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    Job Title:		Programme Advice Manager
 
Location:	              Any
 
Contract:		Full time

Reporting to:		Head of Operations 
 
Department:		School of Nursing 
 
Key Relationships: 

Students, Learners, Corporate Clients, Programme Teams, Student Support Team, Assessment teams, Resourcing Team, Central Operational and Client Services Teams, Centre Staff, Faculty and Personal Tutors

 
Job Purpose: 
The school is seeking a highly motivated individual with excellent communication and organisational skills to join our team as a Programme Advice Manager. This pivotal role sits within the wider School Operations team and is responsible for the day-to-day management of student support services. The post holder will lead a team of Programme Advisors, ensuring the delivery of high-quality, student-centred support and the effective handling of complex programme queries and student-facing processes.

The successful candidate will thrive in a dynamic and fast-paced environment, demonstrating strong leadership and a proactive approach to service improvement. They will play a key role in supporting the growth of the student population, particularly within the Nursing programme, by providing specialist knowledge and contributing to the development of a positive and inclusive student experience.

Key Responsibilities: 
· Manage and respond to programme-related student queries, including complex cases escalated by Student Support Officers.
· Liaise with key clients and partners regarding student information, support needs, and programme-related updates.
· Lead the planning and delivery of student-facing activities, including programme-specific and central induction events.
· Coordinate and support programme-specific events that enhance student engagement and community building.
· Track and report on student engagement and active learning using relevant tools and data insights.
· Manage and deliver clear, timely communications to students, including programme updates and apprenticeship timesheet tracking.
· Coordinate and collate responses to programme-specific student surveys and feedback mechanisms.
· Oversee and monitor key student processes such as Interruption of Studies (IOS), Break in Learning (BiL), and timesheet tracking.
· Act as the primary contact for the Office of Regulation and Compliance, supporting appeals, extenuating circumstances, and investigatory work.
· Support the management of student suspensions and debt-related processes in collaboration with relevant teams.
· Ensure effective procedures are in place for addressing learning support and safeguarding queries, in line with institutional policies.
· Organise and manage Student-Staff Liaison Committees (SSLCs), ensuring effective student representation and feedback.
· Collaborate with internal teams to address and support student-specific behavioural issues.
· Develop and maintain comprehensive documentation of all student-facing processes, contributing to the School Programme Operations and Support manual.
· Provide administrative support for other programme-specific tasks as required.

Knowledge, experience and skills required 
 
	Attributes
	Essential
	Desirable

	Qualifications
	
	· Ideally educated to degree-level, however applications from candidates with appropriate and relevant work experience or other equivalent qualifications will also be considered


	Experience
	· Customer service experience
· Experience of working with multiple stakeholders
· Experience of working within a service delivery environment working towards KPI’s and SLA’s
· Demonstrable experience of commitment to improving service and customer satisfaction
	· Experience of working in higher education, however other relevant industries of experience will also be considered

	Skills
	· Ability to coordinate complicated operational challenges
· Excellent written communication skills
· Excellent presentation skills 
· Excellent computer/IT skills
· The ability to work well in a team and be collaborative 
· Good communication and active listening skills

	· Have a flexible and responsive approach to workload and the ability to proactively prioritise accordingly



	Values
	· Everybody Matters
· Trust and Respect
· Stronger Together
· Embrace Change
· Student, Learner and Client Centric
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