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	Role title

	Integrated Customer Services (ICS) Assistant


                       Ref: ICSA 05-19

	Role information

	Role Type
	 Pay Band
	 Location
	 Duration
	 Reports to:

	Part-time
	J 80% 
	Budapest, Hungary
	Fixed term (for 2 years) renewable
	Customer Services Coordinator

	

	Role purpose

	Integrated Customer Services Assistants deliver high quality front line enquiry and registration services for British Council Hungary activities, in line with Corporate Customer services standards and other internal requirements and procedures.

ICS Assistants are expected to manage enquiries (face to face, phone and email) and work with a range of systems (Teaching Centre Management System, Exam online registration systems, Access database) to ensure the smooth running of Exams registration and the Teaching Centre and contribute to an excellent customer experience.

	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.

	Geopolitical/SBU/Function overview

	British Council Hungary is part of the North-East cluster of countries within the EU Region. This is led by Poland and covers the three Baltic States and the three Central European countries – Czech Republic, Slovakia and Hungary. Teams in Hungary work closely with colleagues in Bratislava and Prague.
Budapest is a small operation, focussed on the teaching of English, delivery of UK qualifications and project work covering Education, Arts and Society. Approximately 18 contract staff, a further 20 freelance teachers and a large number of Exams freelance staff work out of Budapest and one regional post is based here. 


	Main opportunities/challenges for this role

	The job requires the ability to work successfully across the whole office, but a focus on Teaching Centre and Exams colleagues. There are peak periods for Teaching and Exams that cause pressure points for the ICS team and you need to be able to work with and support your colleagues within the ICS team.

	Main accountabilities

	· Respond to face-to-face, telephone and email enquiries accurately, promptly, to agreed customer service and equality/diversity standards and in line with the internal Customer service level agreement.

· Provide customers with accurate and up to date information on all British Council services in a courteous and helpful manner using all appropriate resources. 

· Be informed of and actively promote the services of all departments and comply fully with their objectives and procedures. 

· Register customers, collect and process fees for the Teaching Centre (using TCMS – Teaching Centre Management System.  Payments are made by card or bank transfer and there are no cash transactions.)

· Issue invoices and refunds when required using TCMS.
· Gather data regarding written, telephone and face to face enquiries.
· Creation of Purchase Orders when required on SAP.
· Accept and process online and offline correspondence accurately and swiftly. 

· Carry out a variety of Teaching Centre administrative tasks with the guidance of the teaching centre management team. 

· Direct members of the public to relevant departments when queries cannot be dealt with by the Integrated Customer Service Team.
· Ensure that confidential, internal documents and information are not disclosed to anyone other than their intended recipient/reader.
· Comply fully with British Council Data Protection policies and standards and Child Protection standards.
· Provide back office support to ensure smooth running of all customer services. 

· Attend/contribute to training sessions and meetings as required.
· Comply with British Council values and Corporate Performance Management standards and  procedures.


	Key relationships

	Internal: Customer Services Coordinator, ICS colleagues, Senior Teachers, Teachers, Exams colleagues
External: Teaching Centre and Exams customers

	Role requirements

	Threshold requirements:
	Assessment stage

	Passport requirements/ Right to work in country
	The post holder must have the right to live and work in Hungary.
	Shortlisting

	Direct contact or managing staff working with children?
	Yes

	N/A

	Notes
	The post holder will be required to provide an up-to-date criminal record check.
The post holder will need to be flexible about the schedule. Currently the post holder will be required to work Monday morning to mid-afternoon and from lunchtime Tuesday to Friday. The shift finishes at 1945 on Wednesday and Thursday. However flexibility is required to cover planned leave and peak periods. Any agreed overtime above 28 hours per week will be paid or given as time off in lieu.

The post holder will occasionally be required to work on Saturday at peak periods (4-6 times per year).
	

	Person Specification:
	Assessment stage

	Language requirements

	Essential
	Desirable
	Assessment Stage

	Excellent written and oral communication skills in English and Hungarian (Level C1).
	
	Shortlisting and Interview

	Qualifications

	Essential
	Desirable
	Assessment Stage

	Secondary school leaving certificate
	First degree or level equivalent.                 
	Shortlisting
Shortlisting

	Role Specific Knowledge & Experience

	Essential
	Desirable
	Assessment Stage

	Proven experience in customer service.

	Experience of working in the field of education.
	Shortlisting and interview
Shortlisting and interview

	Role Specific Skills 
	

	Essential
	               Desirable
	Assessment Stage

	Excellent administrative and organisational skills.
Proficient user of MS Windows Office applications, especially Excel.
	
	Interview

Interview

	British Council Core Skills
	Assessment Stage

	Planning and organizing (Level 1) – Is methodical. Able to plan own work over short timescales for routine or familiar tasks and processes.

Analysing Data and Problems (Level 1) – Is systematic. Breaks down problems into a list of tasks to be done and decides on an appropriate action.

Managing Finance and Resources (Level 1) – Uses resources efficiently. Uses resources in own role and complies with financial rules and procedures.
Using technology (Level 1) – Operates as a basic user of information systems, digital and office technology.
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) – Follows good practices. Demonstrates understanding of risk management policies and procedures and record of following them.
	Interview
Interview

Shortlisting and Interview
Shortlisting and Interview

Interview


	British Council Behaviours
	Assessment Stage

	Creating shared purpose: I gain the active support of other people so they are fully engaged and motivated to contribute effectively. I do this by communicating our purpose in a way that others can understand and that achieves shared clarity. I help them understand the part they play, so that our aims are clear to all. 

Essential level: Communicating an engaging picture of how we can work together.
Connecting with others: I find common ground and build relationships and connections to support British Council goals. I do this by building trust with others, by paying attention to their concerns and needs and showing that I understand their interests. I achieve understanding and trust in a culturally sensitive way – whatever my role.

Essential level: Making regular opportunities to understand others better.
Working together: Knowing that we will achieve more with other people than we can do separately, by sharing goals and resources to add more value, I work towards common goals with others. I do this by agreeing effective and respectful ways of sharing success. I generate mutual support, shared benefits and promote interdependence.
Essential level: Establishing a genuinely common goal with others. 

Being accountable: I show accountability and commitment to the British Council and I demonstrate resilience and determination. I hold myself and others responsible for delivering goals in line with the shared purpose of the British Council. I give and accept constructive feedback to maximize high performance and manage under-performance.
Essential level: delivering my best work in order to meet my commitments.
Making it happen: I deliver excellent results, achieve challenging goals and develop myself and others. I do this by setting clear and demanding objectives to deliver what is required. I stay focused on measurable outcomes, while building longer-term capability. I demonstrate standards of excellence and deliver value for money. I measure progress and adapt plans when necessary.
Essential level: Delivering clear results for the British Council.
Shaping the future: I achieve better business, innovation and growth by using my professionalism, knowledge and expertise to create a clear focus on what I want to achieve. I spot opportunities, plan appropriately and create innovative solutions that recognise ambiguity and deliver business benefit.
Essential level: Looking for ways in which we can do things better.
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Interview
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	Prepared by: 
	 Date:                     

	Krystine Joyce, Director English Hungary
	14 May 2019



´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´
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