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Shared Services Assistant
Job Description
Responsible to
Shared Services Team Leader.

Department
Customer Operations.

Hours
Full time, hybrid role, Monday to Friday, 37 hours per week between the hours of 08:30 and 17.00 (working pattern to be discussed on appointment of role). 
Salary
Dependent upon experience and qualifications.
Main purpose of job
To support the Customer Operations department and the wider business with general administrative duties and telephone support.

Duties include: 
· Provide comprehensive administrative support to the Functional Skills Team, ensuring efficient daily operations, including exam administration, certification and attendance tracking.
· Act as a point of contact for program and learner enquiries, effectively managing communications via telephone, service desk and email to resolve issues and provide accurate information across our Level 2 and Level 3 course suite.
· Contribute flexibly to the Customer Operations Team, adapting to fluctuating demands and supporting various functions to meet departmental objectives.
· Maintain accurate and up-to-date records through precise data entry and ongoing maintenance within Buttercups, third party systems and external awarding bodies.
· Manage and facilitate effective communication among clients, learners, and course tutors, fostering positive relationships and ensuring clear information exchange.
· Undertake additional duties as required, demonstrating adaptability and a commitment to supporting the overall goals of the organisation. 
These are the key duties and responsibilities for the post, and they are subject to regular review. Any significant changes to the role will be subject to consultation. This list is not exhaustive, and additional duties may be required as necessary.
Person Specification

	Criteria
	Essential
	Desirable
	Assessment

	Experience and Qualifications


	GCSE Grades A-C in literacy and numeracy, or equivalent.
Experience of working in a customer service-based role.

Experience of working in an administrative based role.
	ü



ü

	

ü
	Application Form / Interview

	Knowledge and Skills


	Able to deliver high levels of customer care
	ü
	
	Application Form / Interview

	Strong organisational skills
	ü
	
	AF / I

	IT literate
	ü
	
	AF / I

	Working knowledge of Microsoft Word and Excel
	ü
	
	AF / I

	Able to multi-task remaining calm and professional even in a pressurised environment
	ü
	
	AF / I

	Able to work both independently and as part of a multi-skilled team
	ü
	
	AF / I 

	Ability to make decisions in line with current policies and information
	ü
	
	AF / I

	Able to learn, retain and pass on to others details of the companies programmes and facilities 
	ü
	
	AF / I

	Personal Attributes


	[bookmark: _Hlk71809927]Friendly and approachable
	ü
	
		Interview

	Reliable and consistent
	ü
	
	I

	Helpful and positive attitude
	ü
	
	I

	Able to meet the needs of a diverse community
	ü
	
	I

	Positive about change
	ü
	
	I

	Flexible attitude to working practices and demands
	ü
	
	I

	Responsible and trustworthy even when working unsupervised
	ü
	
	I

	Willing and able to make a positive contribution to service delivery improvement
	ü
	
	I

	Proactive approach to continuous personal development 
	ü
	
	I
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