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THE POST

Faculty/Service:	Education and Academic Services
Post:			Education Support Administrator 
Reference No:	2005
Grade:		D
Reporting To:	Education Support Advisor
Responsible For:	N/A


Job Description

Organisational context and reporting line:

In collaboration with the academic Faculties, Education and Academic Services (EAS) Directorate provides all of the key administration and education support activities that underpin the student experience from Welcome Week to Graduation. 

Team

This role is within the Education Support Team which provides the core and critical operational support for teaching administration and support for delivery of all University of Exeter taught programmes for Undergraduate and Postgraduate Taught students. This is a large team of approximately 150 staff working across multiple “hub” locations and three campus locations. 

The Education Support Team is responsible for providing an excellent experience for staff and students for teaching support. This includes acting as the first line of enquiry for all student queries concerning teaching administration; and supporting both students and academic staff with processes that support the teaching delivery cycle such as: facilitating coursework submission and return; maintaining student records; module selection support and module and programme changes; administration of student mitigation requests and mitigation committees; and facilitation of Assessment, Progression and Awarding Committees (Exam Boards).  On a day-to-day basis, the work of the Education Support Administrator will be managed by an Education Support Advisor who will have responsibility for a range of education operational delivery and who will be line-managed by an Education Support Manager. 

Main purpose of the job:

This role provides dedicated support for staff and students across specified taught programmes. This role provides administrative support across a range of activities, such as module and programme administration and organisation and advice and guidance to students within the programme(s) in line with University policies and procedures.

Team members at this level will act collaboratively to provide and act as “first port of call” for academic staff in relation to taught programmes; to advise on local customs and practices, and to refer to other sources of information and support. This role will be allocated to a “hub” location but role holders in the context of Education Support teams are expected to have a flexible and adaptive attitude and may be asked to provide critical support across all activities or locations in order to meet demand peaks or to share specialist knowledge and/or skills.


Main duties and accountabilities

1. Develop a thorough working knowledge of Education Support procedures and policies.
2. Act as a first/named point of contact for internal and external stakeholders and general enquiries, providing specialist advice and guidance on relevant matters.
3. Manage student or other records effectively and undertake quality checking of data to ensure accuracy.
4. Provide general and specialist administrative support with a full understanding of programme and module delivery for the relevant subject areas.
5. Create standard and one-off communications for staff and students.
6. Plan and organise events with guidance and support from managers, generally over a short-term period, representing the Directorate as required. 
7. Use systems and software effectively and efficiently, adhering to compliance and data protection requirements and undertaking training as required.
8. Collate, monitor, analyse and interpret data, providing written recommendations and summaries to stakeholders. Proactively identify issues and undertake corrective actions as required.
9. Responsibility for discrete areas of work, as delegated by your line manager or other senior stakeholders.
10. Contribute to improving the student experience across the student lifecycle where appropriate to the role, and in support of Faculty or Directorate objectives. Support new ways of working, training others as required and ensuring a comparable student experience across all campuses and Faculties as relevant to role. 
11. Participate in relevant working groups as required, proactively contributing and reporting progress on agreed actions
12. Work collaboratively with stakeholders, undertaking joint decisions on operational matters as required
13. Promote and ensure the consistent and correct application of processes, procedures, systems and codes of practice, resolving problems and ensuring compliance with internal and external regulation are adhered to within your area of responsibility. Train others in the correct usage as required. 

All role holders at Grade D are expected to:

· Work within a team, and collaboratively within and across teams within the Faculty and Directorate, proactively identifying improvements and sharing best practice.
· Liaise with stakeholders across the organisation, proactively building and developing effective communications and working relationships. 
· Support the development of common policies and practice, leading on improvements where delegated
· Have responsibility for a project, system, set of procedures, website, event, of a College or Directorate, or act in an administrative lead capacity
· Engage in relevant professional and operational networks across the organisation

This job description summarises the main duties and accountabilities of the post and is not comprehensive: the post-holder may be required to undertake other duties of similar level and responsibility.

Person Specification

	Competency
	Essential
	Desirable

	Attainments/Qualifications

	· Educated to A-level or equivalent experience.
· GCSE with an A* – C in Maths and English or equivalent experience
	

	Skills and Understanding

	· Excellent organisational and planning skills and the ability to prioritise and meet deadlines under pressure
· Ability to communicate effectively in person, in writing and email, and by telephone with a diverse range of people. 
· Excellent IT skills including proficiency in MS office (especially, Excel, Word and PowerPoint) and web based programmes. 
· Ability to work independently, including prioritising own workload and meet deadlines under pressure
	· Understanding of the UK HE environment. 



	Prior Experience

	· Experience of handling sensitive situations in a diplomatic and sensitive way
· Experience of working collaboratively and proactively in a team and with multiple team members to deliver to multiple objectives and high service standards.
· Experience in handling complex processes, tracking progress and reporting on outcomes
· Experience of delivering excellent customer service and effectively handling complex enquiries and difficult customer encounters 

	· Identifying areas for process improvement, making recommendations and successfully implementing change 


	Behavioural Characteristics

	· Excellent attention to detail and ability to provide accurate information.
· Ability to present a professional image at all times.
· Ability to obtain cooperation by developing excellent working relationships with a wide range of people.
· A keen interest in building skills, experience and a career in administration and customer services.
· Ability to contribute to a positive team working culture.
· Ability to be flexible and deal with frequent interruptions whilst maintaining focus and accuracy. 
· Confidence and ability to work independently with appropriate supervision.
· Ability to be adaptive to changes in task allocation and areas of responsibility.
· Ability to think laterally and solve problems.
· Self-motivated with a willingness to learn and actively seek training and development.
· 
	

	Circumstances

	· Willingness to work outside normal working hours when required by business need (paid as overtime with prior arrangement).
	


	
Informal Enquiries 
Before submitting an application, you may wish to discuss the post further by contacting Jenny Crotty, J.D.Crotty@exeter.ac.uk
 
Terms & Conditions 
Our Terms and Conditions of Employment can be viewed here.
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