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	Post Details
	Last Updated:       September 2026

	Faculty/Administrative/Service Department
	Chief Student Office

	Job Title
	Student Experience Project Lead

	Job Family 
	Professional Services
	Job Level 
	5

	Responsible to
	Student Life Continuous Improvement Manager 

	Responsible for Staff
	n/a

	Job Purpose Statement 

This is a senior role within the Chief Student Office (CSO), responsible for the effectiveness of business delivery and performance within the Department and for leading cross Directorate and University projects, which help achieve our strategic ambitions.  

A member of the senior management team, the role provides leadership on operational delivery and cross-function activities including resource management, operational planning, project delivery and performance management and enhancement.  



	
Key Responsibilities This document is not designed to be a list of all tasks undertaken but an outline record of the main responsibilities 

	
1. Working with key stakeholders across the Chief Student Officer’s Directorate and wider University to deliver cross institutional projects, which enhance the student experience and enable us to achieve our strategic ambitions 
2. Lead on the implementation of creative solutions to problems to ensure projects deliver high-quality outputs, which enhance the student experience 
3. Act as an informed advisor to the Director of Student Life and the wider leadership team on future strategic direction of student experience and higher education to ensure we are proactively responding to changes in trends, student needs and expectations 
4. Act as a senior champion for the delivery of the CSO’s business planning activities to ensure we are delivering projects which enhance the student experience at Surrey. 
5. To support the culture of continuous improvement across the CSO, to ensure that our services are providing a best in sector student experience and that our teams are flexible, agile and efficient 
6. Utilise robust and challenging performance metrics to underpin the delivery of improvements to our services, for continuous improvement across the division.  
7. Support and contribute to the delivery of Student Experience frontline services, including attendance at events such as Open Day, Ceremonies and Corporate events.

N.B. The above list is not exhaustive.

	All staff are expected to:
· Positively support equality of opportunity and equity of treatment to colleagues and students in accordance with the University of Surrey Equal Opportunities Policy.
· Work to achieve the aims of our Environmental Policy and promote awareness to colleagues and students. 
· Follow University/departmental policies and working practices in ensuring that no breaches of information security result from their actions.
· Ensure they are aware of and abide by all relevant University Regulations and Policies relevant to the role.
· Undertake such other duties within the scope of the post as may be requested by your Manager.
· Work supportively with colleagues, operating in a collegiate manner at all times.
Help maintain a safe working environment by:
· Attending training in Health and Safety requirements as necessary, both on appointment and as changes in duties and techniques demand.
· Following local codes of safe working practices and the University of Surrey Health and Safety Policy.

	Elements of the Role
This section outlines some of the key elements of the role, which allow this role to be evaluated within the University’s structure. It provides an overview of what is expected from the post holder in the day-to-day operation of the role.

	Planning and Organising
· The post holder is expected to take a highly organised approach to their work, planning for immediate priorities as well as planning time and resources for longer term change and implementation of new strategies, taking into account a wide range of demands on their time.
· The post holder is responsible for managing the delivery of a portfolio of strategic projects and improvement priorities and for meeting key deadlines and project deliverables.  They are expected to maintain their knowledge of the HE market and keep abreast of developments, understanding how these could impact or be incorporated into Service delivery.
· They are expected to draw upon their broad experience and understanding of the delivery of student experience functions / business to deliver projects and key deliverables across the services on time with appropriate resourcing.   
· The post holder is expected to draw upon their understanding and experience of project management principles in order to effectively deliver key change across the division. 
· As a senior leader you will have oversight of the key business of the Directorate and will direct resources, alongside the Management Team, to effectively deliver our business activities, adjusting resources as required to meet customer needs and expectations. 
· You will proactively engage senior leaders within the University regarding direction of travel for the University, key goals and industry trends to ensure that Services add value to improve student experience, research and educational outcomes.


	Problem Solving and Decision Making 
· The post holder is likely to encounter a wide range of issues and will be expected to lead in the delivery of appropriate, and where needed, innovative solutions. 
· The role requires a professional and proactive approach to the delivery of services and must have a broad understanding of the department structure, resources, business deliverables and projects to ensure that they can plan and direct resources to ensure effective and timely outcomes.   
· The post-holder will work within established boundaries but will be expected to use their initiative in the interpretation and use of novel approaches in achieving the required results, taking action but also recognizing the further implications of those actions.  You will demonstrate novel and innovative approaches to problem solving, identifying solutions not always considered.  The post holder will be trusted to act independently in the best interests of the University.
· You will actively lead on change in the division, developing performance metrics to challenge outcomes and implement improvements to ensure effective and efficient delivery of our business across functions.
· Decision making will be underpinned clearly by the University strategy and financial goals, reflecting an awareness of external and internal dynamics.

