UNIVERSITY OF WOLVERHAMPTON

REGISTRY -

Job Description

Job Title:


System Support Officer
School / Department:
Registry

Grade:


UW7


Responsible to: 

Student Office Manager or Unit Manager

Support from:

Systems Unit

Purpose: 

To support the work of Student Office Managers and/or Unit Managers to ensure their Offices deliver a high quality, efficient, effective and relevant systems development and support. 

The nine Systems Support Officers will, between them, provide:

· System and process training in all aspects of the services provided by Student Offices and Central Registry Support. 

· Expert knowledge of key aspects of systems and/or processes

· Support for staff using key systems and processes

· Ensure systems drive the agenda of continual improvement within the Office(s)/Unit they are located in.

Main responsibilities and duties

This job description is in three parts.  The duties in part 1 covers the duties expected of all Systems Support Officers.  Those in part 2 describe duties specific to Systems Support Officers based in the Student Offices Division and those in part 3 those duties of staff based in the Central Registry Support Division.  At any one time, staff would therefore follow either the duties set out in parts: 

1 & 2 if based in the Student Office Division 

1 & 3 if based in the Central Registry Support Division
1 All Posts

1.1 To maintain a high-level knowledge of agreed parts of Registry-based systems such as the SITS student records system or CMIS timetabling system and to support Registry staff with more complex systems related queries within the agreed parts of the SITS student records and/or other systems
1.2 To work with the Unit Manager (Systems) in relation to system maintenance and enhancement, to ensure that the full potential of systems are utilised for the benefit of the University.
1.3 To supervise the workload and monitor performance of staff within the Team, contributing to staff appraisals, and regularly monitor data quality by undertaking data integrity checks for data maintained by the Team.

1.4 To participate in the delivery of systems training for users across the University, ensuring high standards of delivery and that it meets the changing needs of users, 

1.5 To deal with specific queries and problems raised through the helpdesk service, resolving queries and where relevant follow through amendments to systems.
1.6 To make a positive and active contribution to regular Team meetings, service and process reviews, and other Division initiatives and developments as required.

1.7 To work flexibly and to provide cover during busy periods or colleagues’ absence as required and to maintain effective working relationships with other colleagues in the Division, across the Registry and in Schools and other Central Services.

1.8 To actively participate in ongoing professional development activities as required.

2 Systems Support – Student Offices

2.1 To provide systems support to staff of the Student Office and relevant Schools in relation to key services. 

2.2 To regularly monitor data quality by routinely undertaking data integrity checks for data managed by the Student Office and identify and deliver staff system support where appropriate.

2.3 To liaise with Central Registry Support Division Functional Managers, Student Office Managers and School Managers (Administration) to deliver key central processes in Student Offices, including:

· Examinations administration (Programmes Unit),

· HESA administration (Student Records Unit),

· Timetabling administration (Programme Unit),

· Graduations administration (Student Records Unit).

3 Systems Support – Central Registry Support

3.1 To develop high quality process-based training programmes and materials that meet the changing needs of the Unit, and to deliver specific training courses relevant to the Unit, and to ensure these training programmes are regularly reviewed.

3.2 To support Unit Deputy Managers who act as the Units “Official Correspondent” for external organisations for processes relevant to the Unit, including:

· UCAS/GTTR and other admissions agencies (Admissions Unit),

· HESA and SLC (Student Records Unit),

· Timetabling (Programme Unit),

3.3 To assist with systems testing, particularly in relation to system upgrades and new developments.

3.4 To work with the Continuous Improvements & Student Lifecycle team in relation to system developments, to ensure that best practice is adopted and system enhancements and developments are documented and implications for other parts of the system are considered.

Additional information

 Data Protection Act (1984)

The post holder will need to have regard to the above legislation and will, at all times, bear in mind his/her responsibilities under the above Act.  Attention is specifically drawn to the need for confidentiality in handling personal data and the implications of unauthorised disclosure.

 

Computer Misuse Act (1990)

The post holder will need to have regard to the above legislation and will, at all times, take such steps as necessary to prevent unauthorised access to computer material and the unauthorised modification of computer material.

 

Health and Safety

The post holder will be responsible for health and safety in the area under his/her control on a day-to-day basis, and must ensure, as far as is reasonably practicable, that he/she is familiar with all relevant Health and Safety legislation and recommendations and that these are observed within his/her areas of responsibility.  Attention is particularly drawn to the existence of the University’s policy statement on health and safety at work, copies of which have been displayed on notice-boards in the University (further copies may be obtained from the Personnel Services Department).  Any accident in the post holder’s area must be entered in the accident book.

Hours of work

The post holder may be required to undertake evening and/or weekend duties as part of his/her normal working hours or additional hours for which payment will be made or compensatory time off allowed in accordance with the scheme of Conditions of Service for APT&C staff and any local agreement made under that scheme.

Location of work

Staff will be appointed to the generic post of Systems Support Officer, but will be based in either the Student Office Division or Central Registry Support Division.  Those based in the Central Registry Support Division (3 posts) will be based in Wolverhampton City Campus.  

Staff appointed to the Student Office Division will generally work to two Student Offices.  

