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[bookmark: job]THE POST

Faculty/Service:	Education and Student Support

Post:			Education Support Assistant

Reference No:		1361

Grade:			C

Reporting To:		Education Support Advisor



Job Description

Organisational context and reporting line:

In collaboration with the academic Faculties, the Education and Student Support (ESS) 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 Assistant 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:


As a first responder for student enquiries, you will be responsible for contributing towards an excellent student experience.

This role is expected to provide an excellent first-line enquiry and standard transaction education support service for students and academic teaching staff, to provide high-quality general administration support as required for all taught programmes, and to work effectively within the wider administrative team to deliver a seamless and high-quality service. This role will be allocated to a “hub” location but all role-holders in the context of Education Services 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 peak demand needs across the service when these occur. 

Main duties and accountabilities:

1. Act as a first point of contact for internal and external enquirers, including face-to-face, telephone and online enquiries, maintaining the highest standards of customer service. Responding to, triaging, or resolving enquiries appropriately.
2. Effectively manage and prioritise incoming enquiries, ensuring that service level expectations are maintained.
3. Accurately process and input data and maintain records relevant to the role, such as maintaining student data in the Student Record system, including entering student marks and managing module enrolments and changes
4. Provide effective administrative support for programme delivery, such as processing examination scripts, setting up assessment records and releasing student marks and feedback.
5.  Support the processing of student requests for mitigation, including signposting to support services, updating assessment records and responding to students, within service level expectations.
6. Maintain and enhance the student experience across the student lifecycle where appropriate to the role, and in support of Directorate objectives. Suggest improvements and be responsible for their implementation where directed.
7. Use systems and software effectively and efficiently, adhering to any relevant compliance and undertaking training as offered and required.
8. Ensure processes, procedures and codes of practice are adhered to and best practice is followed and shared where relevant.
9. Maintain a central information point for Education Services; collating and updating relevant information through a variety of media, including website maintenance where required.
10. Maintain a working knowledge of Education Support processes and policies, including for assessment, mitigation, module and programme enrolments and progression and award, , being able to signpost these to others and provide support to staff and students as required. 
11. Accountability/ responsibility for discrete areas of work, as delegated by your line manager or other senior stakeholders.

All role holders at Grade C are expected to: 
· Work under direction within a team, and collaboratively within and across teams within the Directorate
· Liaise with internal and external stakeholders as required, building and developing effective communications and working relationships. 
· Provide administrative support for areas such as a project, system, set of procedures, website, event, student facing activity, of the Directorate, or act in general administrative support role for a team or group.
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 CRITERIA

	Attainments/Qualifications

	· Educated to 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.
· High levels of accuracy and attention to detail.
· Fast and accurate database inputting skills and experience of maintaining and using a database for retrieval of information. 
· Ability to communicate effectively with precision and accuracy 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. 

	Prior Experience

	· Experience of delivering excellent customer service and managing difficult customer encounters.
· Experience of working collaboratively and proactively in a team and with multiple team members to deliver multiple objectives and high service standards.

	Behavioural Characteristics

	· Ability to be flexible and deal with frequent interruptions whilst maintaining focus and accuracy. 
· Ability to present a professional image of the University of Exeter at all times.
· A keen interest in building skills, experience and a career in administration and customer services.
· Confidence and ability to work independently with appropriate supervision.
· Ability to be flexible and adaptive to changes in task allocation and areas of responsibility
· Self-motivated with a willingness to learn and actively seek training and development.
· Ability to remain calm under pressure and demonstrate resilience in the workplace.
· Ability to show empathy and sensitivity for customers and a desire to seek the best possible outcome for them. 

	Circumstances

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


	
Informal Enquiries
 For further information, contact Dom Brendell at D.Brendell@exeter.ac.uk.  
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