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Job Description

Post title: Administrative Officer Student Casework
Date last updated/evaluated: February 2026
Author: Sonya Enright
[bookmark: _Hlk181889273]Standard Occupation Code:		Not applicable
School / Department:			Office of the Academic Registrar (OAR)
Faculty / Directorate:			Student Administration and Academic Affairs
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 2b
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Senior Administrative Officers (MSA 3)
Post line report(s):			None
Post base location:			Hybrid: Campus / Home 

[bookmark: _Hlk187072310]Job purpose: 	To provide administrative support for a range of duties, sharing responsibility for the efficient and seamless delivery of student casework processes and procedures. 
To proactively contribute to process, system and service improvements through the development of constructive relationships with Student Administration and Academic Affairs (SAAA) professional services partners, beneficiaries and stakeholders.  

Key accountabilities and indicative time allocation:
1. 20%
Perform a range of complex standardised administrative, customer service and/or support activities requiring proficiency within established processes or specialisms. To apply a good working understanding of the policies, processes and systems in support of the functions of Student Casework i.e. Academic Appeals, Student Complaints, Student Discipline, Academic Integrity and Fitness to Practise. 
2. 20%
In response to the Casework Manager/Senior Administrative Officer’s general instructions and with minimal supervision, plan and prioritise own work activities to support effective casework management.
3. 20%
To provide advice and guidance to beneficiaries and stakeholders on established policies, applying knowledge of systems and processes to resolve problems.  To act as a filter for enquiries/issues/ problems, escalating those that cannot be resolved to the Senior Administrative Officer/Casework Manager as appropriate.  
4. 10%
To work in collaboration with SAAA professional service partners to build up a detailed knowledge of systems, policies and processes, translating that knowledge within the team, to ensure that work is completed accurately and that quality standards are maintained.
5. 10%
To undertake detailed interpretation, manipulation and analysis/evaluation of data to contribute to the design of processes and systems, undertaking user acceptance testing as required.
6. 10%
To apply agreed customer-focused service standards to beneficiaries and stakeholders.
7. 5%
Contribute, as a member of the  Student Casework Team, towards broader initiatives to ensure and implement an excellent student experience. Participate in cross-functional activities such as international student registration, open days and student recruitment events, confirmation and clearing.
8. 5%
Any other duties as allocated by the line manager following consultation with the post holder.

Internal and external relationships:
Active collaboration with Academic and Professional Services staff in Faculties.
Active collaboration with teams within the OAR, SAAA and other Professional Services e.g. exams, awards and graduation; student records; admin and assessment; international office, legal services.
Communication with students.
Communication with other job families, e.g. TAE/ERE.
Communication with external stakeholders and collaborative partner institutions
Temporary staff during peak periods.
External customers.
Members of the public.

Special requirements:
Commitment to the integrity and confidentiality of all relevant data and processes. 
Flexibility to take leave outside peak times in negotiation with the Senior Administrative Officer/Casework Manager.



Person Specification – Skills and Competencies
[bookmark: _Hlk187230474]All essential and desirable criteria outlined in this Person Specification will be assessed through a combination of recruitment application and CV, and where applicable numerical or written assessment.
Knowledge, Experience and Qualifications
Essential
· Practical knowledge and experience in a relevant operational discipline.  Practical knowledge may have been gained through some or all of the following:
· Relevant work experience within an administrative or secretarial support role.
· Vocational training
· Formal qualification(s) equivalent to Level 2 or 3 of the Regulated Qualifications Framework e.g. AS or A Level, intermediate or advanced apprenticeship, or Level 2 or 3 award, certificate, diploma, NVQ.
· Experience of operating and responding to some non-routine work situations.
· Proficient database user; be fully conversant with Microsoft Office suite of products. 
· Proficient in using web based I.T solutions.
· Able to deal with sensitive information in a confidential manner in line with regulations and policies.
Desirable
· Proficient user of the Banner student record system.
· Experience in taking minutes or other accurate meeting notes.

Teamwork and Communication
Essential
· Contributes to team effectiveness and positive behaviours by sharing information and supporting others.
· Ensures any supervised staff are clear about their role and responsibilities.
· Explains procedures and provides assistance to others.
· Seeks and clarifies detail as required.
· Ability to build effective networks across the SAAA professional service and other Professional Services; sustain productive workplace relationships for the long term.
· Capacity for patience and tolerance with large numbers of staff particularly when working under pressure.
· Capacity to speak to individuals and explain processes clearly and concisely; and to write in a clear and factually/grammatically accurate way.

Planning, Organisation and Resource Management
Essential
· Demonstrates good knowledge of the role and its context.
· Effectively organises allocated work activities and data.
· Assists the organisation of non-standard work activities and events.
· Ability to operate processes and procedures within relevant policies.
· Capacity to manage own time effectively and deliver outputs consistent with the standards expected in terms of productivity and quality.  
· Able to work well with minimum supervision.
· Evidence of an attention to detail and the ability to check own and other’s work for accuracy. 
· Flexible and adaptable in approach to work routines, be able to adapt quickly to change; be open to working with different teams/individuals as the business demands. Proactive approach to following the standards set for all staff and engagement in sharing best practice across the team.
· Be flexible enough to avoid taking leave during peak times for the team.

Problem Solving and Initiative
Essential
· Solves simple problems and adapts to changing circumstances within established practices and procedures.
· Ability to acquire a clear understanding of the quality and standards required for the delivery of casework management.  



Job Hazard Assessment
A full health clearance is required for this role where any hazards marked “^”, using the agreed Occupational Health referral template available from here. Where a full health clearance is required, this will apply to all role holders, including existing members of staff.
Physical Environment
[bookmark: _Hlk181968470]Working outside ^							Not applicable
Exposure to noise levels >80dbA ^					Not applicable
Working with dust or fumes ^						Not applicable
Working with skin irritants ^						Not applicable
Working with chemicals (industrial or cleaning) ^			Not applicable
Working in a confined space ^					Not applicable
Working at height ^							Not applicable
Working with sewage ^						Not applicable
Contact with cytotoxins ^						Not applicable
Exposure Prone Procedure (EPP) work ^				Not applicable
Contact with clinical specimens or pathology work ^		Not applicable
Direct patient care or patient contact					Not applicable
Exposure to temperature extremes					Not applicable
Frequent hand washing						Not applicable
Ionising radiation							Not applicable

Psychological and Social Environment
Working shifts ^							Not applicable
Working nights ^							Not applicable
Lone working								Frequently 30-60% Time
Working with children							Not applicable
Exposure to persons with challenging behaviour			Not applicable
Working with larger groups						Not applicable

Equipment, Tools and Machines
Working with vibrating machinery or tools ^				Not applicable
Driving duties e.g. LGV, PCVs, forklift trucks ^			Not applicable
Food handling								Not applicable
Contact with latex							Not applicable

Physical Abilities
Prolonged physical movements or actions e.g. walking ^		Not applicable
Prolonged Standing or Sitting	 ^					Not applicable
Moving or handling heavy loads ^					Not applicable
Repetitive pulling or pushing ^					Not applicable
Repetitive climbing (steps, stools, ladders, stairs) ^			Not applicable
Repetitive crouching, kneeling or stooping				Not applicable
Repetitive lifting							Not applicable
Fine motor grips (e.g. pipetting)					Not applicable
Repetitive reaching below shoulder height				Not applicable
Repetitive reaching at shoulder height				Not applicable
Repetitive reaching above shoulder height				Not applicable
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