anapec

IMPORTANTE SOCIETE DE TRANSPORT URBAIN

Recrute :

AGENTS DE SERVICE EN GARE

LIEU : DOHA-QATAR Conditions :

Missions : = Contrat : CDD 2 années renouvelables

= Salaire : 1600 QR

= Logement, restauration et transport
assurés par l'entreprise

®  Couverture médicale.....

= Assister les usagers du métro
sur les lignes et dans les stations

= Informer les clients au niveau
des guichets et comptoirs...

Profil recherché:
= Justifier d’'une année
d’expérience en service a la

Si vous possédez les qualifications requises
pour le poste, merci de déposer votre CV ainsi
que les copies des justificatifs de formation et

clientele d’expérience al’agence ANAPEC locale la plus
= FEtre titulaire du baccalauréat ou proche de votre lieu de résidence.

d’un diplome de technicien
= Etre agé de 35 ans maximum
= Maitriser de la langue anglaise

(La liste des agences locales est consultable sur le
site www.anapec.org).

o Délai de dépot des candidatures : 19/06/2018
Les descriptifs de poste sont

consultables sur le site Cette opération de recrutement est gratuite

www.skills.ma

aLidsl

WWWw. anapec.org



http://www.anapec.org/

Job Description

Customer Experience Station Agent

Job Title Customer Experience Station Agent

Department Customer Service

Accountable to Customer Experience Stations Team Leader

Responsible for

Objective To provide a world class service to customers. Be highly knowledgeable to provide

proactive assistance, guidance and information to customers. Delivery of world
class service and providing information at ticket offices and standard class and
world class counters. Assist with revenue protection activities and security. Assist
Station Masters where required. Responsible for adherence to sub-contractor’s
compliance with RKH Qitarat standards.

The Customer Experience Agent will be multi-skilled and deployed across the
network and work across multiple stations and lines.

They will cover morning, afternoon and evening shifts.

Key responsibilities B Provide a world class service at all imes being highly knowledgeable to provide
proactive assistance, guidance and information to customers

W Use mobile devices with applications to register feedback and complaints,
record lost and found items, and report maintenance and service faults.

W Use mobile devices for cleaning interventions, to receive network status
updates for quick re-deployments where required and to provide customers will
up to date information

B Work across multiple station sectors and lines

B Provide assistance in the Customer Information and Gold Class Counters at all
stations, and Park and Ride

B Correct air-conditioning level 1 faults and air-conditioning escalation

B Handle cash, cash collection and ticket replenishment of ticket vending
machines and a select group of ticket counters and travel centres

B Assist with revenue protection activities when required

B Assist customers, security and station masters when the service is in degraded
and emergency modes, including station evacuations

B Assist at ticket vending machine areas and on the gate-line when necessary in
all stations, on the concourse and on the platform ensuring proactive customer




assistance and direction across all metro touchpoints

Adhere to the Customer Experience (CE) and Customer Relation (CR)
Strategies that focus on delivering a world class customer experience for Doha
Metro and/or Lusail Tram.

B Contribute to the achievement of 93% overall customer satisfaction.

B Meet all required Operator Key Performance Requirements (KPR’s)

B Ensure that passengers receive the best information and customer service at all

times

Continuously improve customer service experience through a passion for
customer experience

Critical safety accountabilities | B Comply with the rule book and all relevant safety procedures and processes
and enforce them to all relevant in-house staff or subcontractors,
B Review, contribute to and have a full understanding of all safety critical
procedures
Safety accountabilities B Comply with the requirements of the Company Safety Policy and Safety

Management System.

In conjunction with the HSE&CSR Manager, ensure that all accidents and ‘near
misses’ are properly recorded, reported and investigated to determine the

root causes

Ensure that all potential risks that may come from performed activities are
identified and mitigated and ensure that employees, contractors and visitor

are aware of safety procedures and any relevant legislation.

Consider the safety of other persons who may be affected by their acts or
omissions.

Required core skills and
experience

1-2 years' experience in world class customer service environment

High school or diploma (technician )

Highly motivated to deliver a world class service

Proven ability to achieve sustainable results and take hands-on approach
Demonstrate a passion for team work and the customer experience
Demonstrate the ability to meet standards to meet the customers' expectations
Strong people facing and communication skills

Highly motivated team player with sound customer service skills

Handles difficult and emergency situations well and in a calm manner
Handles challenging customer interactions in a professional and calm manner
Thinks like a passenger in everything they do at work

Fluent in English and ideally Arabic with excellent written and verbal
communication skills

M Have a good knowledge of Doha and Qatar overall
Educational and Professional
Qualifications
Specific Requirements m  Shift working required
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