 

 

 

Job Description: Professional Services Position 
 
	Faculty/Directorate/Service Area: 
	Education Services 

	Job Title: 
	Student Cases Officer (Appeals, Complaints and Final Reviews) 

	Department/Subject: 
	Education Operations 

	Salary: 
	Grade 7 

	Hours of work: 
	Full Time 35 hours a week 

	Contract: 
	This is a permanent position 

	Location: 
	This position may require the post holder to work at either Singleton or Bay Campus  


 
	Main Purpose 
of Post 
 
	1. To operationally support the remit aligned to Student Cases Management, including Appeals, Complaints, Final Reviews and other student case work, working in partnership with other Student Cases Officers. 
2. To operationally lead on the work related to one area of key remit of Appeals, Complaints or Final Reviews, and to operational support work within the Faculties, whilst retaining the flexibility and knowledge to support other areas of remit as and when needed.  
3. Be responsible for supporting an outcome-focused approach, motivating, developing and deploying the skills to provide creative and innovative solutions. 
4. To lead on the operational delivery of one key remit and within faculties, ensuring cases are managed, recorded and that data is accurate and validity. 
5. To lead on the operational improvements that benefit the work of student cases aligned to the remit area of responsibility.  
6. To ensure that case responses are high quality, timely, and seek to support the delivery of a high-quality student experience.  
7. To maintain an up-to-date knowledge of developments and changes in relation to student cases, both internally and externally.  
8. To support partnership working with key internal stakeholders such as Student Life, the Student Gateway and the Faculties.  
9. To provide expert advice and guidance to support the resolution of queries, to help inform process, share good practice and identify areas of potential risk or concern to the University through these. 
10. Ensure that tasks are completed to the highest quality and to time.  
11. To support production and refinement of process mapping for defined remit areas.  
12. Engage proactively in training, ensuring that an appropriate skill set supports the remit.  
13. To support the review and compliance of case management and responses in line with policy and regulatory expectations.  
14. To support and contribute to activity plans for the service area 
15. To support the development of service policies and procedures in line with relevant standards and guidelines, ensuring efficient workflows that make effective use of available technologies and are proportionate to risk, supporting accreditation, audit, compliance, quality assurance or validation where appropriate 
16. To lead investigations into cases and use appropriate judgement to arrive at decisions impartially.  
17. To model behaviours that demonstrate due diligence and highest levels of confidentiality when dealing with sensitive cases and information.  
18. To take ownership of appropriate statutory obligations on student case management as required by external partners and agencies, such as the CMA, OIA and QAA.  
19. Provide cover for other team members as and where needed. 

	General Duties 
	20. To fully engage with the University’s Performance Enabling and Welsh language policies 
21. To promote equality and diversity in working practices and to maintain positive working relationships. 
22. 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.  
23. Any other duties as agreed by the Faculty / Directorate / Service Area. 



	
	24. To ensure that risk management is an integral part of any decision making process, by ensuring compliance with the University’s Risk Management Policy 
 

	Professional 
Services 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.  
 
 
We are Professional 
We take pride in applying our knowledge, skills, creativity, integrity and judgement to deliver innovative, effective, efficient services and solutions of excellent quality. 
 
We Work Together          
We take pride in working in a proactive, collaborative environment of equality, trust, respect, co-operation and challenge to deliver services that strive to exceed the needs and expectations of customers. 
We Care 
We take responsibility for listening, understanding and responding flexibly to our students, colleagues, external partners and the public so that every contact they have with us is a personalised and positive experience. 
 
 
 

	Person 
Specification 
 
	Essential Criteria: 
 
· Demonstrable evidence of taking pride in delivering professional services and solutions 
· Ability to work together in an environment of equality, trust and respect to deliver services that strive to exceed the needs and expectations of customers. 
· Demonstrable evidence of providing a caring approach to all of your customers ensuring a personalised and positive experience 
 
Qualifications 
 
· A degree or equivalent relevant experience 
 
Experience 
· Experience in dealing with cases or investigative administrative work.  
· Experience in the delivery of Professional Services to Faculties, students and other stakeholders, centred upon Student Cases 
· Experience of dealing with sensitive and confidential information and processing it in line with GDPR 
· Experience of supporting University led committees. 
· Understanding of the priorities and objectives of early case resolution and in the promotion of good practice to help prevent appeals, complaints, final reviews and student cases.  
· Experience of working in a target driven environment. 
· Experience of influencing others and negotiating with them to achieve an outcome. 
· Experience of leading and promoting a culture of continuous improvement. 
 
 
· Knowledge and Skills 

	
	· A good understanding of student administration issues that relate to the academic work of the Faculties and The College 
· Excellent communication skills, verbal and written and to present measured and reasonable arguments to achieve the desired outcome. 
· Good presentation skills to communicate effectively in all situations to varied audiences. 
· Excellent organisational and time management skills with ability to prioritise work to meet deadlines in an outcome focused way 
· A knowledge of the use of legal and regulatory frameworks in order to ensure fair process and due diligence is followed in reaching case outcomes 
· Excellent IT skills, knowledge of and ability to interrogate data from a variety of sources 
 
 
 
Desirable Criteria: 
· Ability to communicate through the medium of 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 
	Informal enquiries: 
Shortlisting Date: Interview Date: 
 
Line Managers are responsible for assessing whether a role requires a DBS check. 
In doing so, each role should be assessed using the Gov.Uk online tool (support is available if required from the 
	HR BP Team)
	 

	In cases where a satisfactory DBS Check is required, this must be received and assessed before a start date can 


be confirmed 
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