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JOB DESCRIPTION                                                                                                                  

JOB DESCRIPTION FOR THE POST OF:          Admissions & Customer Service Officer

RESPONSIBLE TO: 
Admissions & Customer Service Supervisor
GRADE: 





Scale 5
RESPONSIBLE FOR:



None

LOCATION:





UCG Campuses
__________________________________________________________________

1. PURPOSE OF THE JOB:

To deliver a high-quality, responsive and student-focused admissions and customer service function, supporting prospective learners from initial enquiry through to enrolment. The role is key in ensuring applicants receive accurate Information, Advice and Guidance (IAG) to make informed decisions about their education and progression.

The postholder will contribute to a consistent, efficient and welcoming service across all college campuses and customer contact channels.

2. MAIN DUTIES AND RESPONSIBILITIES:

Job Content:  The main duties and responsibilities are as follows:

2.1 
Admissions & Customer Service Delivery

· Act as a first point of contact for enquiries via face-to-face on reception, telephone, email and digital platforms, delivering a professional and customer-focused service 

· Support applicants throughout the admissions cycle, including enquiries, applications, interview arrangements, offers and enrolment preparation 

· Provide clear, accurate and impartial Information, Advice and Guidance (IAG) on courses, entry requirements, progression opportunities and the application process 

· Ensure all interactions support a positive applicant experience and reflect the college’s values and service standards 
2.2
Information, Advice and Guidance (IAG)

· Deliver high-quality IAG in line with college policies, supporting applicants to make informed decisions about their study and progression 

· Identify when applicants require more in-depth or specialist guidance and refer appropriately, working closely with the Additional Learning Support and Supported Learning Teams team regarding students with additional needs

· Maintain up-to-date knowledge of curriculum offer, entry criteria and progression pathways 
2.3 
Systems, Processes & Administration 

· Accurately process applications, update student records and maintain data integrity across admissions systems 

· Support the administration of interviews, offers and enrolment processes, support the Exams team during main exam periods, distribute certificates, and the SRU team with taking payments for trips and course fees


· Ensure compliance with GDPR and confidentiality requirements in all handling of applicant data, including liaising with the GDPR Officer and supporting with providing student references 

· Contribute to the efficient operation of admissions processes, highlighting issues and suggesting improvements 

· Liaise with the IT team to ensure reception equipment is fully operational

2.4
Team Working & Service Delivery

· Work collaboratively with colleagues across admissions, marketing, curriculum, MIS student records, exams, and student services to ensure a seamless applicant journey 

· Support the Admissions & Customer Service Supervisors and Admissions & Customer Service Manager in maintaining service standards and meeting team targets 

· Follow agreed processes, workflows and rotas, contributing to a consistent service across campuses 

2.5
Events & Recruitment Activity

· Support open days, enrolment events, applicant days and outreach activity as required 

· Represent the college professionally at internal and external events, including supporting School Liaison & Outreach Officer activities 

· Contribute to a welcoming and informative experience for prospective learners and stakeholders 

2.6 
Multi-Campus & Flexible Working

· 2.6.1 
Work across multiple college campuses as required 

· Participate in rota-based working, including evenings and weekends, particularly during peak admissions and enrolment periods
PERSON SPECIFICATION – ADMISSIONS & CUSTOMER SERVICE OFFICER

Qualifications
Essential:
· GCSE (or equivalent) English and Maths at Grade 4/C or above 

· Level 2 qualification in Information, Advice and Guidance (IAG) or willingness to achieve within probation 

Desirable:
· Level 3 IAG qualification 

· Qualification in customer service, administration or a related area 

Experience
Essential:
· Experience working in a customer-facing role 

· Experience working in a busy environment with competing priorities 

· Experience using IT systems or databases 

· Experience handling sensitive or confidential information 

Desirable:
· Experience in Further Education or a similar setting 

· Experience of admissions, enrolment or front-line student services 

Knowledge & Skills

Essential:
· Strong communication skills, both verbal and written 

· Ability to provide clear and accurate information and guidance 

· Good organisational skills and attention to detail 

· Ability to manage workload and meet deadlines 

· Confident using IT systems 

· Understanding of good customer service 

Desirable:
· Knowledge of FE courses, pathways or admissions processes 

Personal Attributes

Essential:
· Friendly, professional and approachable manner 

· Commitment to delivering excellent customer service 

· Ability to stay calm under pressure 

· Team player with a positive, proactive approach 

· Commitment to equality, diversity and inclusion 

Other Requirements

· Willingness to work flexibly, including evenings and weekends 

· Ability to work across multiple college campuses

· Distributing certificates and supporting the Exams team during main exam periods, Supporting the SRU team with taking payments for trips and course fees

	


ENHANCED DBS WITH LIST CHECK 
The College requires an enhanced check of the Disclosure and Barring Service’s (DBS) children’s and adults’ barred lists. The certificate document issued following an application to the DBS for a criminal records check must contain and align with the personal information provided by the individual and the result of the checks undertaken.
