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	Role Profile




	Job Title
	Programme Support

	Directorate or Region
	MENA
	Department/Country
	Palestinian Territories

	Location of post
	Nablus 
	Pay Band
	J

	Reports to
	Education Programme  Manager
	Duration of job
	Part time

	Purpose of job:  To deliver high quality products and services(on the phone, by e-mail, face to face) to internal and external customers and clients in a welcoming,  professional, efficient and responsive environment  which meet their needs and enable the British Council to achieve its objectives 
Context and environment: The post is based in Nablus & reports directly to Education Programme Manager. The post holder is responsible for providing customer services, Exams & Teaching Services, support to our local cultural relations (including activity). The post holder will work as a project assistant to provide logistical and administrative support to Education Programme Manager.
The post holders will be required to work 5 days/week, Sunday- Wednesday from 11:00 to 15:00 and Thursday from 9:00 to 12:00.

Accountabilities, responsibilities and main duties in line with Equality, Diversity and Inclusion (EDI) and other overarching corporate policies:

· Handle first level enquiries about the full range of British Council Activities and Services and  refer customers requiring further specialised services to the appropriate member of staff, to operating the switch board.
· Provide professional first level reception and enquiry services to customers and visitors

· Receive and distribute mail between offices

· Operate the switchboard and answer first level inquires received by phone professionally.

· In coordination with Customer Relation team share the task of replying to email inquiries received on the central email within 24 hours
· Cascade messages received from customers/ visitors to relevant colleagues; Messages to be taken accurately (including details of source) and passed on promptly

· Maintain the reception area in an orderly condition at all times

· Control and supervise the display of materials at reception and on the display board and ensure that any material on display is up-to-date and in line with corporate identity standards
· Receive money and issue receipts for customers  for Exams, English courses, and other paid services
· Ensure EDI policy is implemented and actions are in compliance with EDI policy. Meet corporate customer care/suppliers, EDI , Child Protection and enquiries handling standard 
· Responsible for facilitating and supporting people with special needs / disabilities in entering our premises and their evacuation during emergency

· Record statistics relating to enquiries accurately and to agreed standards

· Refer difficult/complex accreditation related enquiries that cannot be dealt with satisfactorily to Customer Service Manager and ensure that information is delivered to the enquirer
· Support the delivery of Exams Services in Nablus office.
· Support Exams Coordinator in Preparation / delivery of IELTS exam, processing IELTS applications and issuing exam reports

· Support Exams Coordinator in delivering professional and Academic Exams in Nablus office

· Ensure finances related to exams are done regularly
· Support the promotion of Exams services to potential customers and report institutional needs
· Personal support to Education Programme Manager/Projects team
· Scanning/faxing documents and sending e-mails

· Arranging appointments between Education Programme Manager, staff and partners.

· Provide support in delivering operational activities as necessary; prepare venues, invitation letters etc.

· Support projects department in implementing a range of local and regional projects
· Support Customer Relations Manager in Delivering Local cultural Relations activities  across Palestine ( such as collection Development Service,  Book Aid International, Summer Reading Challenge, Promotion for Education UK, and Participation in educational exhibitions and events
· Act as GE & GEOD on FABS system 
· Act as GE & GEOD roles

· Enter revenue received on FABs and handover receipts to OSO7 
· Raise Travel claim for staff not on system and ensure that they are processed 
· Create purchase orders for payments needing processing from the relevant budget

· Issue goods receipts upon goods and invoices arrival
Key relationships: 
· All British Council Stakeholders 
· All units within office

· Corporate clients

· Public enquirers

· UK universities representatives

· UK visitors to Palestine

· Education Programme Manager

Other important features or requirements of the job 
· High degree of flexibility required. Frequent unsocial hours in order to deliver exams services, Teaching centre services and programme activity in Ramallah and elsewhere.

· Owing to the need to ensure coverage of reception at all times, the post holder is required to live in Nablus.


	Please specify any passport/visa and/or nationality requirement.
	Palestinian Nationality, residence in the Nablus area will be desirable.

