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Job Description: Admissions Officer (Operations)

	Faculty/Directorate/Service Area:
	                Marketing, Recruitment and International

	Job Title:
	Admissions Officer (Operations)

	Department/Subject:
	Admissions Service

	Salary:
	G7

	Hours of work:
	Full time

	Contract:
	This is a permanent position

	Location:
	This position will be based at the Singleton Campus



	Introduction

	The Admissions Service is part of Swansea University’s Marketing, Recruitment and International (MRI) Directorate. The service:
· Delivers Admissions outputs which are aligned to the university’s strategic goals and values
· Supports prospective students through the admissions process by providing expert advice, guidance, and administrative support. 
· Provides admissions training and guidance for academic and professional service colleagues across the University. 
·  Operationalises systems and processes across the applicant journey (all levels, entry points and modes of study) and is focused on delivering an excellent applicant experience which is aligned to the University's wider recruitment goals
This role sits within the Admissions Operations Team. This team is responsible for data management and compliance with any relevant internal and external policies/legislation. The team is also responsible for delivering excellent customer service to all enquirers, applicants and offer holders, ensures Admissions systems and processes are efficient, standardised and that best practice is shared across the service and key stakeholders. The team administers the logistics of any required interview process to enable selection and also supports the review and continuous improvement of all admissions processes/systems. 
  

	Main Purpose of Post

	1. Work with Admissions Manager (Ops) and Digital Services to ensure Admissions systems support all aspects of admissions requirements and also future student engagement throughout the applicant journey.  The role will help maintain, and shape, the direction for development and continuous improvement of our Admissions systems including Learner Gateway and the CRM
2. Responsible for maintaining data integrity within the Admissions systems, as well as co-ordination of consistent data entry and leads capture methods, while supporting systems users with queries 
3. Work with colleagues across the University to ensure internal and external needs are being met in relation to Admissions systems, lead on delivering project activities and priorities in line with strategic and operational plans
4. Act as the first line of support for MRI staff with queries/issues relating to Admissions systems and workflows, role-modelling excellent customer service standards in a timely and professional manner
5. Provide user training on Admissions systems and CRM workflows, including onboarding, navigation, business processes, creation of views and reports etc, including the production and maintenance of training materials, providing ongoing system maintenance including, but not limited to new users, users leaving/reassignment, user changes, security roles
6. Lead on the creation of or updates to workflows, business processes and business rules, dashboards and custom views
7. Provide oversight of data cleansing – maintaining data integrity of CRM and GDPR compliance and be responsible for data import and monitoring linkage with Learner Gateway
8. Co-ordination of future development of CRM systems, working with Digital Services colleagues in accordance with the University’s project management methodology and agreed standards
9. Support the delivery of Enquiries Management, working with Admissions Manager and Co-ordinators to ensure adequate resource is allocated to manage Enquiries (all channels) 
10. Support planning and ensure delivery of interview and selection activity via liaison with the Operations Admissions Co-ordinator - ensuring alignment with key application deadlines and internal and external regulation/policy
11. Collaborate with colleagues across the University and liaise with internal stakeholders to ensure Admissions processes align with institutional priorities, meet internal and external needs, and maintain transparent communication on timelines and process to strengthen relationships with stakeholders. 
12. Ensure an excellent applicant experience is delivered throughout the admissions lifecycle to help support student recruitment objectives
13. Work to required response times, ensuring applicant and stakeholder satisfaction
14. Provide reports on Enquiries volumes and team performance for internal stakeholders, escalating any workload management issues to senior managers 
15. Support the sourcing and training of Student Ambassadors to support Enquiries and Selection activity, as and when required, collaborating with the university’s Student Ambassador Scheme
16. Develop support materials and ensure existing and new staff within MRI involved with enquiries, selection and admission of students are trained to an appropriate level on required systems
17. Input into and provide support to Admissions staff in the operational delivery of policy, innovative processes and continuous service improvements, with a particular focus on Admissions systems such as Learner Gateway, CRM and other systems utilised by the Admissions Service
18. Provide guidance and advice on Admissions policy and procedure to applicants, parents, agents and other University staff; especially in relation to LG, CRM and related Admissions systems 
19. Undertake project work within the Admissions Service as agreed within grade profile
20. Identify opportunities to improve Admissions processes as well as engaging in personal continuing professional development
21. Line manage relevant colleagues and conduct meaningful Professional Development Reviews, manage HR-related matters such as annual leave, sickness and performance, providing clarity about roles, responsibilities and accountability
22. Adhere to any service structures, governance and processes 
23. Ensure the Welsh Language is embedded in all activity and is at a minimum compliant with the Welsh Language Standards 
24. Ensure effective collaboration and a data-driven approach are key elements of the service, working with wider MRI such as Marketing, UK and International Recruitment and Market Intelligence and relevant PS services

