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Job Description: Professional Services Leadership Position

	Faculty/Directorate/Service Area:
	Education Services

	Job Title:
	Student Cases Manager (Complaints and Final Reviews)

	Department/Subject:
	Education Operations

	Salary:
	Grade 8

	Hours of work:
	Full Time, 35 hours per week

	Contract:
	Fixed Term (12 months)

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



	Main Purpose of Post

	1. To manage a team whose Student Cases Management remit includes but is not limited to, complaints, final reviews, dignity at work and study, and other student cases work. 
2. To be dynamic, flexible and open to change, managers will be required to act on behalf of, or in place of managers from other areas of the team as and when required and in line with the matrix program, ensuring that we remove silo working and share best practice and knowledge across the breadth of the remit.
3. To manage Student Cases Management delivery, advice and support within Faculties, including but not limited to casework related to complaints and final reviews and queries from academic colleagues, along with level 2 student enquiries referred from the gateway.  
4. To manage colleagues, interns, placements and volunteers in line with university policies and procedures, ensuring they follow them as well as service workflows and act in line with the relevant compliance, legislative, licensing and regulatory frameworks
5. To manage the provision of service information for students, colleagues and external partners
6. To manage relationships with key internal partners, including Student Life, Governance and Legal and the Faculties. 
7. To work closely with the Directors of Professional Services, external stakeholders and other senior staff on issues relating to Student Cases providing expert advice and guidance. 
8. To manage and direct work to a team whose remit includes, complaints and final reviews and other case work.
9. To manage and have oversight of data that pertains to complaints and final reviews
10. To design and deliver workshops and training to staff on issues relating to student cases. 
11. To promote good practice in the avoidance of student cases and in the prevention of case escalation. 
12. To ensure that all team tasks are completed on time and to the highest quality.
13. To support the development and monitoring of activity plans for the service area, informing the wider Education Services activity plan in support of its strategy and University objectives
14. To manage service performance, anticipating changes in demand, taking a matrix approach to modelling and deploying resources to ensure all services meet the agreed standards and expectations and to address single points of failure
15. To operationally manage the delivery of services that facilitate and support both the objectives of Education Services and the wider University and are fit for purpose
16. 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 and external scrutiny by the CMA, QAA, OIA or other legal representation
17. To ensure that Faculties and other Professional Service units are supported and engaged appropriately, conscious of the important remit of the team and the important role they play in supporting the wider university
18. To support with ensuring that single lines of accountability are transparent, and that process improvement and enhancement is a continuous theme across all teams and remits


	General Duties
	19. To fully engage with the University’s Performance Enabling and Welsh language policies
20. To promote equality and diversity in working practices and to maintain positive working relationships.
21. 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. 
22. Any other duties as agreed by the Directorate.
23. To ensure that risk management is an integral part of any decision-making process, by ensuring compliance with the University’s Risk Management Policy


	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 motivate 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
A degree and/or legal qualification or significant relevant work experience. 

Experience
· Experience in managing and motivating a team.
· Experience in the delivery of Professional Services to Faculties, students and other stakeholders, centred upon Student Cases
· Experience of case management and investigations and designing and providing training to support these.
· Experience of dealing with case investigations. 
· Experience of managing meetings with wide and varied stakeholder groups.
· Understanding of the priorities and objectives of early case resolution and in the promotion of good practice to help prevent complaints and final reviews. 
· Experience of working in a target driven environment.
· Experience of influencing others and negotiating with them to achieve an outcome.
· Experience of 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
· A good understanding of the academic regulations and how they apply to complaints and appeals work. 
· Excellent communication skills, verbal and written and to present measured and reasonable arguments to achieve the desired outcome.
· Excellent 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
· An excellent 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:N.A.Wathan@swansea.ac.uk
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