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	THE UNIVERSITY OF NOTTINGHAM

Recruitment Role Profile Form


Job Title: 


Head of Student Service Delivery



School/Department: 

Division of Student Operations, Registrar’s Department
Salary:                   
£48,743 - £58,172 per annum, pro-rata.  Salary progression beyondthisscale is subject to performance.

Job Family and Level:

APM level 6




Contract Status: 

Fixed Term (maternity cover)



Hours of Work:


36.25
Location: 


UK Campuses
Reporting to: 


Director of Student Operations & Support
Purpose of the Role: 
Over recent years the University of Nottingham has developed new Student Services Centres across its campuses, with integrated support for students provided through a single front-end interface. Registry services and Tuition Fees Payment have been integrated within the Centres alongside Financial, Disability and Academic Support.   

The Head of Student Service Delivery is responsible for the strategic and professional leadership of the specialist services within this area and also the strategic development and coordination of student service delivery within the University.
	
	Main Responsibilities 


	% time per year

	1.
	The Services

· Provide strategic leadership and management of the following services, within and to an agreed budget, to ensure the delivery of high quality service to a diverse community of students and staff:

Academic Support
Disability Support

Financial Support

Student Services Centres

Childcare Services
· Lead development, delivery and evaluation of the services provided by the department.

· Seek best value and efficiency in all aspects of delivery, connecting with schools and other departments.
· Lead the development of institution-wide strategy and delivery in these areas.

· Seek innovative ways of ensuring that students are aware and engaged with services, including overall responsibility for communications and service involvement in major University events and processes such as recruitment open days, student registration and welcome and induction periods. 

· Seek ways of recording and interrogating data on student service usage to help inform further developments.

	35%

	2.
	Leadership and engagement

· Chair the service leadership team and direct line management of the heads of section. 
· Lead, manage and develop the Service’s staff so that they are equipped for and enthusiastic about the challenges related to all aspects of welfare support and service delivery.
· Engage with academic Schools and represent the department internally to academics, University management and University committees, ensuring the appropriate interaction with the Asia campuses.
· Ensure professional approaches are valued and developed further, basing those approaches within the context of the needs of the University of Nottingham as a whole.
· Work closely with the Head of Student Welfare to ensure that there is a seamless connection between key parts of the ‘student experience’. This will be particularly important in ensuring a coordinated response to complex student cases and also the role of respective teams in incident management.
· Contributing to the wider development of Student Operations & Support through the Divisional Senior Team.

	30%

	3.
	Student Services Centres
· Overall responsibility for delivery via Student Services Centres, including ‘front of house’ activities and their integration with the specialist service teams that underpin delivery.
· Liaison with core departmental partners, including those listed below, to maximise the integrated and seamless nature of the service interface for students.
Tuition Fees
Academic Services
School Offices

International Student Support team

Disability Liaison Officers’ (DLO) Network 
Students’ Union and particularly the Student Advice and Representation Centre (SARC)
· . 
· Oversee the development of all front-line staff to ensure they are aware and able to respond to a range of complex student needs which may require referral to the Student Welfare team.

	20%

	4.
	Service Developments

· Overall responsibility for departmental involvement with the project to review and transform processes, ahead of the longer-term procurement of a new Student Record System for the University.
· Overall responsibility for managing the impact of these changes on the wider Division of Student Operations & Support, seeking ways to refine processes and systems across the Division as a result. This will require particularly close working relationships with colleagues in the following areas:
Accommodation Services
Careers & Employability Service

Physical Recreation & Sport
· Play a lead role in the development of ongoing projects such as a more integrated approach to delivering Financial Aid to all students.

	10%


	5.
	International Campuses

· Providing consultancy support and advice for equivalent services at UNMC and UNNC.

· Contributing to the development of the student experience at the Asia campuses.


	5%


Knowledge, Skills, Qualifications & Experience

	
	Essential
	Desirable

	Qualifications/ Education


	A good first degree.
	

	Knowledge, Skills & Attributes

	A good understanding of the principles and practice of student service delivery and its connection with welfare support.

An understanding of the changing dynamic of student life.

An ability to work within a multi-agency setting.
Effective interpersonal skills.
An ability to represent the University and Service externally to partner agencies.

Diversity awareness.
Proven ability to manage financial and human resources strategically and operationally.


	

	Experience


	Significant experience of working within a diverse student population or equivalent.
Substantial management experience at an appropriate level.

Significant experience of managing staff including recruiting, developing, training, appraising and motivating staff.

Experience of budgetary planning and financial management.

Experience of dealing with highly confidential, sensitive information and an awareness of Data Protection legislation.


	Management of a front-line service provision with HE setting.
An awareness of the student funding landscape, including insight into the role of Student Finance England.

Awareness of UKBA regulations.

	Statutory/Legal


	
	


Decision Making

i)
taken independently by the role holder
	· Lead development, prioritisation and evaluation of Student Services Centres and related teams.

· Set overall standards for the Service with ultimate accountability for such standards being met.

· Define, construct and implement strategy for the Service that supports and takes forward the University strategy and best practice in the sector.

· Budgetary decisions covering the work of the service.

· Management and development of Service staff.




ii)
taken in collaboration with others
	· Major policy developments in regard to University-wide initiatives.

· Significant service-related projects.

· Significant projects with internal and external partners. 



iii)
referred to the appropriate line manager (please name) by the role holder
	· Larger budgetary items (to Director of Student Operations and Support).

· University-wide policy (eg University Management Board level).
· Elements of incident management, including media relations.



Additional Information

	This is a new role which focuses specifically on the delivery of administrative and welfare-related services at the University of Nottingham. This role builds on solid foundations, managing established and well-regarded professional services. It is set in an HE context where an increasingly diverse range of issues are presented by a large multi-cultural and multi-national student population. This role is central to the development of effective service delivery within the University and is therefore a key element in delivering a first class student experience.
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