
Position Description: Customer Service Business Analyst 

 

 

 Basic Function of Position: 

Serve as first point of contact for embassy employees and families seeking access to management services. 

Develop excellent relationships with internal customers, service providers, and outside resources. Facilitate 

excellent customer service and troubleshoot service problems. As management analyst, serve as the embassy's 

leading expert on management services, business processes, and quality control. Analyze service quality, create 

reports, and recommend improvements. Fluently use a wide variety of software tools to accomplish job duties. 

Assist with office administrative needs. Serve as photographer for official events and internal needs. 

 

  Responsibilities: 

Customer Service (40%):  

 

 Serve as first point of contact for embassy employees and families seeking access to management services. 

 Maintain excellent relationships with service providers throughout the embassy, as well as outside contacts such 

as the Colombo Municipal Council (CMC). Intervene proactively on customers' behalf to solve their service 

problems. 

 Be the embassy's leading expert on what management services are available, how they are delivered, and how   

to access them. 

 Lead an inter-functional team of up to 20 employees, managing the arrivals and departures process for embassy 

families. 

 Arrange orientation briefings for newly arrived employees. 

 Train customers on various software systems needed to access management services. Help them troubleshoot 

issues with these systems.  

 

Management Analyst (40%): 

 

 Analyze and report on the effectiveness and efficiency of all embassy management services. 

 Be the embassy's leading expert on the various analytics tools available through software platforms, surveys  

and other means. 

 Use standards, targets, metrics, and models fluently to advise management services providers on how to improve 

     effectiveness and efficiency. Assist MGT sections in developing process maps. 

 Analyze large amounts of data and present it visually in attractive formats, to facilitate understanding and 

decision-making. 

 Develop customer surveys for sections throughout the embassy, using a variety of survey tools. Advise sections 

     on the best tools and formats to achieve the survey objectives. 

 Monitor ICASS uniform service standards, and report at regular management team meetings. 

 Serve as embassy coordinator for Washington's Collaborative Management Initiative (CMI), Overseas Cost 

     Containment Initiative (OCCI), and other such programs designed to improve services and reduce costs. 

 Research and analyze cost savings measures and make proposals to the various management service providers. 

 

 

 



 

Other Projects (10%): 

 

 Assist the management officer and management assistant with various office administrative duties such as 

     scheduling and correspondence. 

 Create attractive documents, posters, slideshows, flyers, and presentations in various formats, as needed to 

     support the management officer and management assistant. 

 Use various software tools fluently and quickly to accomplish a wide variety of office tasks. 

 Assist Protocol Office during events as necessary (invitations, check in tables, administrative work etc.). 

 Serve as backup Management Assistant and backup CLO Assistant when needed. 

 Perform other duties and special projects as assigned. 

 

Official Photographer (10%): 

 

 Serve as Embassy's official photographer, taking pictures at official events (July 4th, Awards Ceremony, 

Holiday Party, Rep Events). Save and share photos in appropriate ways. 

 Take employee and family photos for passports, visas, driver's licenses, Dip IDs, etc. Print photos at required 

sizes for use by employees and family. 

 Make recommendations for procurement of photography equipment, backdrops, printer etc. to support this role. 

 