	Please indicate if any security or legal checks are required 
for this role.
	In-country police check certificate (in line with Child Protection requirements


Person Specification
	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Connecting with others: 
Making regular opportunities to understand others better 
Working together: 
Establishing a genuinely common goal with others
Being accountable 
Delivering my best work in order to meet my commitments
Making it happen: 
Delivering clear results for the British Council

	
	Interview

Interview

Interview

	
	Shaping the future:
Looking for ways in which we can do things better
Creating shared purpose: 
Communicating an engaging picture of how we can work together

	
	

	Skills and Knowledge
	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.
Communicating and influencing – Level 1: 
Communicates clearly & effectively

Listens to others and expresses self clearly, with grammatical accuracy and awareness of a diverse audience in speaking and writing.
Customer Service orientation
Excellent written and spoken IELTS level minimum 5.5
Awareness of importance to following security requirements
Planning and organising – Level 1:
Is methodical

Able to plan own work over short timescales for routine or familiar tasks and processes.

	 Administration Skills

Financial Skills:

Awareness of payment system process and document standards

Awareness of the concept of reconciliation

	Short listing 
and/or Interview 

	Experience
	
	Experience in dealing with customers, 
	Short listing 
and/or Interview

	Qualifications
	
	First Degree 


	Short listing 


	Submitted by
	Mohammad Kobri
	Date
	26/10/2015


Guidance on Preparing a Role Profile//
(a) Job Description

Complete the job description section of the role profile

Purpose of job – What is the overall aim of the job?  Why does it exist? (One or two sentences are usually enough for this).

Context and Environment – what does the department do? Which region does the job sit in? Are there any particular challenges or attractions of the region or area?  Is it part of a team, if so how big is the team and where does the job fit?  Who does it report to? 

Accountabilities, Responsibilities and Main Duties  

Accountabilities - results for which the post holder is held accountable not necessarily tasks they perform themselves.  More senior roles often have more accountabilities as they deliver results through others.

Responsibilities – what actions or tasks is the job holder responsible for? e.g. management or administration of finances, managing people, delivering or contributing to organisational targets, delivering own or others work to agreed standards

Main Duties – the main specific duties that job holder has to do in order to meet the responsibilities e.g. project planning, budget planning, event co-ordination, teacher recruitment.  This is not meant to be an exhaustive list of all the tasks in a job, just the main ones. If there are one or two duties which form the major part of the job e.g. reconciliation of payments for a finance role it is helpful to indicate what percentage of the job these activities take up.

Key Relationships 

What people or organisations (internal and / or external) does the job holder have to interact with or influence and to what level?  For example an Events Co-ordinator might have to maintain relationships with venue providers and participants externally and managers and PAs internally. 

Other important features or requirements of the job – are there significant or unusual demands which are essential to the job e.g. unsocial / evening hours, international travel etc? Please be as specific as possible on these and only include those which are essential. 

(b) Person Specification 
Complete the person specification section. As part of the role profile, it is used for recruitment purposes only.  It sets out the selection criteria used for short listing and interview i.e. nature and level of the skill, knowledge and behaviour which will be assessed.  These criteria are classed as either essential or desirable.  Essential criteria are always used in assessment.  Desirable ones are used to enable selection for interview where more than five candidates meet the essential criteria.  Candidates who have declared a disability and who meet the essential criteria are always interviewed.

To increase opportunity while minimising bureaucracy and the amount of work for applicants and recruiting managers, no more than eight criteria should be listed as essential under the headings of behaviours, skills & knowledge and experience.  We recommend that a maximum of four desirable criteria can be added.

Behaviours – List all 6 Behaviours (link attached) and identify those – we suggest no more than four - which you propose to use as part of the selection criteria and specify the required level i.e. essential, more demanding or most demanding.  In the interest of minimising bureaucracy, please remember that you can choose to assess Behaviours at interview only, thus streamlining the application and short listing stage. 
Skills and Knowledge – Select required skills and level from the list of Generic Skills (link attached).  Guidance is no more than two - for example project and contract management, financial planning and management. Specify any additional knowledge requirement (this may be not always be applicable) for example, knowledge of employment law.

Experience – What is the minimum experience (work or otherwise) which is required or desirable for the job for example, leading a dispersed team, implementing a new system or policy, working in the public / private sector.

Qualifications - Please list the minimum qualifications or equivalent required for this role. Sometimes the "equivalent" could be practical experience or a local qualification or other similar accreditation.  Qualifications should only be listed as essential if absolutely necessary for the job.
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