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	Role Title

	Operations Planning Officer – Temporary position

	Role Information

	Role Type
	 Pay Band
	 Location
	 Duration
	 Reports to:

	Business Delivery 
	Pay band 4 
	Islamabad
	6 months
	Operations Planning Manager

	Role purpose

	The purpose of this role is to support exams capacity requirements against demand from 18 months out on a 12 month rolling basis. The role will translate demand into capacity/resource requirements for venues, people and test materials to fully optimise operations and margins while maintaining service levels, maximising agility and ensuring contingency.  It will also contribute to plan reporting on requirements to fill capacity, effectiveness of Planning and cost to serve.  

	About us 

	British Council is the UK’s international organisation for cultural relations and educational opportunities. We create friendly knowledge and understanding between the people of the UK and other countries. We do this by making a positive contribution to the UK and the countries we work with – changing lives by creating opportunities, building connections and engendering trust.  We work with over 100 countries across the world in the fields of arts and culture, English language, education and civil society. Each year we reach over 20 million people face-to-face and more than 500 million people online, via broadcasts and publications. Founded in 1934, we are a UK charity governed by Royal Charter and a UK public body.

	Geopolitical/SBU/Function overview:

	The English and Examinations Strategic Business Unit (E&E) is one of three strategic business units in the British Council (the others being Arts and Education & Society) all of which have the remit to build trust for the people of the UK by building relationships through aspects of our language and culture.  E&E achieves this by enabling people across the world to access the life-changing education and work opportunities that are created by learning English or gaining valuable UK qualifications.  Promoting the English language also provides a medium for communication, helping break down barriers of misunderstanding or mistrust between cultures. The British Council’s 2020 vision for English & Examinations is to be the world authority in high quality English language teaching, learning and assessment, as well as the International distributor of choice for UK professional and school qualifications.

The Examinations business makes a significant contribution to British Council financial sustainability, and as such, it is essential that the business evolves in order to maintain its position in a fast-changing operating context. There is a need to standardise and automate activities across the globe to deliver efficiencies, and there is also a requirement to develop new digital products and services to meet changing customer demands and competitive pressures. In a cost and resource-constrained environment, balancing the on-going requirements and allocation of funds will be critical, as will the integration and planning of the implementation of the different changes across a global network of 110+ countries charged with the on-going delivery of impact and income whilst changing key elements of the supporting operational platform.

	Main opportunities/challenges for this role:

	

	Main Accountabilities:

	

	Product Service Delivery

· Capacity Management – works with Commercial for Demand and capacity fill

· Supports rolling 18 month single plan for all products down to Test Day

· Translates demand into capacity plan for venues, papers, link to OSM (Onscreen Marking Hub) and other GNOME systems

· Works on all the systems required to ensure the timely and accurate delivery of exams and events

· Registration opening and closing for all products
· Dealing with candidates post registration processes like admissions covering Statement of Entry (SOE) and import/export between online registration systems (ORS) and IELTS We Administration System (IWAS), and other board specific processes

· Scheduling of IELTS candidates for Speaking Exams

· Support for planning CB exams

· Manages and is accountable for all pre test day operations including registrations for all products and all matters relating to pre test cancellations and refunds                                                                                                                                         

Customer service

· Supports the timely resolution of complex/escalated customer (internal or external) operational complaints and issues relating up to test day

· Coordinating input from other colleagues/departments/managers as required, to do so.  Ensures the customer is kept informed throughout the process.
· Responsible for enhanced customer service experience related to all tasks prior to test day

Relationship & stakeholder management
· Works very closely with Distribution and CMR, Test Day and Venue Managers to ensure all capacity planning is effective      

· As required, supports Operations Planning Manager in hosting/attending external events or meetings, ensuring these run efficiently and effectively and that a positive, professional image is projected.
Risk & compliance


· Assisting in the Contingency planning and risk management of supply.

· Delivers on standards and performance to manage Exam security and compliance                                                                                                                                       

· Uses standardised processes to assist team/unit compliance with agreed corporate risk management procedures relevant to service delivery (e.g. child protection, security policies, financial protocols, anti-fraud measures) to protect the interests of the BC and its customers at each step of planning 
Analysis & reporting

· Is involved in daily/weekly planning/capacity meetings

· Analyses performance and recommends improvements to Test Day planning activities
Commercial & resource management

· Operates and runs regular reports on range of standard, corporate financial processes and procedures to enable effective budget and resource management for the team, unit or project(s) – e.g. purchase order system, FABS, SAP, procurement processes.

· Actively seeks to maximise value for money when acquiring resources, goods or services for the team, unit or project.

Leadership & management

· Motivates and encourages team performance         
Child Protection

Exams (To be inserted in all role profiles regardless of PB)

· Ensure strict application of child protection implementation standards in planning, implementation and monitoring in exams as per Child Protection Policy and to escalate child protection issue to the Head of Child Protection Pakistan.

· Ensure safe recruitment process are consistently followed and sustained for venue staff and third parties.

· The post holders must ensure that his/her behaviour is in line with child protection code of conduct with interacting with children. 

 

	Key Relationships:

	Internal

· Head of Operational Planning 

· Compliance & Business Assurance teams 

· Customer Services

· Finance and Resources teams

· Distribution & CMR Manager, Test Day and post Test Day Managers and Venue Manager

External

· Receiving Organisations

	Role Requirements:

	Threshold requirements:
	Assessment stage

	Passport requirements/ Right to work in country
	
	Shortlisting

	Direct contact or managing staff working with children?
	Yes

Appropriate police check
	N/a

	Notes
	 
	

	Person Specification:
	Assessment stage

	Qualifications

	Minimum Bachelor’s Degree
	Desirable
	Assessment Stage

	
	
	

	Role Specific Knowledge & Experience

	Minimum / essential
	Desirable
	Assessment Stage

	· Experience of exams operations within a large business

	Child Protection

Knowledge and understanding of child development and its impact on behavior.  

Knowledge and understanding of child transitions.

Knowledge and understanding of legislation and ethics surrounding confidentiality and security of information.

Ability to work in a way that promotes the safety and well‐ being of children.

Experience and Qualifications:  
Experience of working with children.

Experience of safe planning, organization and delivery of activities for children.

	Shortlisting

	Role Specific Skills (if any)
	Assessment Stage

	· N/A
	Shortlisting AND Interview

	British Council Core Skills
	Assessment Stage

	Communicating and influencing (level 2). Relates communications to circumstances. 

Displays good listening, writing and speaking skills, setting out logical arguments clearly and adapting language and form of communication to meet the needs of different people/audiences.
Planning and Organizing
Organises own work over weeks and months, or plans for others, taking account of priorities and the impact on other people. 

.
Analyzing data and problems (level 1) Uses data
Reviews available data and identifies cause and effect, and then chooses the best solution from a range of known alternatives.

	Shortlisting AND Interview

	British Council Behaviours
	Assessment Stage

	Connecting with others (Essential): 
Making regular opportunities to understand others better

Working together (More demanding).
Ensuring that others benefit as well as me

Making it happen (Essential ):
Delivering clear results for the British Council
Being Accountable (Essential):

Delivering my best work in order to meet my commitments
	Interview


	Prepared by: 
	 Date:

	Imtiaz Razvi Country Exams Manager 
	 May 2019
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