City South Offices (2 posts) – based in Wolverhampton City Campus

City North & Compton /Telford Offices (2 posts) – based at one of the three locations

Walsall Office (2 posts) – based at Walsall 

System Support Assistants will be required to travel between offices. There will be opportunity for staff to be considered for a change of area for career development opportunities subject to agreement of the Head of Division(s).

  

Duties covered

This job description sets out the duties of the post at the time when it was drawn up.  Such duties may vary from time to time without changing the general character of the duties or the level of responsibility entailed.  Such variations are a common occurrence and cannot of themselves justify a reconsideration of the grading of the post.

Main contacts

	
	

	Internal
	External

	· Other staff within Registry

· Staff of IT Services

· Students

· University Executive

· Deans of School

· Academic Staff

· School Manager (Administration) and their staff

· Dean of Students and his staff

· Staff from other Central Services
	· Staff employed by Software Suppliers

· Staff of other Universities

· Student Loans Company

· Admissions Agencies

· External Examiners


Student Life Cycle Administration

The University of Wolverhampton Registry is committed to delivering high quality customer services through all stages of the Student Life Cycle.  The table below identifies the key areas where this post is likely, through the responsibilities of the role, to impact the Student Life Cycle administration services.

System Support Officers
There are nine System Support Officers – between the posts the whole Student Life Cycle Administration process is covered – individual post holders will cover different aspects of this work.

	SLCA main process
	Service Delivery
	Policy

	Application
	√√√
	√

	Admissions
	√√√
	√

	Enrolment
	√√√
	√

	Module management
	√√√
	√

	Student Record
	√√√
	√

	Fees 
	√√√
	√

	Examination and Assessment
	√√√
	√

	Progression and Award
	√√√
	√

	Graduation
	√√√
	√


Key

√√√√
- significant 

√√√
- high

√√

- standard

√

- occasional

POST COMPETENCIES

SYSTEM SUPPORT OFFICERS
	Competency
	Exercised on a regular basis
	Exercised on an occasional basis

	Analysis & Research
	Analyse routine data and information using predetermined procedures and gathering the information from standard sources with a need to work accurately to complete the task precisely as specified.
	

	Communications
	Receive written, electronic and oral information and to understand and convey information which needs careful explanation or interpretation. Need to take into account the nature of what to communicate and how best to convey the information to others. This information may include complex conceptual ideas or complex information which may be highly detailed, technical or specialist which need to be explained to staff through formal training programmes.

Ability to listen effectively and respond appropriately.
	

	Decision Making Processes & Outcomes
	Take independent decisions Provide advice to contribute to the decision making of others and be party to some collaborative decisions and working with others to reach an optimal conclusion.
	

	Initiative & Problem Solving
	Solve standard day to day problems as they arise making choices between a limited number of options which have clear consequences and by following guidelines or referring to what has been done before. Recognising when a problem should be referred to others


	Use initiative and creativity to resolve problems where the optimal solution may not be immediately apparent but has to be assessed by a process of reasoning, weighing up the pros and cons of different approaches; identify and assess practical options; break the problem down into component parts.

	Knowledge & Experience
	Apply a breadth or depth of experience showing full working knowledge of student administration, and to act as a point of reference to others.

Work calmly under pressure.
	Acquire and refine skills and expertise in new or related areas through undertaking and encouraging internal or external development activity.


	IT Skills
	Use a wide range of IT tools and advise others on best use of office technology.  


	Anticipate changes to systems required to continually improve services and to be proactive in the design and review of system processes.

	Liaison & Networking
	Participate in networks within the University.  
	Participate in internal networks and maintain relationships and to work collaboratively with people at all levels of the University.

	Planning & Organising Resources
	Plan, prioritise and organise the work and resources on a daily, weekly and annual basis.
	Plan ahead and anticipate the need for changes to services, resources or processes and to propose how to deliver operational objectives and deadlines.

	Service Delivery
	Create a positive image of the University though the delivery of high quality customer focused services.   Understand and explore customers needs; adapt the service accordingly to ensure the usefulness or appropriateness and quality of service.
	Maintain overall service quality by balancing different demands and ensuring others have the support they need to provide quality service and fulfil their role.

	Teamwork, Motivation and Team & Staff Development
	Be supportive and encouraging of others, and to help to build co-operation by setting an example and showing a flexible approach to delivering results and to contribute to building team morale.

Clarify training requirements; agree clear task objectives and organise and delegate work fairly and help the team focus their efforts on the task in hand and motivate individual team members.


	Deliver training on more complex issues of the Office / Unit responsibilities.


In order to meet these competencies, it is likely that the post holder will be able to demonstrate the following personal criteria:

	Qualifications 
	Hold a suitable HND or degree and extensive relevant work experience. 



	Experience
	Have experience of working in public sector (probably in Higher Education administration) or an administrative environment within a multi-functional team, 

Have proven ability to

· work successfully with staff at all levels across an organisation to achieve results, 

· work effectively both independently and as a member of a senior team, 

· set and meet objectives and deadlines

· deliver customer focused training materials and programmes

· resolve problems of system users across a dispersed office environment,

· work successfully with external consultants

Be experienced in the fields of staff development,

Have a proven understanding of, and the commitment to the development and provision of  excellent customer service,

Be proficient in the use of office technology including word processing, databases, spreadsheets, email and the internet. 

An in depth knowledge of the SITS student records system, database administration and systems integration and system testing and staff training 


Paul Travill

September 2007

