	[image: bc-stacked-2995]

	Role Title

	Head of Customer Service – Nigeria 

	[bookmark: _Role_profile_TEmplate][bookmark: _Role_Information]Role Information

	Role Type
	 Pay Band
	 Location
	 Duration
	 Reports to:

	Business Delivery
	 PB 7 
	Lagos, Nigeria
	 Indefinite

	Country Exams Manager / Director Operations

	Starting Salary:
	NGN  9,178,045.00

	[bookmark: _Role_purpose]Role purpose

	Ensure the highest quality British Council Customer Experience is delivered consistently across Nigeria. Regularly evaluate the quality of service provided through customer feedback, recommend and make improvements accordingly. Lead the Customer Services Team, demonstrating the values, behaviours and knowledge required by Customer Service Professionals.

	[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.


	[bookmark: _Main_opportunities/challenges_for]Internal Operating Context – Regional:

	By 2050 the population of Sub Saharan Africa will be 2 billion people, with the majority living in an urban environment. The region will have a middle class the size of Europe. 70% of the population is under the age of 25, and this demographic will grow at 15% year on year for the next 10 years. Generally the region is becoming more politically stable. There are on average 50 elections each year, many of which are more open and transparent than before. The majority of countries in SSA are developing economies. Gender inequality remains and life for women and girls on the continent remains challenging.

While economic growth is significant, it comes from a low base. Income per capita has doubled and foreign debt levels have halved since 2000. Aspirations to become middle income countries as written in national development plans in the next 10 years are optimistic. The World Bank longer view forecasts that ‘almost all’ African countries will be middle income by 2050. Across the region government priorities focus on economic growth, education and skills, and youth employment. The opportunity and challenge for prosperity and security is the population explosion, meeting aspirations of a youthful continent. Critical to this is improving the efficiency and effectiveness of the English and Exams businesses across the region.  Two major global change initiatives to increase the effectiveness of these operations will be implemented in SSA over the next 2-3 years.

	Internal Operating Context – Local:

	
Current:  
Nigeria is now officially the largest economy in Africa. It is also the most populous country with over 180 million citizens. The UK is its largest trading partner. Nigeria holds significant political power in the region and internationally and its society retains a positive attitude to the UK. Therefore, there continue to be major opportunities for the UK and British Council to build on our strong existing relationships with the Nigerian government, institutions and customers/audiences. However, there are complex and substantial risks to this work i.e. security and compliance.  

Nigeria is the British Council’s largest operation in sub-Saharan Africa with offices in 4 cities – Port Harcourt in the south, Kano in the north, Abuja the Federal capital and Lagos the commercial centre. We also have a number of project offices across the country. Our 200 staff work across a range of states delivering large scale contracts, partnership programmes, examinations, projects as well as services in Arts, Education & Society and English & Exams. We are already achieving substantial impact and income (current annual income is £27.2 million) and have plans to grow and develop our impact further. Partners and clients include government, public and private institutions, foundations, private sector organisations and civil society. We work closely with the wider UK mission including DFID and UKTI.  

Future:   
42% of Nigeria’s population is under 14. The government has recognised that its Vision 2020 must address the aspirations of this young population as part of its drive to achieve peace and prosperity. This has led to unprecedented interest and investment in Education, the Arts and good governance. This alignment with the UK’s priorities creates a growth environment for the British Council. To be successful in this, we need to build understanding with our UK stakeholders of Nigeria as an emerging economy with substantial commercial and development opportunities as well as the challenges they may be more familiar with. In this we will seek to integrate our approach with that of the wider UK mission. 

We intend to expand and scale up our existing programmes, contracts and services in the Arts, Education & Society, English & Examinations and develop offers to fill important gaps such as in Skills. We also intend to ensure that we have a good balance of partnership, customer services and client funded work across all these sectors. To do all this we need to create the right enabling environment. In addition to developing the professional and technical expertise of our staff, we need to support them to build their relationships within Nigeria, the region and the wider global network. This will ensure we develop as well as adopt and use best practice. We also need rigorous and compliant frameworks to support our work in areas such as finance, tax & status, security, procurement, compliance and quality management. We have new premises in Kano and have a major premises project under development in Abuja. However, there is still more work to be done, especially in Lagos and Port Harcourt to ensure our premises and technology support our brand reputation for integrity, innovation and professionalism.

Nigeria, a tier 1 country, has the largest project, programme and exams operations in Sub-Saharan Africa (SSA).  We operate from 4 main office locations – Lagos, Abuja, Port Harcourt and Kano. Individually, the Lagos and Abuja are the 1st and 3rd largest exam business by income in SSA respectively.  There are currently around 47 exams staff, with 11 based in Abuja and 1 in Kano, with plans to grow the number of staff over the next year in order to support ambitious growth targets for 2020.  
The Exams business in Nigeria has grown significantly in recent years.  In 2014/15 we delivered 90,000 examinations with turnover of over £7.0m.  In 2015/2016, income reached around £8.2m.  This financial year, the target is over £9.0m, and 2017/18 projections targeted at over £10m. 

