Generic skills
1. Marketing and Customer Service

Definition

Putting customers (people whom we engage with internally or externally e.g. colleagues, clients etc.) at the centre of delivering focussed products and services at the right time, in the right place and in an appropriate way.

Understanding the British Council and its values
Level 1
Understands the British Council and works within the values 

· Who we are 

· Why we are here 

· What we want to achieve

Understanding potential markets/customers
Level 1
Provides input into basic administration of market research 

Recognises potential customers and actively promotes BC products and services to them
Understanding customer needs
Level 1
Is able to gather required customer and market information 

Applies knowledge of Data Protection and Freedom of Information standards

Responding to customer needs
Level 1
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
Level 1
Uses strong interpersonal skills to build effective rapport with customers 

Obtaining and evaluating feedback
Level 1
Actively and systematically collects feedback and data through a variety of means

2. Communications Skills
Definition

Communications skills are what make us effective in sharing ideas, thoughts, information and feelings with diverse internal and external audiences, often in cross-cultural situations, in order to develop two-way understanding between the audience and the communicator.

Reading and Writing Skills
Level 2 
Able to produce summaries of complex documents for a specific audience 

Writes business documents clearly and effectively using standard British Council formats where available (e.g. reports PowerPoint, web, etc.) 

Able to manage documents through several drafts with various contributors 

Reports disagreement with sensitivity and even-handedness 

Understands and applies plain English guidelines

Speaking and listening skills

Level 2 
Makes balanced and effective contribution in difficult situations e.g. conflicts between staff members 

Communicates ideas clearly, effectively, persuasively to an individual or a group 

Varies speaking style according to audience 

States different and/or critical opinions without causing offence 

Is aware of his/her own and others' body language 

Contributes to meetings effectively to ensure all parties can respond and/or participate 

Delivers presentations effectively 

Acts as a sounding board for colleagues 

Listens empathetically (paying attention to words, feelings and thoughts of the speaker, and responding appropriately)

Understanding purpose

Level 2 
Develops, implements and evaluates an effective communication strategy and plan 

Applies level 1 principles in complex communications to diverse audiences 

Demonstrates an understanding of the wider environment (cultural, political, social etc.) in which he/she is communicating
Understanding the audience 
Level 2 
Analyses the communication needs of new target audiences 

As appropriate, encourages and generates two-way communications with target audiences to increase mutual understanding and adapt communications as required

Understanding tools and media 
Level 2 
Is aware of and understands how to use a wide range and the right combination of communication tools as appropriate 

Understands the impact of different tools 

Evaluate effectiveness of communications

Knowledge Sharing

Level 2 
Demonstrates commitment to sharing information and knowledge with colleagues throughout the organisation 

Able to build appropriate networks 

Encourages others to share information and knowledge with one another

3. Computer skills

Definition

To understand and use the British Council's IT systems in an effective manner in compliance with IT security standards including the ability to describe and report issues/problems accurately to the IT helpdesk or appropriate personnel.

Using Outlook 
Level 2 
Use voting buttons on emails sent and received 

Manage distribution lists 

Manage own appointments and set reminders using the Calendar function. 

Set up own Calendar to allow at least read-only access to Calendar to a suitable set of colleagues. 

Check for colleague's availability using Calendar. 

Change views (reading pane, sorting, calendar, etc) 

Use tracking facilities 

Restore deleted items 

Create, organize and manage message folders 

Create and maintain contacts 

Add and remove toolbars

Using Word

Level 2 
Create, modify and format standard tables and borders 

Understand the principle of styles and how to modify them 

Create and modify drawing objects and diagrams (e.g. text boxes) 

Perform basic mail-merge facilities (within Word) 

Use hyperlinks and bookmarks 

Format and manipulate images in relation to text 

Use automatic numbering facilities. 

Update a Table of Contents 

Track and manage changes during editing and reviewing 

Add and remove toolbars

Using Excel 
Level 2 
Create and format graphs and charts 

Handle complex tables sorting data and repeating vertical/horizontal headings facilitating the consultation of the spreadsheet 

Create formulas using simple mathematical operators and functions 

Freeze, lock, hide spreadsheet ranges and format for printing 

Import and export data to other applications 

Add and remove toolbars

Using Databases 
Level 2 

Produce reports from tables and queries 

Retrieve and search for information using standard reports 

Perform more advanced queries using the built-in query tool to search data and produce reports

Using PowerPoint

Level 2 
Apply various slide show animated effects 

Create, edit Master slide templates 

Create a new template from scratch 

Create images and charts within (and between) presentations 

Demonstrate confidence in using the slide master, handout master and notes master 

Import and embed data from other applications including Word and Excel tables and hyperlinks 

Add and remove toolbars

Using Internet Explorer

Level 2 
Able to access and use the British Council intranet site 

Understands and complies with British Council security standards 

Refine searches using advanced searching mechanisms 

Evaluate search results, assessing authority, authenticity, currency of website content 

Understand copyright issues relating to using web material 

Save a web page as a file 
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