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	Role Type
	Pay Band
	Location
	Duration
	Reports to:

	Customer Services and Exams Assistant
	Contract (equivalent to Pay Band 2) 
	Armenia
	Fixed-term with the possibility to be renewed 
	ELT Manager

	

	[bookmark: _Role_purpose]Role purpose

	· To provide professional integrated customer service across all the British Council sectors and in line with the Customer Service Excellence standards.
· Assist the English and Exams teams with the sales and delivery of the British Council Armenia examinations and preparation courses in line with the Quality and Compliance Assessment (QCA)/exams bodies required standards.

	[bookmark: _Geopolitical/SBU/Function_overview:]About us 

	The British Council is the UK’s international organisation for cultural relations and educational opportunities. We create friendly knowledge and understanding between the people of the UK and other countries. We do this by making a positive contribution to the UK and the countries we work with – changing lives by creating opportunities, building connections and engendering trust.

We work with over 100 countries across the world in the fields of arts and culture, English language, education and civil society. Each year we reach over 20 million people face-to-face and more than 500 million people online, via broadcasts and publications. Founded in 1934, we are a UK charity governed by Royal Charter and a UK public body.
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		Country / Regional / SBU Strategy 

The British Council Armenia is part of the Wider Europe region of fifteen countries which borders the Middle East to the south, Asia to the east and EU Europe to the west. The region’s population, currently around 335 million, will be 2 billion people by 2050, with the majority living in an urban environment. 

In Armenia, we create friendly knowledge and understanding between the people of the UK and Armenia. We have more than 15 years of experience in Armenia. We work with local, UK and international partners.  We design and implement programmes, deliver donor funded contracts, offer advice and consultancy to governments, deliver training programmes, administer international exams, teach English and run English testing for organisations and institutions.

The country priorities include: 

Growth
· Increasing exams growth, ensuring income and surplus targets are achieved.
· Exploring computer-based testing capacity for IELTS and ACCA.
· Delivering country and regional business development campaigns.
· Supporting the smooth and effective administration of Global New Operating Model for Exams (GNOME) changes in Armenia.

Balance
· Developing a strong Exams and English team through the development of a sound Learning & Development (L&D) plan offering the right balance of skills, experience and knowledge.
· Reviewing and developing an integrated English & Exams (E&E) portfolio for greater business benefit in Armenia.  


Protect
· Better understanding the strengths and weaknesses of competitor offers and customer values in the Armenian markets.
· Researching the Aptis potential in Armenia and defining the segments.
· Enhancing Sales and Customer Management capacity and capability in Armenia. 




	Main opportunities/challenges for this role:

	Armenian English exams market is predominantly shared between IELTS and TOEFL. The competitive pressure from TOEFL is mostly due to the fact that most of the language centres are dominantly offering TOEFL preparation courses, and only recently the offer for IELTS preparation courses by other centres has started growing. Most of the education destinations and exchange programmes available in Armenia are to the US. European programmes and institutions mostly require either IELTS or local language tests. 

In addition, highly challenging circumstances such as the external political situation and the economic downturn negatively impact the IELTS business growth. 

The key priorities of the post:
· Maintain high quality standards of customer services at the British Council Armenia operation and introduce / advice on the possible improvements.
· Contribute to the implementation of high-quality standards of exams administration in line with QCA requirements. 
· Support the E&E team in the sales and delivery of examinations and relevant courses. 
· Coordinate the delivery of Aptis and distance learning tests in Armenia.
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	This is a key role for the office as it is the first point of contact with the British Council offices. The post holder needs to have strong customer service skills, excellent time management skills and create a good impression on our customers. 

Customer Services
· Answer the customers’ enquiries (e-mail, phone, face to face, social media and other) in a professional manner and in line with British Council Customer Service standards, the Global Customer Services Policy and Framework and brand guidelines. 
· Handle the complaints of the customers in an acceptable manner, in line with the Customer Service Excellence standards.
· Regular communication with the Armenia team to ensure that feedback from customers is taken into consideration for further action.
· Collect customer feedback by making clear notes on an enquiry/complaint, channeling them to relevant members of staff and ensuring the respond is given on time.
· Prepare a quarterly report of all enquiries by channel and theme.
· Assist with the registration processes for exams and English Preparation Course candidates (ensuring that relevant application process is completed and verifying that payment has been made), as well as with the post exams enquiries.
· Regularly communicate with the British Council Armenia team to ensure in depth-knowledge of the services, programmes and events offered through all programme areas in order to provide appropriate information to the customers on products and options.

