
	

	Job Description






	
Job Title
	
Operations Manager, Customer Management & Finance/Admin

	
Directorate or Region
	
E. Asia
	
Department
	
Thailand

	
Location of post
	
Thailand
	Pay Band/Salary range
	
G

	
Reports to
	
Head, Sales & Customer Management
	
Contract type
	Indefinite


	
Purpose of Job: 

· To work closely with the Head, Sales & Customer Management to develop and execute Customer Management strategies for the main centre. 
· To build and lead Customer Management and Finance/Admin teams that are highly motivated to deliver KPIs and first-class customer care to all our new and existing customers for English courses and Exams
· To monitor and improve service standards across all activities.
· To proactively engage with internal stakeholders to ensure KPIs and business needs are met.


Context and Environment (e.g. dept description, region description, organogram): 

Thailand is part of the East Asia region. The Thailand Teaching Centre is one of the largest in the British Council’s global network with thousands of adults and young learners studying with us at any one time. We also have a large examinations operation facilitating the taking of UK examinations. In addition, we have enquiries on our educational and arts services. Our customers engage with us face-to-face, online, through email and via the phone, and as a result we have a large Sales & Customer Management team to ensure an efficient level of service. 


Key Deliverables (include people management and finance) The core responsibilities are:

1. Customer Management and Finance/Admin 

· Meet and exceed customer management targets for the main centre as set out by the organisation.
· Ensure that the branches are adequately staffed, trained and motivated to deliver first-class front-line services to customers on the full range of British Council's (BC) services and activities, in a professional, friendly and proactive manner.
· Work closely with Head, SCM, to develop and implement effective customer management strategies and activities for the main centre
· Work closely with Sales Manager of main centre to ensure maximum teamwork between the sales and the customer management teams
· Work closely with Sales Manager of main centre and Manager, Sales & Customer Management, branches to share knowledge, coordinate training for all staff



2. Maximise branch operation efficiencies 

· Develop and implement branch specific operation policies and processes to improve productivity
· Work closely with Operations Manager of main centre to share knowledge and coordinate training for branch staff

Other Responsibilities and main duties

3. Meet & exceed internal stakeholders’ expectations

· Proactively communicate with internal stakeholders to obtain information updates as well as feedback on team performance.

Relationships (key stakeholders)

All internal managers

Other important features or requirements of the job

[bookmark: _GoBack]

	
Passport nationality requirement
	
n/a
	
CRB checks required

	
Yes

	
Other legal requirements
	
n/a
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	Person Specification




	
Job Title
	
Operations Manager, Customer Management & Finance/Admin

	
Location
	
Thailand


	
	
Competencies 
	
Essential
	
Assessment stage

	
Skill
	1. Responding to customer needs
- Shapes and leads on CS strategy by having a comprehensive understanding of the nature, profile and demands of customers

2. Obtaining and evaluating feedback
 - Analyses and evaluates actual customer experience against expectations using feedback, benchmarking and management information.

	1. Short listing and interview





2. Interview only


	
Behaviours 



	3. Making it happen (Most demanding)
4. Working together (Most demanding)
5. Being accountable (Most demanding)
6. Shaping the future (More demanding)
7. Creating shared purpose (More demanding)
8. Connecting with others (More demanding)

	3. Short listing and interview
4. Interview only
5. Short listing and interview
6. Interview only
7. Not for recruitment

8. Not for recruitment


	
Experience



	9. Minimum 5 years previous managerial experience of leading a large team in a customer services orientated environment
10. Experience in managing change projects to drive business and / or improve levels of customer service

	9. Short listing and interview


10. Interview only



	Qualification/ Education/ Training
	11. Written and oral communications skills in English (BULATS level 4)
	11. BULATS test
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