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	Job Title
	[bookmark: OLE_LINK1][bookmark: OLE_LINK2]Customer Service Officer 

	Department
	Estates Office

	Job Family and Level
	UNNC Scale A level 3

	Contract Status
	Full time, fixed term for 3 years. The contract may be extended based on mutual agreement

	Location
	University of Nottingham Ningbo China

	Hours of Work
	Regular working hours, Monday to Friday 

	Responsible to
	Senior Manager of Facility Operations



Purpose of role

The Customer Service Officer is responsible for providing and promoting excellent customer services throughout supervising and managing integrated facility management (IFM) vendors to ensure that service standards are being met or exceeded and issues/disputes from customers are resolved smoothly. It is essential that customer service officer understands the university values and always acts in a professional manner.
	
	Main responsibilities
(Primary accountabilities and responsibilities expected to fulfil the role)
	% time 
per year

	1
	Manage and supervise the delivery of customer services, including cleaning services, landscaping, pest control, reception desk, catering services and mailroom and printing service, and maintain an orderly workflow according to priorities.
	30%

	2
	Supervise the IFM contractor for the related services according to the contract articles, including vendor SLA assessment, services standard renewal and cost tracking & control. 
	20%

	3
	Take ownership of customers’ issues and follow problems through to resolution, and improve customer service experience. Keep accurate records and document customer service actions and discussions.
	15%

	4
	Collaborate with internal and external parties to solve issues raised from customers or involve in projects as project member or project manager.
	10%

	5
	Analyse statistics and compile accurate reports, and cooperate with line manger to manage the approved budgets. 
	10%

	6
	Keep ahead of industry’s developments and apply best practices to areas of improvement, and thus develop or update related procedures, standards, and policies.
	5%

	7
	Participate in training and staff development schemes as trainee.
	5%

	8
	Undertake other tasks and responsibilities as reasonably be required
	5%
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	Person specification

	
	Essential
	Desirable

	Skills
	· Excellent vendor management skills
· Excellent in customer services
· Good command of both English and Chinese;
· Proficient computer skills (e.g. Microsoft Office) and data processing and analysis;
· Strong communications and interpersonal skills;
· Excellent troubleshooting and multi-tasking skills
· Excellent planning, organisation and time management skills;
· A high degree of self-motivation.

	

	Knowledge and experience
	· At least 2 years relevant knowledge and experience in integrated facility management; 
· Excellent knowledge of management methods and techniques
· [bookmark: _GoBack]Ability to think strategically and to lead 
· Relevant working experiences as customer services officer or coordinator or manager.
	· Experience of working in an international setting; 
· Experience of project planning and delivery;
· Over 3-years vendor management experience. 

	Qualifications, certification and training (relevant to role)
	· Bachelor degree or above;
	· Overseas study or working experience;
· Master degree in  Business, Marketing, Communication, English or other related discipline is preferred;
· Certificate of project management professional or Principle 2 (professional)


	Statutory, legal or special requirements
	
	





	Expectations and behaviours

	The University has developed a clear set of core expectations and behaviours that our people should be demonstrating in their work, and as ambassadors of the University’s strategy, vision and values. The following are essential to the role:

	Valuing people
	Is always equitable and fair and works with integrity. Proactively looks for ways to develop the team and is comfortable providing clarity by explaining the rationale behind decisions.

	Taking ownership
	Is highly self-aware, looking for ways to improve, both taking on board and offering constructive feedback. Inspires others to take accountability for their own areas.

	Forward thinking
	Driven to question the status quo and explore new ideas, supporting the team to “lead the way” in terms of know-how and learning.

	Professional pride
	Sets the bar high with quality systems and control measures in place. Demands high standards of others identifying and addressing any gaps to enhance the overall performance.

	Always inclusive
	Ensures accessibility to the wider community, actively encouraging inclusion and seeking to involve others. Ensures others always consider the wider context when sharing information making full use of networks and connections.



	Key relationships with others





Senior Manager of Facility Operations


Customer Service Manager 


Colleagues


Line manager


Role holder


Key stakeholder relationships


Vendor
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