Examinations and English Courses
· Prepare and handle relevant documents for the Exams, including processing exam papers in line with exam body/QCA/IELTS regulations and standards (unpacking, counting, logging, shredding materials securely).
· Carry out certain tasks on Exams systems (following up payments, overdue registrations, online application/documentation checks, result entry or confirmation, scanning for on-screen marking etc)
· Coordinate the organisation and delivery of Aptis tests.
· Organise the distance learning exams and dispatch of exams papers within the acceptable timeline of the specific examination board.
· Ensure confidentiality of exams papers, in accordance to the required standards.
· Follow the British Council processes and procedures for delivering high quality customer service in line with our standards.
· Assist the exams team with the scheduling of invigilators/examiners/markers and arrangement of double marking as appropriate through dedicated systems and offline. 
· Act as an assessor for the QCA self-assessment quarterly.
· Assist the Exams team with the organisation of mandatory trainings for the venue staff. 
· Coordinate the organisation of IELTS Preparation Courses and mock tests by arranging the registration and placement tests of interested candidates and the schedule of the teachers.

Financial and Administrative Support
· Arrange purchase orders and goods receipts in SAP on request and create vendors.
· Manage the incoming and outgoing mail of the office.
· Assist the English and Exams team with the travel arrangements of the guests (flight and hotel booking and transportation).
· Support the E&E team during presentations, events, exhibitions and promotional meetings.

Ensuring Compliance with internal policies
· Ensure that all aspects of the customer services activities and processes comply with the British Council codes of practice, regulations and policies including but not limited to our policies for Child Protection, Health & Safety, Equality Diversity and Inclusion, Data Management and Protection, and Environment. 

	Key Relationships:

	Internal
· Regional Sales and Customer Services team
· Armenia team
· Armenia leadership team

External
· Venue partners. 
· Examiners & examinations staff
· Partners, stakeholders and customers from examinations, qualifications, English language and other relevant sectors
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	Threshold requirements:
	Assessment stage

	Passport requirements/ Right to work in country
	Right to work in Armenia
	Shortlisting

	Direct contact or managing staff working with children?
	Yes

In line with our Child Protection agenda, the post-holder should obtain a Police Report within 3 months of securing this job.
	N/A

	Notes
	Unsocial hours may be required during events. 

Infrequent travel will be required.
	N/A

	Person Specification:
	Assessment stage

	Language requirements (DELETE IF NOT APPROPRIATE)

	Minimum / essential
	Desirable
	Assessment Stage

	· Fluent written and spoken English (minimum C1 level) proven by Aptis or an internationally recognized English test (IELTS or similar).
· Armenian - Native
	· Knowledge of Farsi
	Shortlisting

	Qualifications

	Minimum / essential
	Desirable
	Assessment Stage

	· Degree level qualification
	· Qualification in Sales or Customer Service
	Shortlisting

	Role Specific Knowledge & Experience

	Minimum / essential
	Desirable
	Assessment Stage

	· 2 years’ experience of customer services and / or sales in an international organisation. 
· Experience multi-tasking and managing different priorities at a time.
· Excellent written and oral communication skills.
· Flexibility in changing environments.
· Fluency in use of IT, digital platforms and social media.
· Experience of working with a diverse and dispersed team 
	· Knowledge of SAP

	Shortlisting AND interview

	British Council Core Skills
	Assessment Stage

	Communicating & influencing (Level 2) - 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. 

Planning and Organising (Level 1) - Able to plan own work over short timescales for routine or familiar tasks and processes.

Managing Finance and Resources (Level 1) - Uses resources efficiently in own role and complies with financial rules and procedures.

Using Technology (Level 1) - Able, with adjustments if necessary, to use office software and British Council systems to do the job and manage documents or processes.

Managing Risk (Level 1) – Demonstrates understanding of risk management policies and procedures and record of following them.
	Shortlisting AND Interview

	British Council Behaviours
	Assessment Stage

	Connecting with others (Essential)
Making regular opportunities to understand others better

Being accountable (Essential)
Delivering my best work in order to meet my commitments.

Making it happen (Essential)
Delivering clear results for the British Council

Working together (Essential)
Establishing a genuinely common goal with others
	Interview
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