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JOB TITLE:                      Assistant Client Operations Manager 
DEPARTMENT:               Client Services
LOCATION:                      Manchester
POSITION:                       Full Time, Permanent 

REPORTS TO:                 Client Operations Manager
STAKEHOLDERS: 

External - Clients, Institutes, Students.
Internal – Client Services Director, Head of Client Operations, Client Operations Manager, 
                 Relationship Managers, Learning Fulfilment, Learning Support, Performance Support,

                 Exam Operations, Finance

JOB PURPOSE 
This role is an exciting opportunity to join the BPP Commercial team as an Assistant Client Operations Manager to work on one of our largest Platinum Plus client accounts. The role will be focused on primarily delivering Accountancy and Tax qualification programmes, alongside delivering a small number of programmes for other BPP Schools.
Working closely with key internal departments and externally with the client/institutes, the Assistant Client Operations Manager will be responsible for ensuring the programmes run successfully, retaining and developing the client relationship to ensure all contractual and non-contractual service delivery agreements are met. You will be responsible for an operational delivery team and will act as the initial escalation point of contact for the client on service delivery issues should they arise.
PRINCIPAL JOB ELEMENTS AND RESPONSIBILITIES 
Client Management:

· Manage activity on the client account and to act as the initial point of escalation for any issues that may arise.  
· Responsible for planning and liaising, on a cyclical basis, with the clients’ training managers to identify number, type and location of courses required within programmes. 
· Prepare & conduct regular client/account reviews internally and externally. 

· Co-ordinate reporting and feedback for clients on student activity as per the contract.
· Confirm content of course confirmation and joining instruction information each year with the client.
· Liaise with the client to confirm bookings for each intake and to ensure these are delivered by your team within the agreed SLA.
· Work to continually improve the service provided to the client, students and apprentices. 
Client Service Team Lead:
· Line Management of Client Services Executives in the form of 121s, development and performance & workload management.
· Ensuring team efficiency in administration as per the client contract. These are based on, but are not limited to;
· Student Record and Account Maintenance

· Programme Tracker Creation and Maintenance
· Apprenticeship onboarding
· Apprenticeship programme operations such as Breaks in Learning, End Point Assessment, Leaver Non-Achievers
· Computer Based Examination process.
· Course bookings
· Material procurement
· Course reporting

· Invoicing
Account Management:
· Liaising with all internal departments to ensure that everything is in place to ensure the end-to-end programme logistics run smoothly and on time. 

· Acting as the main point of contact for the internal Client Service Team, ensuring they are kept up to date with client and business activity. 

· Advising internal stakeholders on all features and benefits of the programmes (excluding educational advice).
· Managing all complaint escalations according to the complaint’s procedure.
· Ensuring invoices are sent to the client within agreed timeframes and the relevant compliance checks have taken place.
SKILLS, KNOWLEDGE AND QUALIFICATIONS 
Essential Skills

· Ability to manage complex service activity in a client/customer facing role.
· Previous Leader/Supervisor experience – 12 months desirable.
· Good working knowledge of Microsoft Office – Particularly Excel and MS Teams
· Experience of managing KPIs and SLAs in a commercial environment
· High level of organisational skills, including the ability to manage multiple complex activities to tight deadlines simultaneously. 

· Excellent communication skills both verbal and written. 

· Excellent planning skills with the ability to create both high level & detailed plans. 

· Excellent negotiating skills, being able to influence outside of line management structure. 

· Experience of managing client and internal stakeholder relationships 

· Ability to analyse data and communicate key information. 

· Proven track record of managing change, both personally and supporting others 

· Proactive and professional attitude to work 

Desirable Skills
· Experience within the education/training sector would be preferred but not essential.
· Experience of working in a continuous improvement environment and/or projects
The successful candidate will be required to undergo a DBS and Credit check.