	Continuous Improvement 
· The post-holder is expected to keep abreast of new and innovative changes in the HE sector, with particular focus on medium to long term standardisation of services and improvement of the student experience.
· In addition, the post holder will utilise a flexible operating model to meet changing demands from customers and in the delivery of our functions.  
· The post-holder will develop a strong network of professional contacts outside the organisation to keep abreast of positive changes and developments in their field, which can be explored and utilised by the University, again with a view to improving our student experience. 

	Accountability 
· The post holder is a senior member of the Department and will be a key driver for change and improvement across the functions of the division. You will be expected to communicate as a senior leader with a wide range of stakeholders, both internally and externally, with emphasis on working with senior management across the University and be able to influence and implement change across the campus.
· They are expected to ensure the timely delivery of projects in their area. Projects should be delivered on time and within budget, with risk management and mitigation as required.

	Person Specification This section describes the sum total of knowledge, experience & competence required by the post holder that is necessary for standard acceptable performance in carrying out this role.

	Qualifications and Professional Memberships
	

	Professionally qualified with a relevant degree/postgraduate qualification, plus significant relevant managerial experience, leadership and professional experience, or substantial experience and proven success in a strategically important specialist area.

Or:

Extensive vocational and strategic management and leadership experience demonstrating professional development through involvement in a series of progressively more demanding and influential work/roles, backed by evidence of significant development	
	E

	Technical Competencies (Experience and Knowledge) This section contains the level of competency required to carry out the role (please refer to the Competency Framework for clarification where needed and the Job Matching Guidance).
	Essential/
Desirable
	Level
1-3

	Experience of project/programme management
	E
	3

	Strong leadership capability, executing as appropriate in areas of responsibility
	E
	2

	Expertise in budget planning, financial management and workforce management
	E
	2

	Broad knowledge of current and emerging practices, and how these apply to business needs, including the ability to differentiate between a relevant trend and hype
	E
	3

	Ability to improve operational efficiency, service delivery and information management across the Directorate
	E
	3

	Excellent oral and written communication skills, including the ability to explain solutions in business terms, establish rapport and persuade others
	E
	3

	Experience of working in Higher Education
	D
	n/a

	Core Competencies This section contains the level of competency required to carry out this role.  (Please refer to the competency framework for clarification where needed). n/a (not applicable) should be placed, where the competency is not a requirement of the grade.
	Level
1-3

	Communication
Adaptability / Flexibility
Customer/Client service and support
Planning and Organising
Continuous Improvement
Problem Solving and Decision Making Skills
Managing and Developing Performance
Creative and Analytical Thinking
Influencing, Persuasion and Negotiation Skills
Strategic Thinking & Leadership
	3
2
3
3
3
3
2
3
3
2

	This Job Purpose reflects the core activities of the post. As the Department/Faculty and the post holder develop, there will inevitably be some changes to the duties for which the post is responsible, and possibly to the emphasis of the post itself. The University expects that the post holder will recognise this and will adopt a flexible approach to work.  This could include undertaking relevant training where necessary. 

Should significant changes to the Job Purpose become necessary, the post holder will be consulted and the changes reflected in a revised Job Purpose.


	Organisational/Departmental Information & Key Relationships

	Background Information 

The Chief Student Office is responsible for delivering a range of services for our student and staff community. We are accountable for ensuring students have the University experience they deserve and expect and that our services ensure that they are empowered and able to achieve their full potential.

We ensure that students receive excellent support and advice and feel a sense of belonging to the University of Surrey community, and work against the key principles in our student and staff partnership manifesto (student-staff-partnership-manifesto.pdf (surrey.ac.uk). 


	Department Structure Chart 
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	Relationships 

The post holder is expected to liaise with a range of stakeholders throughout the University. The need to develop strong and positive working relationships with colleagues and suppliers is a must. 

Internal
· The Chief Student Officer’s division
· Director of Student Life and Associate Directors
· University executive leadership team
· Academic and Professional Services staff

External
· Vendors and suppliers
· Professional and industry contacts / peers
· Other Universities and similar size organisations
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