Customer service, operational quality and compliance assurance are critical to the business.  Nigeria’s operating context means that risk management and contingency planning will be ongoing areas of focus. Developing flexible and appropriate delivery models will be critical in responding to the challenges of working across the country.  There are a number of initiatives underway to address these needs.  

The Customer Services team represent the organisation to a wide range of our audiences, including in excess of 50,000 examination candidates each year face to face, as well as more than 80,000 enquiries by e-mail or telephone annually. These enquiries cover a range of needs including:

• Information across examinations offers including IELTS (International English Language Test), Professional Education and school exams.
• Educational enquiries relating to study in the UK
• Requests for information about certification of degrees, qualifications etc.
• Enquiries about partnerships or other relationships
• Enquiries about British Council programmes and events in Nigeria.
The post holder will sit within the exams team and will have key responsibility for delivering quality services for our examinations business across Nigeria.  In addition, the post holder will have responsibility for looking across the British Council Nigeria business to ensure consistent customer service standards are developed and implemented across all departments.  This will also involve building working relationships with regional, UK and global colleagues.

The Customer Service team handles approx. 12, 500 enquiries per month and is expected to meet a range of demanding mystery shopping, enquiries into sales, and quality monitoring targets. 

The Head, Customer Service manages a team of 10 located in Lagos, Abuja, Port-Harcourt and Kano.  The role will report into the Exams department, with a dotted line relationship to the Operations department.

Main opportunities/challenges for this role

Manage the Customer Service operations across the four offices in Nigeria and offer support to business delivery teams in achieving the business objectives in an effective and efficient manner across all channels e.g. face to face, phone, email and digital. This role will need to create a holistic customer services strategy for Nigeria which would focus not only on an external facing diverse audience, but also on managing relationship with Exams teams and other key stakeholders with the Nigeria directorate, regional and corporate team. 

It will involve Operations management across entities which will include People, Process and Systems development and Quality assurance. The role will also involve blending Customer Service and Sales process in a manner which enriches customer experience and drives business outcomes.



	[bookmark: _Main_Accountabilities:]Main Accountabilities:

	
Strategy and Planning
· Create a culture of continuous improvement in Customer Services through the development, implementation and communication of a clear strategy that balances local and corporate requirements
· Play an ambassadorial role in developing a stronger ‘customer experience’ mindset and culture, ensuring that all stakeholders are consistent in their understanding of their contribution to the overall customer experience and business performance (revenue and surplus).
· Assist the English and Exams department in adhering to Quality, Compliance and Assessment (QCA)
· Refer to guidance from the SSA Regional Customer Management Lead and the UK Customer Management Team when planning and to report back to Nigeria teams on progress of these.
· Use the Customer Management Framework self-assessment, the Customer Service Strategy and the Customer Service Management Toolkit to improve service quality. 
· Develop fit for purpose Customer Service Strategy specifically for Nigeria that meets the requirements of stakeholders across Nigeria business.  
· Manage data collection for the purpose of understanding our customers and competitors and to provide an evidential basis for critical business decisions.

Team Leadership and Management
· Effectively lead, engage and line manage Customer Service Officers and Customer Service Assistants by providing regular and timely feedback on performance in compliance with all aspects of British Council performance management as set out by HR policies.
· Manage the team to ensure appropriate staffing levels are maintained at all times
· Recruit for excellence in accordance with corporate recruitment standards and employment law. 
· To contribute to Nigeria Exams team objectives and Senior Leadership Team (SLT) planning by attending and contributing to staff meetings. 
· To substitute for management team members, when applicable.

Service Delivery and Improvement
· Lead on the implementation of a customer service improvement plan for the Nigeria Directorate. 
· Manage internal stakeholder relations including implementation of Service Level Agreements with key departments, review and revision of these as appropriate. Agreed standards are met and stakeholders are kept up to date through regular reports and/or meetings. 
· Day to day running of British Council Customer Services in accordance to standards and policies.
· Map the Customer Journey, measuring the customer experience regularly to make improvements. 
· Regularly evaluate the level of customer service being provided through range of methods including Scorecard, customer satisfaction questionnaires, Customer Comments, Net Promoter questionnaires, Mystery Shopping results and customer focus groups.
· Continuously monitor the quantity and quality of calls, face to face and email enquiries, conversion to sales rates, missed calls and registrations.  Use this data to inform planning targets.
· Communicate improvements and success stories to customers and all staff. 
· Act as Complaints Manager for the country and ensures that the Complaints policy is adhered to consistently across Nigeria
· Continuously work towards moving enquiries to self-serve to improve customer experience and drive digital channel usage
· Report on Customer Service performance , enquiries and complaints data from offices in Nigeria and report on a quarterly basis to the Corporate Enquiries and Complaints Manager for the global reports
· Analysing and understanding complex customer services issues and provide timely management information to Nigeria Leadership team for business-planning, decision-making and/or the development of new or improved customer services policies and practices 
· To feedback customer insights and comments into the Exams, marketing communications and other relevant groups and advise on channels for maintaining and reaching new markets.