	General Duties
	25. Provide operational support throughout Confirmation and Clearing period 
26. Provide operational support for key recruitment events such as Open Days (UG&PG) 
27. Deputise for the Admissions Manager when required
28. Work closely with all other areas within the Admissions Service 
29. Provide professional, efficient, customer-focused service ensuring application, selection, compliance and operational outcomes are delivered on time, to the agreed service level.
30. Seeking, acting on and providing feedback to improve as a professional, and taking responsibility for own CPD
31. To fully engage with the University’s Performance Enabling and Welsh language policies
32. To promote equality and diversity in working practices and to maintain positive working relationships.
33. To lead on the continual improvement of health and safety performance through a good understanding of the risk profile and the development of a positive health and safety culture. 
34. Any other duties as agreed by the Faculty / Directorate / Service Area.
35. To ensure that risk management is an integral part of any decision-making process, by ensuring compliance with the University’s Risk Management Policy


As a high performing Directorate that is constantly improving, all members of staff may be expected to engage in alternative duties in other areas of Marketing, Recruitment and International or the wider University, for personal and professional growth or where it may be operationally required.


	Leadership Values
	All Professional Services areas at Swansea University operate to a defined set of Core Values: Professional services values and it is an expectation that everyone is able to demonstrate a commitment to these values from the point of application through to the day to day delivery of their roles. Commitment to our values at Swansea University supports us in promoting equality and valuing diversity to utilise all the talent that we have. 

In addition you will operate to a defined set of Leadership Values: 

We are Professional 
We develop ourselves and our teams through continued professional development, and use feedback to improve. We create a culture that delivers successful outcomes through people, supporting, developing and challenging our teams to succeed. We involve our people in developing a vision for the future and in enabling innovation and change, improving University, team and individual performance.

We Work Together 
We enable our teams to work together and across functions to deliver successful outcomes that exceed the needs and expectations of our customers. We are responsible for creating environments that demonstrate equality, foster trust, respect and challenge. We are accountable for providing clarity and direction, communicating the “big picture” and harnessing ideas and opportunities to achieve the University’s vision.

We care 
We create environments that identify, understand and give priority to delivering the needs of the University Community (our students, colleagues, external partners and the public). We motive and inspire our teams to provide the highest standards of personalised care and in doing so uphold the Swansea University brand.


	
Person Specification

	Essential Criteria:

Leadership Values:
1. Demonstrable evidence of creating a culture that delivers successful outcomes through people, developing and challenging teams to succeed and take pride in delivering professional services and solutions.
2. Ability to enable teams to work together and across functions to deliver successful outcomes that exceed the needs and expectations of customers, and in creating environments that demonstrate equality, foster trust, respect and challenge.
3. Demonstrable experience of creating environments that identify, understand and give priority to delivering the needs of the customer, and in motivating and inspiring teams to provide the highest standards of personalised care.

Qualifications
Educated to degree level, and Grade C in Maths and English at GCSE; or demonstrate equivalent work experience. 

Experience
· Experience of HE or FE Admissions
· Line management or supervision of a team 
· Experience of CRM systems 
· Experience of data segmentation, testing and marketing automation methods
· Experience in creating or updating system workflows, business processes and business rules, dashboards, and custom views  
· Experience of planning and delivery of events which require co-ordination of a large number of individuals across in person and virtual platforms
· Proven ability to manage a large volume of work, to a high degree of accuracy and the ability to maintain accurate data, records and systems. 
· Experience of providing a professional, efficient, customer-focused service
· Experience of working as part of a team to deliver agreed actions to ensure that the outcomes for the Function have been delivered to the required standard and agreed timescales. 
· Experience of working with others to focus on continuous improvement of processes and procedures, a consistent approach to achieving and maintaining quality outcomes with reference to risk identification / mitigation. 


Knowledge and Skills
· Excellent IT skills including a high level of knowledge of Admissions databases such as SITS or CRM for example
· Excellent written and oral communication skills with the ability to communicate effectively with a variety of audiences including the ability to listen, understand and respond accordingly.  
· Excellent organisational skills and the ability to work independently using own initiative, multi-task to achieve deadlines and work well under pressure.  
· The ability to write reports, analyse data and interpret results 
· Able to identify issues and share with technical colleagues
 
Desirable Criteria:
· Ability to communicate in Welsh 


	Welsh Language Level
	Level 1 – ‘a little’ - pronounce Welsh words. Able to answer the phone in Welsh (good morning / afternoon). Able to use very basic every-day words and phrases (thank you, please etc.). Level 1 can be reached by completing a one-hour training course.

For more information about the Welsh Language Levels please refer to the Welsh Language Skills Assessment web page, which is available here.

	Additional Information
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