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	                                                               Role Profile 


A. JOB DESCRIPTION





	Job title, reference number and location
	Exams Operations Manager

Reference Number: LHE/E/37/1516
Based in Lahore

	Strategic Business Unit
	Exams
	Country, region
	Pakistan, South Asia

	Reports to
	Head of Exams Operations
	Pay Band
	6- Salary: PKR 120,000

	Duration of job
	Indefinite contract of employment

	PURPOSE OF JOB

To manage and ensure the effective delivery of UK examinations.

In particular to be responsible for:

· Consistently providing excellent level of operational service to customers and clients

· Ensuring exams are conducted according to Examinations Quality Standards and Exam Board requirements

· To build and maintain relationships with Schools, Exam Boards & Vendors to support the effective delivery of exams

CONTEXT AND ENVIRONMENT

Examinations Services Department

The British Council’s Exams Department has set in place an ambitious plan to ensure its growth and greater impact in a fast changing, global environment. To do this, the department will be engaging and working more directly with partners, both internal and external from all sectors. 

The Exams Department has grown into a significantly large revenue business. It is now one of the largest operations within the British Council global network

Team Structure

Each region (Islamabad, Lahore and Karachi) has one Head Exams Operations each, reporting to the Director Exams Operations.  

Each Head Exams Operations manages a team consisting of Exam Operations Managers and a pool of Exams Operations Officers, operating as one integrated team for all product service functions.

The Exams Operations team will be supported by the national Compliance & Customer Service, Financial Planning and Analysis and Business Development Team. 

KEY RESPONSIBILITIES
1. Exams Delivery & Business Growth

· Manage day to day aspects related to the delivery of exams on an on-going basis to ensure compliance with security and exam body standards as well as high levels of customer service to ensure business success. 

· Identify any associated risks to achieving business growth targets,

· Deal with complex operational delivery issues with appropriate management decision support and guidance
2. People Management and Support

· Support individual team members with day-to-day operational issues including effective human resource allocation  across various teams

· Build and motivate an effective team including supporting buy-in to a single vision or purpose. 

· Manage team performance in line with British Council’s performance management procedures

3. Stakeholder Management

· Effectively manage relationships with key stakeholders important to the exams business both in-country and globally: school principals, teachers, vendors, examination boards, etc.

4. Customer Services & Compliance

· Work effectively and collaboratively with the customer service teams to ensure collection and action on objective customer feedback and using this to make improvements to operational delivery models

· Deal with complaints through effective liaison with the Customer Service team
· Work to relevant exam body/IELTS regulations and EQS standards working in synergy with the Compliance team
5. Financial Support
· When and where required to ensure necessary operational data is provided to the Head of Operations within timeframes
KEY RELATIONSHIPS
· Manage relationships with key exam contacts, including (but not limited to), supplier schools and examination boards and outsourcing partners 
OTHER IMPORTANT FEATURES AND REQUIREMENTS OF JOB 
Working unsociable hours and /or at weekends is quite often required

	Passport/visa and/or nationality requirement.
	Right to work in Pakistan

	Security or legal checks required for this role.
	Comprehensive background check


B. PERSON SPECIFICATION
	
	Essential
	Desirable
	Assessment stage

	Behaviours 

Please see The Behaviours Dictionary for behaviour definitions and levels
	Behaviours assessed during interview stage of recruitment process

Connecting With Others- More demanding 
Being Accountable- Most demanding
Working Together- Essential
Behaviours not assessed during recruitment process

Creating Shared Purpose- Essential
Shaping the Future- Essential

Making it Happen- More demanding 


	
	The position holder will be required to demonstrate all six behaviours, on the job. These will be assessed during year end performance evaluations.  

Behaviours to be assessed during the interview stage of recruitment are mentioned.

	Skills and Knowledge

See The Core Skills Dictionary for details
	Planning and Organising (L2)

Organises own work over weeks and months, or plans ahead for others, taking account of priorities and the impact on other people.
Analysing Data and Problems (L2)
Reviews available data and identifies cause and effect, and then chooses the best solution from a range of known alternatives.
Managing Accounts and Partnerships (L2)
Communicates regularly with diverse stakeholders, customers and/or partners to build mutual understanding and trust.
Managing People (L2)
Supervises a small team of people doing similar jobs to deliver short term tasks to agreed quality and time standards.
	Managing Finance & Resources (L2)
Uses corporate financial systems and processes appropriately as part of the job and on behalf of a team.

Knowledge of British examinations and education system

Knowledge of data protection policies and information management
	Short listing, test
and interview 

	Experience
	One year of relevant experience
	Prior experience in a customer services role
Prior experience in event management
	Short listing & interview

	Qualifications
	14 years of education
	Qualification a related field
	Short listing 
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