom: Uses strong interpersonal skills to build effective rapport with customers. 
Obtaining and evaluating feedback: Actively and systematically collects feedback and data through a variety of means.
Communication Skills

Level 1

Reading and writing skills: Identifies the main points and ideas in different types of documents. Asks questions when he/she does not understand what he/she is reading or to clarify the issue. Writes clearly, in a style suited to purpose and with the needs of the reader in mind. Makes sure information is well organised and easy to use. Avoids jargon and explains acronyms and technical terms where the reader is unlikely to understand them. Avoids discriminatory language.

Listening and speaking skills:. Gives feedback honestly and constructively. Asks questions when he/she does not understand what is being said or to clarify the issue. Listens attentively, uses appropriate tone of voice and is polite.
Understanding purpose: Ensures communications are appropriate to purpose. Has a basic understanding of the cultural environment in which he/she is communicating.
Understanding audience: Identifies and understands the communications needs expectations and preferences of the audience he/she wants to communicate with. Adapts his/her approach for simple messaging to his/her audience. 

Knowledge sharing: Passes on information proactively and in a timely manner. Finds out where knowledge and information are held. Understands the importance of appropriate knowledge sharing. Understands and applies data protection principles.

Regional Language: Ability to communicate in at least one South Indian language
Computing Skills

Level 2

MS Word: Create, modify and format standard tables and borders, drawing objects and diagrams (e.g. text boxes). Perform basic mail-merge facilities (within Word). Use hyperlinks and bookmarks. 

MS Excel: Create and format graphs and charts. Create formulas using simple mathematical operators and functions. Import and export data to other applications. 
Power point: Apply various slide show animated effects. Create images and charts within (and between) presentations. Import and embed data from other applications including Word and Excel tables and hyperlinks.

Outlook: Able to use Outlook Calendar, Contacts and organise and manage message folders.

Databases: Produce reports from tables and queries. Retrieve and search for information using standard reports. 

Internet Explorer: Refine searches using advanced searching mechanisms. Evaluate search results, assessing authority, authenticity, currency of website content. Understand copyright issues relating to using web material.  

	Financial Planning & Management 

Level 1
Receipting Process: Awareness of the concept of reconciliation and ability to prepare a statement of expected income where required.
Payment Process : Awareness of payment system process and document standards, including travel and expenses, or where to locate the information.
	Short listing 
& Interview 

	Experience
	Minimum 1 year customer service experience preferably in the ‘service industry’ e.g. Hotels, Travel, Banking, Retail, ITES, etc.
	
	Short listing 


	Qualifications
	Graduate in any discipline
	
	Short listing
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