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Job Description and Person Specification  

Operations Officer 

	Department 
	Communities and Environment

	Service 
	Adult Learning 

	Grade
	D

	Reports to
	Operations Manager

	Responsible for 
	N/A

	Job reference
	MJ2170 GR0003



	Job Purpose


	To be a highly skilled and committed professional offering a first-class service to curriculum teams and learners, whilst maximising value for money.  
  
Provide a comprehensive and accurate support service to curriculum teams including Course Management administration, venues resources and ICT provision across the County in line with Further Education policy requirements.  
  
Provide support to learners enrolled on courses, using expertise in Terms, Microsoft systems and Adult Learning provisions to help remove their barriers to learning.   
  
To act as a central operational hub, making informed decisions to prioritise work based on learner impact and service needs while identifying and resolving service failures, improving learner journeys, and supporting continuous improvement across systems, processes and resources.  	Comment by Bethany Windle: Previous job description suggest that we identify service improvements but the Operations team have to be more proactive than this to ensure that courses run smoothly. Especially as D-grades reporting to a singular K-grade, there is limited capacity in Operational Management to govern all suggestions. 


	Context 


	Norfolk County Council’s Adult Learning service changes the lives of adult learners in Norfolk through the delivery of inspirational learning (qualifications, apprenticeships, and non-accredited learning programmes) with exceptional support.  
 
The Further Education Strategic Planning and Operations team are responsible for ensuring the service has the right information, expertise, resources and systems in place, as well as highly effective operations and examinations teams, to achieve its vision.  The main areas of responsibility for the team are:  
  
a) Business efficiency 
b) Business Intelligence 
c) Data and assurance 
d) Examinations 
e) Operations 
f) Systems and processes 
 
Effective curriculum support and provision of exceptional resources is important in the delivery of improved experiences for learners to achieve great outcomes.



	Accountabilities 

	Provide a range of service‑wide operational support to curriculum teams, tutors and learners including: 
· Management of internal and external enquiries referred from customer services or business support, tutors, curriculum managers and other members of Adult Learning staff
· Liasing with internal and external accommodations to source cost-effective venues for class provision
· Facilitation of online and hybrid classes in Microsoft Teams and the Admin Centre
· Managing ICT distribution, maintenance and auditing
· Coordinating the distribution and ordering of resources across the service
· General support and administration


	Exercise professional judgement and flexibility when prioritising and managing own diverse workload based on service urgency, operational risk, compliance, learner impact and time sensitivity in a high‑volume operational environment. Making informed decisions based on an in-depth working knowledge of internal practices.


	Develop and maintain a good level of technical expertise in Microsoft, Terms and other Adult Learning systems to be able to provide comprehensive, effective and timely on-course support to learners and tutors. Identifying solutions that help to remove barriers to learning and coaching staff to ensure smooth course delivery and mitigate disruption.   


	Proactively communicate with learners and venues, determining the appropriate course of action for course change notifications, course reminders, retention activity and other targeted operational messaging in accordance with Ofsted’s inspection framework, whilst also ensuring the team is as effective and efficient as possible.


	Maintain robust safeguarding and workforce compliance processes, including accurate staff records, mandatory training, DBS and DVLA checks, regular audits, and clear reporting and escalation of non-compliance to the Designated Safeguarding Lead.


	Utilize practical knowledge of business support processes to assist wider financial processes in Adult Learning including, purchasing, invoicing, payments and provision quality.


	Make suitability-based decisions when securing accommodation for course provisions. Produce and manage risk assessments for these venues in line with the most recent Norfolk County Council training and Health and Safety Executive (HSE) guidance. 


	Identify and evidence potential cost savings and process improvements that aid efficiency and/or improve the learner experience.


	Any other duties appropriate to the grade.








	Person Specification


	Qualifications:

	Essential
	Desirable

	General education to GCSE level or equivalent, including passes at Grade C/4 or above in English and Mathematics 

	Information and Advice L2 



	
	NVQ 2 in Customer Service


	Knowledge/Experience:

	Essential 
	Desirable 

	Experience of working to and meeting performance targets 


	Experience in a Customer Service environment, handling a large number and range of learner enquiries


	Experience of working within a team 

	

	Experience of fast data and information retrieval from a variety of sources including the Internet 

	

	Working with CRM systems 

	

	Experience of Service Improvement

	

	Skills:

	Essential
	Desirable

	Excellent customer service skills within complex, high‑volume environments

	

	Working with Customer Relationship management  systems 

	

	Able to communicate with a wide range of people, including those who are displaying various emotions including anger and distress across all access channels 

	

	Able to understand the wide range of people’s needs, including those with learning and communication 
difficulties, across all access channels to provide a solution 

	

	Able to constructively seek and receive feedback from managers and colleagues 

	

	Able to evidence service improvement suggestions to improve Learner journeys 

	

	Able to work in line with set policies and procedures  

	

	Able to meet performance targets whilst meeting quality targets

	



	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information (special factors or constraints and physical requirements or environmental conditions that the job holder will encounter, including how long they last and how often they occur)

	The post holder will be required to travel to other locations in Norfolk.  

There is an expectation that working hours, while mainly in the daytime on weekdays, may include the occasional evening and weekend working.  




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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