	
	Recruitment information



	Job title
	Customer Service/Examinations Assistant
	Department/location
	Abuja

	Job type 
	Full Time
	Pay band
	2

	Line manager
	Customer services manager
	Post-related allowances
	    Country-Appointed terms and conditions

	Start date
	Immediately

	Remuneration
	1,871,329.76 annual gross

	Applications to

(external candidates only)
	Jposts@ng.britishcouncil.org

	Deadline
	23rd June 2014

	Extra Information
	Only applicants shortlisted for interview will be contacted.  Applications received after the stated deadline will not be considered. Please apply using the materials on the website. 

We are unable to process applications that do not conform to the required format, and we will not accept Cvs.

Candidates with special needs should please ask us for this information in alternative formats.

The British Council is committed to a policy of equal opportunity and welcomes applicants from all sections of the community. We work to ensure that people are not unjustifiably discriminated against on the basis of age, disability, ethnicity, gender, religion or belief, sexual orientation or any other irrelevant grounds.  We guarantee an interview to disabled candidates who meet the essential criteria.

Filling the EOD form is optional.



	Before applying you must read the criteria on who can apply and how to apply.


Job Description
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	Role Profile




	Job Title
	Customer Service/Examinations Assistant 

	Directorate or Region
	SSA
	Department/Country
	Exams, Nigeria 

	Location of posts
	Abuja
	Pay Band
	2/J

	Reports to
	Exams Services Manager, Abuja
	Duration of job
	Indefinite

	Start date
	ASAP
	Contact
	Martin Akubue – Lagos


	Deadline
	23rd June 2014

	Purpose of job:  
To support the achievement of country plan objectives in Nigeria by delivering examinations administration support and customer services. To maintain them at the highest professional standards as set out in the British Council's EQS (Examination Quality Standards) and by the Examination Board Partners.

Context and environment: 
Customers and enquirers engage with the British Council Nigeria for a number of purposes with the majority being for examinations. Nigeria is the largest British Council exams business in the Sub Saharan Africa region. It administers exams in four subject areas: Schools, Professional/Vocational, and Educational on behalf of UK institutions and IELTS. In 2012-13 we will deliver roughly 70,000 exams to 25,000 candidates. The Nigeria team comprises 30 people, 16 are based mainly in Lagos with 8 in Abuja and 6 in Port Harcourt.
The SSA region delivers exams in over 20 countries from its offices in 16 of these countries. In 2012, we delivered a quarter of a million exams to over 100k candidates. Growth in the region is robust, but our challenges are many. Nevertheless, Exams teams are making solid gains in our 4 strategic priority areas, namely: improving business performance, improving quality, improving financial compliance and increasing impact.
The post holder will be part of a team of 8 in Abuja who administer the growing exams business ensuring quality and compliance as well as control of income and expenditure to deliver on target. This role will support the delivery of exams in Abuja in addition to assisting with customer services.
Accountabilities and responsibilities: 
(including people management and finance)
· As Examinations/Customer Service Assistant the post holder will be line managed by the Exams Services Manager.
· Reliability: to ensure examinations are delivered securely according to board requirements

· Quality: to deliver a high standard of customer service to our customers, schools and exams candidates. Performance is measured by our own Exams Quality Standards and the inspection visits from Cambridge International Exams and other examination boards.

· Finance: all British Council standards for managing finances are met with relation to managing Purchase Orders, reconciling income, managing contracts and procurement.

Main duties:
To provide services that support British Council examination candidates. 
Examinations Administration

· Providing administrative support in the delivery of examinations. This involves supporting colleagues in pre and post test/examination administration duties. This includes exams data entry, post despatch, assisting with session planning/implementation and examination invigilation.

· Supporting Exams Officers in venue staff monitoring and training.
· Conducting venue and school inspections.
· Supporting the wider British Council activities such as workshops, seminars and any other project related services in line with Exams Quality Standards (EQS)
Customer Service

· Complaints, comments and feedback are dealt with in accordance with corporate policy and the Exams Quality Standards. 

· All service registration procedures (e.g. Exams, Certification and other programme registration) are fully understood and implemented to agreed standards.
Information Knowledge Management

· Manage information created and received in compliance with the Council’s information management standards, policies, the UK Data Protection Principles and local legislation. 
Other Duties

· To assist with market testing of venues and other suppliers.

· Assisting with data collection for marketing purposes.

· To regularly attend staff meetings to both gain and impart knowledge about our customers, products and services

· To assist with any other duty examinations management deem necessary.

Key relationships: 
Internal: Abuja and Kano Exams Team, Country Exams Manager, Deputy Country Exams Manager

External: Venue Staff, IELTS Examiners, enquirers, examinations candidates, venue suppliers.
Other important features or requirements of the job 
(e.g. travel, unsocial/evening hours, restrictions on employment etc)
IELTS tests are usually held on Saturdays and Sundays and some early evenings. Professional and vocational examinations are also occasionally held on Saturdays. Rostered working on Saturdays, Sundays and some evenings is required. Travel to administer/monitor IELTS tests in centres outside of Abuja is required. Test deadlines are absolute; therefore, out of office hours working may be required to meet these deadlines. 
· We welcome expressions of interest from male applicants

· Applications are welcomed from applicants living in the local area

· Interviews are face- to-face and will be for one week only. 



	Please specify any passport/visa and/or nationality requirement.
	· Right of abode 
· Right to work in Nigeria

	Please indicate if any security or legal checks are required 
for this role.
	Successful candidate will have to satisfy British Council Child Protection check requirements. 


Person Specification
	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Working together (essential): 

Making it happen (essential): 

Being Accountable (essential)
	
	Interview only

	
	Creating shared purpose (essential)

Connecting with others (essential)

Shaping the future (essential)


	
	These behaviours will be needed to successfully carry out the role, but will not be assessed for recruitment purposes

	Skills and Knowledge
	Ability to use Microsoft Office Word and Excel. 

Ability to read and write in English at C1/IELTS 7.0/CAE level.
	Knowledge of the education and qualification systems in the UK and Nigeria.


	Short listing 


	Experience
	Dealing with customers and enquiries in a service environment and providing service within quality standards.
Working quickly and accurately to tight deadlines.
	Experience of administering examinations.

Experience of managing/supervising a group of people to achieve a specific purpose.
	Short listing 

Interview


	Qualifications
	Completed secondary education to ‘A’ level standard or equivalent.
	University degree in any subject.

BTEC Examinations Administration Level 1.
	Short listing


	Submitted by
	Martin Akubue
	Date
	1st November 2013
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