Staff Performance Management and Continuous Professional Development
· Recognise learning gaps and address these with training, coaching or shadowing and address performance issues quickly, effectively and in line with HR policy. 
· Ensure the continual professional development of staff by putting development plans in place and offering quality induction, training and coaching required 
· Ensure that own professional development and training is continued
· Manage overtime, time in lieu and annual leave in line with financial control standards 



	Key Relationships:

	This list is not exclusive but demonstrates that the range of internal relationships reflects the range of external ones.

Internal
Nigeria Senior Leadership Team, Examinations Managers, SBU leads, Examinations Services staff, Communications Team, The UK Customer Management Team and the Regional Customer Management Lead. 
External
Exams Board representatives in the UK and SSA region; Staff from DFID, FCO, Senior staff from educational institutions, Venue staff, Enquirers, Candidates, Global and regional SBU external stakeholders, CS peers in analogous organisations in Nigeria and worldwide, ICS.




	[bookmark: _Role_Requirements:]Role Requirements:

	Threshold requirements:
	Assessment stage

	Passport requirements/ Right to work in country
	Right to live and work in Nigeria
	Shortlisting

	Direct contact or managing staff working with children?
	Yes
	N/A

	Notes
	Travel to monitor CS provision and to lead CS training events in centres outside of Lagos is required; therefore, occasional out of hours working including overnight and weekend stays is required.

	Child Protection
	The British Council believes that all children have potential and that every child matters – everywhere in the world. 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.
Successful candidate will have to satisfy British Council Child Protection check requirements.

	Person Specification:
	Assessment stage

	Language requirements

	Minimum / essential
	Desirable
	Assessment Stage

	Fluency in written and spoken English 
· Shortlisted candidates will need to demonstrate that they meet the required standard through the IELTS test which will be administered as part of the recruitment and selection exercise
	
	Shortlisting and interview



	Qualifications

	Minimum / essential
	Desirable
	Assessment Stage

	Education to degree level or equivalent.
	A business-related degree. 

A qualification in Customer Service.
	Shortlisting

	Role Specific Knowledge & Experience

	Minimum / Essential
	Desirable
	Assessment Stage

	· Three year’s line management and leading a customer service or operations team to meet challenging targets.
· [bookmark: _GoBack]Experience of managing a call centre.
· Monitoring service to quality standards; devising and implementing improvements to these.
· Track record of working across departments to drive customer focused service improvements 
· Demonstrated experience managing relationships with external partners and stakeholders
	Experience in public sector, education or related services industry
Leading teams across dispersed offices
Experience in digital communication planning and execution
	Shortlisting and Interview

	British Council Core Skills

	Minimum / Essential
	Desirable
	Assessment Stage

	· Managing People (Level 3): 

Manages a team
Provides full line management to a team where all members are working in a similar area of expertise or business.  Scope includes planning, setting objectives, role modeling an inclusive culture, recruitment, development and performance management.

· Developing Business (Level 3): 

Develops viable business
Defines and develops products/programmes/services which deliver British Council goals on impact, income and surplus within a defined area of business that responds to market opportunities and aligns to wider corporate strategies.

· Using Technology (Level 3):
Identifies improvements
Identifies where new or improved technology could benefit business efficiency, the customer experience or market opportunities and makes evidence-based recommendations.

· Communicating and Influencing (Level 3): 

Is creative and adaptable in communications
Able to use a range of non-standard and creative approaches to inform, and persuade others, extending beyond logical argument to influence decisions and actions in a way which is inclusive and engaging.

· Managing Accounts and Partnerships (Level 3):
(Stakeholder Management)
Builds account teams
Identifies and deploys teams of Council staff whose attributes match the stakeholder/customer/partner’s needs, and adapting proposals to accommodate the needs of the other party.


· Analysing data and problems (Level 3):
Analyses patterns
Seeks out and examines a range of information to identify patterns, trends and options, to solve multifaceted and complex problems.

· Planning and Organising (Level 3):
Develops annual plans
Develops and reviews the implementation of annual plans for a work group or function, taking account of business and customer requirements and reconciling competing demands.

· Effective Presentation skills.
· Dealing with Conflict.
· Knowledge of the education and qualification systems in the UK and Nigeria.
	Shortlisting AND Interview

	British Council Behaviours
	Assessment Stage

	Working Together (MORE DEMANDING): Ensuring that others benefit as well as me. 

Making It Happen (MORE DEMANDING): Challenging myself and others to deliver and measure better results

Shaping the Future (MORE DEMANDING): Exploring ways in which we can add more value.
---------------------------------------------------------------------------------------
Creating Shared Purpose (MORE DEMANDING): Creating energy and clarity so that people want to work purposefully together.

Being Accountable (MOST DEMANDING): Showing real dedication to the long-term mission of the British Council or the team. 

Connecting With Others (MORE DEMANDING): Actively appreciating the needs and concerns of myself and others.
	Interview
------------------------------------
Required for the role but not assessed during the application stage

	Prepared by: 
	 Date:

	Country Examinations Manager
	 February 2018
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