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JOB DESCRIPTION

JOB TITLE:		Deputy Head of Centre Support
DEPARTMENT:		Customer Experience
LOCATION:		In centre (5 days)
POSITION:		Full-time, permanent
REPORTS TO:		Head of Centre Support
DIRECT REPORTS:	Centre Support Manager(s) London based

JOB PURPOSE
The role will be responsible for the customer experience in all BPPs study centres and our Heathrow Support desk, working collaboratively across teams in BPP to deliver an exceptional customer experience.   
The post holder will deputise for the Head of Centre Support as and when required. They will also be responsible for the line management of Centre Support Managers in London and ensure the experience on site is engaging and of the highest quality, ensuring our customers are provided a positive and energetic experience along with consistency across the sites.   
PRINCIPAL JOB ELEMENTS AND RESPONSIBILITIES:
Responsibilities include but are not limited to:

· Proactively manage performance within line reports, conducting regular 121’s as well as half-yearly and annual appraisals, ensuring individual objectives remain consistent and aligned with departmental and business objectives  
· Ensuring data is being collected during onboarding international students 
· Manage the hiring of new Centre Support Officers and ensure training for Centre Support Officers is relevant and up to-date using competency framework 
· Establish KPIs and tracking metrics for individuals 
· Working with Head of Centre Support to ensure service is being delivered within the allocated budget 
· Collaborating with teams to ensure specialist support services and events are advertised appropriately  
· Ensuring a log is kept of each centre including out of date signage, issues which may be maintenance related 
· Support conversations with wider stakeholders for centre briefings 
· Collaborate and work with Online Support management to ensure coverage across centres is substantial including for case management 
· Be on hand to deliver post-graduate international inductions for all school 
· Liaise with team managers to ensure SLAs are met and feedback is addressed  
· Managing student support space in allocated centres to ensure there is appropriate signage and is health & safety compliant 
· Work with student communications manager to ensure resources available for induction is up-to date 
· Other activities as and when required by the company


SKILLS, EXPERIENCE & QUALIFICATIONS REQUIRED 

· Proven management and leadership in a customer-focused role 
· Thrive on working in a fast-paced performance managed, demanding customer service business
· Knowledge of the UK Higher Education sector specifically university regulations and process queries  
· Knowledge of case management systems and reporting on data which may require further actions 
· Superb communication, collaboration, and problem-solving skills  
· Experience of working cooperatively, flexibly, and effectively, as part of a team whilst being able to demonstrate individual accountability 
· The ability to effectively plan, organise and prioritise workload in line with SLAs and KPIs 

SKILLS, EXPERIENCE & QUALIFICATIONS – DESIRABLE  
· Level 6 qualification (or working towards)  





image1.jpeg




