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	Role Profile of 

Customer Excellence Assistant



	Job Title
	Customer Excellence Assistant

	Directorate or Region
	Wider Europe
	Department/Country
	Ukraine

	Location of post
	Kyiv
	Pay Band
	J

	Reports to
	Head Customer Excellence
	Duration of job
	indefinite

	Purpose of job:  Deliver high quality services to internal and external customers and clients by adhering to global customer service standards of excellence and secure excellent sales results in order to enable the Council to meet its sales targets.
Context and environment: 
The British Council is the United Kingdom’s international organisation for educational opportunities and cultural relations. We have been operating in Ukraine since 1992 and are present in three cities: Kyiv, Lviv and Odesa. We build engagement and trust for the UK through the exchange of knowledge and ideas between people worldwide.

BC Ukraine Customer Excellence Team (CET) is part of a wider Sales and Customer Management team and provides high quality customer services both to internal and external customers and is the first point of contact for all level enquiries. CET consists of 4 Customer Excellence Assistants, 1 Customer Excellence Coordinator, 1 TC administrative assistant and Head Sales and Customer Management .
The British Council is an equal opportunities and diversity employer, and the post-holder will play a role in ensuring that Equality, Diversity and Inclusion polices are consistently applied through the operation. 

The British Council has a fundamental duty of care of all children engaged in activities with us under our mandatory Child Protection Policy. All our employees must be familiar with and follow the Child Protection Code of Conduct. The British Council affirms the position that all children have the right to be protected from all forms of abuse as set out in article 19, UNCRC 1989.

Accountabilities, responsibilities and main duties:

1. Customer services and sales 
Deliver professional customer service to both internal and external customers at distinct areas of the customer excellence department:

· Front Desk 

· Call Centre 

Face to Face duties
- greet all prospects in a warm professional manner

- build rapport with the prospect in order to find out the objectives, needs and requirements 

- to proactively present accurate and relevant SPs (Selling Points) and USPs (Unique Selling Points) offered by British Council Ukraine

- to maximise opportunities for cross selling and up selling

- to delight the customer in terms of the experience and to help the customer to buy,
to close the sale/interaction , maximising enrolment
Telephone and E-mail enquiries
- to answer all calls with a polite and pleasant manner according to corporate telephone standards – call greeting, call handling and call closing
- to maximise conversion rates of enquiries to sales figures by communicating features and benefits of BC offers, convincing and persuading prospects to enrol

Customer Liaison and follow up
– to follow up with customers who test but do not place

– to revisit lapsed students via phone or e-mail to reintroduce them to our products
- know the reasons for student not registering or dropping out  
· Own customer feedbacks by making clear notes on an enquiry/complaint, channelling them to relevant members of staff and by ensuring the answer is given on time.

· To acquire and maintain an excellent level of the product knowledge at all times via webiste, proactive liaison with colleagues and product sessions if necessary.Observation of classes and “hands on” experience of the products is required.

2. Teaching Centre (TC) and Exams registrations 

3. Deliver registrations for Teaching Centre and Exams on a continuous basis and proactively cross-sell all relevant British Council services which customers may be interested in. 

4. Prepare and take responsibility for handling relevant documents to TC and Exams customers, such as invoices,Birth Certificates, information flyers and so on.
5. Ensure confidentiality and safety of documents and transactions

6. Assist in conducting placement testing and coordination of online registration for placement testing system.
7. Manage waiting lists, reservations and movements of TC customers

8. Collaboration relationship management 
Manage CRM system to support proactive cooperation with customers and increase conversion rates from enquiry to PT registration and from PT registration to course registration.

9. Other
· Perform role assigned in SAP system on request

· Respond and be responsible for delivery of Teaching Centre administrative tasks in the interest of operation, as formulated by the Teaching Centre administartion. Work in close co-operation with the TC administrative assistant and be prepared to take responsibility for the assisgned TC admistration tasks clearly listed in the document “CET staff duties”. 
10. Training and Development 

11. Personal development plans support performance and job satisfaction

12. Learning and development plans to be agreed with the Line Manager
13. All mandatory trainings are  passed within one month after joining BC and refreshed every three years
Key relationships: 
External and internal customers
BC Ukraine stakeholders
Other important features or requirements of the job:
Flexible working hours required to cover a shift pattern which includes Saturdays in accordance with the rotation schedule.
Rotation schedule consists of:

· 09:00 - 17:30 shift

· 11:30 - 20:00 shift
· 12:00 - 20:30 shift
· 10:00-18:30 Saturday



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


	Please indicate if any security or legal checks are required for this role.
	Reference, criminal and medical checks

Child Protection Declaration is signed at appointment


Person Specification
	
	Essential 
	Desirable 

	Assessment stage

	Behaviours 


	· Creating shared purpose – essential
· Connecting with others – more demanding

· Working together – more demanding

· Being accountable – more demanding

· Make it happen – essential

· Shaping the future – essential 


	
	Interview

Performance Management

	Skills and Knowledge


	· Service sales skills
· Fluent English (Level C1), Ukrainian and Russian

· Computer skills (Level 2)


	· Understanding potential markets/customers


	Short listing & Interview 

	Experience


	· Working with customers (via phone, face-to-face, correspondence)
	
	Short listing & Interview

	Qualifications


	· University degree

	
	Short listing
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	Olena Manziuk
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	25.02.2015


1 of 4                          


_1341027853.doc
[image: image1.png]@@ BRITISH
@®® COUNCIL







