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	Role Profile



	Job Title
	Head of Sales & Customer Management

	Directorate or Region
	East Asia
	Department
	Korea Teaching & Examinations

	Location of post
	Seoul
	Pay Band/Salary range
	

	Reports to
	Director English Language Services, Korea
	Contract type
	Fixed Term 1 year


	Purpose of Job: 
· To develop and execute Sales & Customer Management strategies for the professional handling of enquiries and registrations across the full range of the Council’s services and activities with a focus on English Language Teaching and Examinations

· To build and lead a large team that is highly motivated to deliver sales targets and first-class customer care in our integrated Customer Service Centre.

· 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): 
British Council Korea currently operates in two locations in the Seoul area; Gwhanghamun and Seocho and is one of the biggest in the global network with thousands of adult and young learner students studying with us at any one time and almost 17,000 candidates registering for IELTS examinations per annum. Our customers engage with us face-to-face, online, through email and via the phone.  

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

· Meet and exceed sales and customer management targets as set out by the organisation.

· Ensure the operation is adequately staffed and the team delivers 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.

· Cross-sell/cross-promote BC's services and activities to customers as appropriate to broaden customers' perception and understanding of BC's range of business areas and activities.

· Monitor and evaluate sales and customer management systems, resources and processes and introduce improvements and innovations that will exceed customer expectations.

· Operate an efficient system for handling complaints, customer suggestions and feedback
· Exploit full range of Customer Management tools and systems in order to maximise sales and business opportunities
· Liaise with relevant business and marketing leads on collection and analysis of market intelligence and customer feedback to inform sales strategy, drive sales, support business decision
2. Provide strategic leadership and maximise staff potential to meet financial and non-financial targets
· Review and develop local Sales & Customer Services vision, mission, strategy & action plans

· Participate in and provide support to regional and global Sales & Customer Services projects.
· Line-manage two Customer Services Managers and up to three English Consultant Team Leaders and act as counter-signatory to Customer & Sales team as appropriate
· Ensure all staff, are adequately trained and updated to deliver first-class services and delight customers.

· Design and oversee delivery of an annual training plan which meets the developmental needs of the team and business requirements of BC Korea.

· Motivate the team to proactively seek new knowledge and provide ideas on service/process improvements.

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 Sales and Customer Services performance.

· Ensure the Customer Services operation meet the standards set out in the Service Level Agreement.

· Review the Service Level Agreement with key stakeholders periodically to ensure our services continue to meet both internal and external customers' expectations.

· Organise regular meetings with the Sales and Customer Services teams to discuss customer service issues/problems, identify solutions and implement necessary changes.
4. Maximise operational efficiency

· Manage the Sales & Customer Services budget with appropriate allocation for different resources. Ensure all expenditure is planned and within budget. Reconcile budget monthly.

· Collect and analyse monthly key performance results, produce reports and make recommendations to the Strategy Team and key internal stakeholders.

· Ensure all cash collection processes meet BC financial standards
Relationships (key stakeholders)
All internal managers
Other important features or requirements of the job

The successful candidate will work a 5-day week on a shift system from Monday to Sunday.  Evening and weekend working is required on a regular basis.  



	Passport nationality requirement
	n/a
	CRB checks required


	Yes

	Other legal requirements
	n/a
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	Role Profile



	Job Title
	Head of Sales & Customer Management

	Location
	Korea


	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 sales management  experience of leading a large team in a customer services orientated environment with a track record of meeting sales targets
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 (equivalent to IELTS band 7)
	11. IELTS band 7



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 three - 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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