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Job Description

Job Title:
Team Leader Professional Development (PD) In-House Administration
Department:

Business Development
Reporting to:
Business Development Director
R&R Level:

Team Manager
Location:

Based in Guildford with regular travel to London Moorgate office
Subordinates:

PD In-House Administration Executives
Date Prepared:
December 2011 
Role:

Responsible for the day to day operational management of the College’s PD In-House administration, encompassing initial client engagement, pre and post course client service and relationship management. 

To drive and support effective change and improvements within the PD Administrative function, to deliver continuous improvement in customer experience, business process and operational cost efficiencies. 

Main Duties:

· Responsible for the development and maintenance of In-House administrative procedures, practices and service standards.

· Responsible for the management and coordination of all bookings, including Public Courses, for In-House and Consortia clients. 
· Responsible for the hands-on management of the programmes not covered by the PD In-House Administration Executives.
· Maintain a full understanding of all higher education application boards and regulatory bodies, including Bar Standards Board (BSB) and the Solicitor’s Regulation Authority (SRA) and their associated policies and systems, in order to proactively manage the impact of any changes to both the College and the wider Higher Education sector.

· Work collaboratively across all operational areas of the College to ensure that the highest possible levels of client satisfaction and customer experience is achieved.

· Work collaboratively with Business Development to develop and maintain strong Client Relations and increased long term customer value.
· Continuously review processes within the PD In-House team, with the aim of optimizing the ‘flow’ of work around supporting the client, looking at both systems based and procedural improvements to increase efficiency.
· Use key client data to identify key issues which impact the client experience and to work across the business to push through any required changes/development within the College of Law and ensure we are in line with wider strategic business objectives.

· Work with the Business Process Team to ensure that all products and courses can go live on time, in accordance with the Core Product Schedule and Business Plan, through proactive, timely intervention and in partnership with key business owners.

DELIVERY

· Act as a key point of contact within Business Development for In-House issues and ensure we “close the loop” on these issues to avoid repeated instances.

· Act as key contact for all new programs and changes to existing programs, to ensure that all initiatives are delivered with minimal impact to customer experience and operational integrity.

· Champion process efficiency within the customer facing functions and act as a key custodian of ‘the customer’ experience and developments for the In-House functions.

· Management, development and support of Staff through ongoing coaching and 1-2-1’s, ensuring that this results in staff being empowered and enable to deliver World Class Customer Service.

· To lead by example, demonstrating good management principles for all to follow; to develop good relationships with all staff and promote and support a working environment where staff are happy to come to work.

· To promote and sustain a constructive, supportive and friendly working relationship with all customers, external and internal, immediate and senior management and other work colleagues

PRODUCT


· Support the ongoing review, analysis for commercial viability of existing and future courses and programs along with the capture of all relevant Management Information.

· Take pro-active action to remedy any short fall in enrollments; make and support activities to maximise client conversion. 
This job description is correct at December 2011.  It may vary in consultation with the post holder to reflect the developments to the job.

The hours of this post will normally be 9:00am to 5:00pm, but the post holder will be expected to work beyond these hours on occasions to meet the demands of the role.

The College operates a no smoking policy.

Signature of Job Holder: …………………………………


Date: ………............

Person Specification

Job Title:
Team Leader Professional Development (PD) In-House Administration
1.
TRAINING & EDUCATION


Education

	Essential
	Desirable

	‘O’ Level English Language and Maths (or equivalent)

‘A’ levels or equivalent 
	Graduate level or equivalent





Skills

	Essential
	Desirable

	At least 3 years experience in an operational environment. 

A proven track record in delivering to targets and deadlines. 

Comfortable and confident with technology and acting as a liaison point between operational and technical teams.

Strong attention to detail and diligence in executing tasks in relation to a project

Strong commercial focus with an understanding of strategic business goals

Strong ability to build cross-functional relationships

	Client Relationship Management 
Contact Centre knowledge
Project Management skills



2.
EXPERIENCE
	Essential
	Desirable

	Experience with problem solving on a regular basis

Liaison with internal and external customers and building effective working relationships at all levels. 
Experience of people management
Managing, prioritising, scheduling of own tasks. 
	Working in an educational environment

Experience of selling ideas to management


3.
SPECIAL SKILLS & KNOWLEDGE

	Essential
	Desirable

	MS Excel, Word and PowerPoint
	


4.
BEHAVIOURAL SKILLS
	Essential
	Desirable

	A passion for customer service.

Proactive team player. 

Self motivated, uses initiative and problem solver.

Work to tight deadlines with a can do attitude – solutions and results driven. 

Willingness to go beyond the call of duty to get the job done 

Flexibility to work longer hours when required or non-core hours to support the Business

Strong leadership style with excellent motivation skills. 
	


5.
SPECIAL CIRCUMSTANCES
	Essential
	Desirable

	Willingness to meet new challenges
	


