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                   JOB DESCRIPTION

	JOB TITLE:
Admissions and Customer Support Team Leader
GRADE:         Scale 6




DIRECTLY RESPONSIBLE TO:   Recruitment & Relations Manager
DIRECTLY RESPONSIBLE FOR: Admission Team and Customer Support Team 



	Purpose of Job:

· Provide day to day leadership for the Admissions Team and the Customer Support Team
· In conjunction with the Recruitment & Relations Manager, provide an effective, efficient, customer focused front line service which meets of internal and external customers
· Liaise across the organisation to coordinate information and activities relevant to all aspects of Admissions and Customer Support.

· Ensure processes and procedures are reviewed regularly, staff are trained appropriately and best practice explored and adopted where relevant.




	Main Responsibilities and Duties:

· Lead both the Admissions Team and the Customer Support Team including monitoring of workloads, staff training, appraisals, recruitment, absence tracking and holiday bookings to ensure a quality service is maintained.
· To ensure that there is efficient and effective support for all customers who contact the College via the helpline, general info email account, livechat or main reception at Deane Road.
· To ensure customer data is collected and recorded using appropriate systems which link with the work of other College teams.
· Support the Recruitment and Relations Manager and the wider MIS team and developers in the continuing development on on-line services.
· To liaise and work with other College teams and managers to support the achievements of their objectives particularly in relation to providing excellent customer service. 
· Act as first point of escalation for unresolved issues.
· Lead on the requirements for and renewal of Bookwhen and live chat services.
· Develop knowledge of and provide assistance across college for the Livechat and Bookwhen services. 

· To regularly review all aspects of processes and procedures within the remit and ensure they are documented and revised where necessary.

· To undertake visits to other similar organisations and identify elements of best practice. 

· Act as H&S Co-ordinator for the team with responsibility for keeping the H&S file current.
· Work with Marketing and Learner Data to co-ordinate for cross College processes such as progress for existing learners, main enrolment and promotion of the College offer.
· Provide support for curriculum areas in the setting up of appointments and events on Bookwhen and other systems

· Monitor the availability of planned interview sessions and liaise with curriculum areas to ensure that appropriate slots are available.

· Support the Recruitment and Relations Manager in the development and implementation of the annual admissions schedule.

· Work across College to support and update a weekly staff information page containing relevant communications for all staff regarding upcoming priorities, events and reminders.

· Deputise for the Recruitment and Relations Manager at internal and external events/meetings as required.

· To hold regular team meetings to ensure a high standard of information sharing and a clear understanding of current College processes, priorities, marketing campaigns etc.
· Promote the use of online systems to streamline the communication, application and enrolment processes.
· Provide evening support during peak periods and to provide cover for absence.
· To undertake such duties as may be required by the Principal, commensurate with the grade and the nature of the post.

· To support and promote the work of the College at all times.
· To undertake all appropriate training and staff developments and attend all meetings relevant to the post and grade.
· To undertake such duties as may be required by the Principal, commensurate with the grade and the nature of the post.

· To be fully aware of and comply and promote all College policies, including financial regulations.

· To comply with health and safety regulations and be aware of the College statement on health and safety.

· Bolton College is committed to safeguarding and promoting the welfare of young people and vulnerable adults and expects all staff and volunteers to share this commitment. 

· Commitment to the principles of valuing diversity and equal opportunities. 


	WORKING HOURS

	The post holder will be expected to work such hours as are necessary for the proper performance of their duties and responsibilities with a minimum of 37 hours per week. Your pattern of work will need to be flexible and will therefore vary from time to time.  The Admissions and Customer Support departments need to be covered between the hours of 8.30 am until 7.30 pm Monday to Thursday and 4:30pm on a Friday.  You will be expected to ensure these hours are covered by the relevant teams.  The post holder may from time to time be required to work Saturday or a Sunday, in which case time off in lieu will be given during the normal working week. This post is full time 37 hours per week.

	TRAINING

	The College wishes to encourage support staff to increase their skills and qualifications, for the benefit of the individual and the College.  The post-holder may therefore, at the discretion of management, be required to undertake training and development appropriate to present and future needs of the College.

All staff will be required to participate in an annual appraisal.

	PLACE OF WORK

	The principal place of work for this post will be Bolton College’s premises at Deane Road. However, the post holder may be required to work on either a temporary or an indefinite basis at any premises at which it may from time to time provides services.

In the interests of Health & Safety, smoking is not permitted in Bolton College.

	PROBATIONARY PERIOD

	If the post holder is a new employee to the College, the first nine months of employment will be a probationary period, during which the suitability of the post holder for the position will be assessed. The Corporation reserves the right to extend the probationary period, if, in its opinion, circumstances so require.  During the probationary period, the employment may be terminated either by the post holder or by the Corporation on giving written notice of one month.  The Corporation’s Disciplinary Procedure will not apply during the probationary period.

	APPRAISAL

	The post holder will be required to participate in a staff appraisal scheme approved by the Corporation.


	JOB DESCRIPTION PREPARED BY:  Director of MIS          

DATE:  August 2021        




