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	Role Profile




	Job Title
	Client Relations Officer –Schools and Universities 

	Directorate or Region
	MENA / Jordan 
	Department/Country
	TC

	Location of post
	Amman 
	Pay Band
	H

	Reports to
	Registration Services Manager
	Duration of job
	Indefinite 

	Purpose of job:  
To provide sales and logistical support to the English Partnerships team and the Teaching Centre by responding to enquiries, arranging meetings, managing relationships with NGOs, schools and universities, organising placement tests, managing the logistics of courses, preparing and tracking registers and contracts, monitoring end of course documentation and preparing certificates. 
Context and environment: 
As part of the plans for future growth the Teaching Centre is looking to expand its business through off-site work in both the university and school sectors. The main focus of this new position will be the development of the current off-site schools work and university courses. This will involve working with the Young Learner and English Partnerships teams.

The Young Learner team is responsible for year round and summer school courses accounting for more than 3000 young learners yearly. Along with an established onsite programme, the team is already working with two schools in and outside Amman.

The English Partnerships team is part of the Teaching Centre. It offers tailored and off-the-peg general English, teacher training, business English, ESP and soft skills training to universities, businesses, individuals and NGOs. Most training is in Amman, though some occurs in other cities of Jordan, and very occasionally, abroad. 
Accountabilities: 
· Full compliance with British Council policies and procedures i.e. Customer Services, Essential Finance, Data Protection, Child Protection and IT policies and standards.
Responsibilities:
· Ensure enquiries are answered and potential customers are properly informed
· Ensure trainers have all necessary paperwork and materials
· Ensuring placement testing takes place to quality standards
· Ensure that clients receive all reports and certificates required
· Ensure that teachers’ transport arrangements are practical and suitable
· Ensure that students receive textbooks, notebooks etc. as appropriate
· Ensure the Teaching Centre Management team is kept up to date with client situation
· Ensure security checks are completed before courses start
Main duties: 
Customer Service:
· Respond to initial enquiries from schools and universities within 24 hours; sending details of all suitable products and services and passing details to the Teaching Centre Management team 
· Handle incoming phone calls to the TC according to Customer Service guidelines
· Liaise with schools and university coordinators 

· Handle Arabic communication for management and clients when needed

· Assist Young Learner Academic Manager with parents and student issues and any requests

Administration:
· Set up placement testing sessions and enter placement testing results into a spreadsheet for analysis

· Set up meetings with schools and universities as requested
· Maintain relations with key school and university stakeholders
· Prepare registers and information sheets in a consistent and accurate format
· Preparing information packs for teachers before teaching offsite
· Update contracts and proposals as requested

· Maintain a system for recording all contract dates, start dates, course progress, number of lessons/hours a month and expected end date
· Prepare registers at least 48 hours before courses start
· Report progress and attendance to the contact person 3 times per term and more often if requested
· Book cars for teachers as appropriate, order course books from suppliers and maintain records of stock, and liaise with Teaching Centre Assistants to provide notebooks/folders etc.
· Arrange temporary staff to assist when needed 
· Carry out OS01 role on SAP (ERP system) and ensure Teaching Centre Purchase Orders are raised within 48 hours of receipt.
· Manage all finance according to Essential Finance and local procedure requirements and chase trade debtors for payment to be made on a termly basis
· Take an effective role in the Child protection working group
Marketing:
· Monitor situation at Jordanian schools and universities, pass information to Teaching Centre Management team
· Record and report information on customer needs/feedback as required and gather market information on existing and potential customers and clients as required
· Coordinate marketing and communication campaigns for school and university courses
· Support marketing initiatives such as offsite social events, parent workshops and offsite meetings
Key relationships:  

· Teaching Centre Manager

· English Partnerships Manager
· Senior Teacher Young Learners and Young Learner Coordinator

· Child Protection Focal Point and deputy 
· Business-to-Business Marketing Manager

· School heads of department and managers

· University consultancy and student affairs directors, and administrative staff, university communications and marketing teams
· Managers and projects coordinators at partner non-governmental organisations
· Assistant Teaching Centre Manager
· Registration Services Manager 

· Customer Service Manager and Customer Service Officers

· Marketing and Communication Manager and team
· Social Events Coordinator

· Head of Security
Other important features or requirements of the job:
The job may require flexible working hours, including evenings. Travel may be required around Amman, and occasionally out of Amman.
Working week pattern: Saturday – Wednesday

Working hours: based on timetable needs
Registration and first week of term work may involve evening work on overtime/time in lieu basis


	Please specify any passport/visa and/or nationality requirement.
	Jordanian Passport holder, or have a valid residency and work permit

	Please indicate if any security or legal checks are required 
for this role.
	Clean criminal record as supported by a certificate from the relevant local authorities (Child Protection).   


Person Specification

	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Making it Happen (More Demanding)
Being Accountable (More demanding)

Shaping the Future (Essential)

Working Together (Essential)

Connecting with others (Essential)
Creating Shared Purpose (Essential)

	
	Interview
Required for the job, but these will not be assessed at Interview stage 

	Skills and Knowledge
	English Level (Aptis - B1/35)
Business Management Development
Marketing and Customer Service
	IT/Computer Skills
An understanding of teaching/training
	Short listing 
and/or Interview 

	Experience
	1 year experience in office administration.


	Experience of analysing Amman training market and provision.
1 year experience in a training context
	Short listing 
and/or Interview

	Qualifications
	Degree
	Degree in business or similar
	Short listing and/or interview
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