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JOB DESCRIPTION

Job Title: 
Enquiries & Guidance Adviser

Reports to: 
Enquiries & Guidance Manager 

Direct Reports: 
None
Overall Responsibilities:

1. To provide pre-entry information, advice and guidance to potential students of the College


2. To provide a high level of customer service in line with the Matrix quality standard

3. To undertake administrative duties associated with student applications

Main Duties:

1. Provide a high quality front-line Enquiries and Guidance Service


2. Respond to telephone and face-to-face enquiries, providing information and advice to potential students on the full range of education and training opportunities at Bedford College, as well as course fees and other related costs


3. Arrange face-to-face pre-entry guidance interviews or further meetings as appropriate

4. Carry out pre-entry guidance interviews with potential students to enable them to make realistic and informed course choices before they enrol

5. Identify the guidance and information needs of potential students and/or refer students for additional advice and support from Student Services and teaching staff as appropriate


6. Refer enquirers to relevant external agencies or other education providers as appropriate

7. Check and process student course applications and arrange course interviews or further advice/guidance as appropriate

8. Undertake other administrative duties to support the student applications process
 

9. Monitor and report on student course applications 


10. Carry out student enrolments by telephone, or face-to-face in the evenings and during periods of high demand

11. Monitor and follow-up course enquiries in writing, by e-mail and over the telephone

12. Record enquiries on the College information system and provide course/enquiry monitoring information and reports

13. Work with teaching staff to keep course information up-to-date, and to develop and share own knowledge base


14. Undertake customer satisfaction surveys

15. Play an active role in College open days, taster days and other events, and provide assistance to marketing and teaching staff

16. Support and attend external careers and school events, and present a highly professional image for the College 

17. Word process basic correspondence relating to the Enquiries and Guidance Service 

18. Provide cover for Reception as and when required


19. Work within Enquiries and Guidance Service standards for information, advice and guidance


20. Work flexibly as part of the wider Student Services team

21. Undertake any other associated duties as determined by the Enquiries and Guidance Manager.

Statutory duties:

· Safeguarding

To be responsible for promoting and safeguarding the welfare of children, young people and vulnerable adults and for raising any concerns in line with College procedures.

· Equality and Diversity:

To be responsible for promoting equality and diversity in line with College procedures.

· Health and Safety:

To be responsible for following health and safety requirements in line with College policy and procedures.

· Training and development:

To participate proactively in training and development including qualification development required in the job role.
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PERSON SPECIFICATION

Job Title: Enquiries & Guidance Adviser
	
	Essential
	Desirable

	Qualifications/ Training
	· Willingness to achieve Literacy and Numeracy Level 2 or equivalent or

· English and Maths or similar at GCSE grade A-C or equivalent

· ICT qualification at level 2 or above

· Willingness to work towards NVQ 3 Advice and Guidance 
	· Safeguarding training

· Equality and diversity training

· Customer Service Training

· NVQ 3 Advice and Guidance  

· Telephone training

· Business Admin qualification

· ICT qualification at level 3 or above

	Knowledge/ Experience
	· Evidence of high performance in previous roles/jobs

· Experience of working effectively with people from diverse backgrounds

· Evidence of understanding how to promote equality and diversity within the job role

· At least one year’s experience in a front line customer service role

· Experience of providing advice and guidance

· Experience of maintaining computerised and manual record systems

· Experience of using word processing, database, spreadsheet  and presentation packages

· Experience of creating a diverse range of business documents

· Experience of providing advice to customers, face-to- face and on the telephone

· Experience of continually updating own product/ service knowledge
	· Experience of working effectively in a customer focussed environment

· Experience of working in a educational environment

· Experience of providing customer information at public events and exhibitions 

· Experience of working in a reception and using a switchboard

· Knowledge of issues relating to client confidentiality and data protection

· Experience of data entry

· Understanding of issues relating to safeguarding of children and vulnerable adults

	Skills/Abilities
	· Ability consistently to support a high quality learning experience for all students

· Ability consistently to create a welcoming and supportive environment for students and/or customers

· Ability to make a positive contribution to the team, valuing and respecting others’ expertise and contribution

· Ability to promote the College’s outstanding reputation and carry out College business appropriately and professionally at all times

· Ability to communicate effectively and confidently face to face, on the telephone and in writing

· Able to provide accurate advice to customers to enable them to make informed decisions about college courses

· Able to deal with peaks of activity in a calm and efficient manner, and prioritise own workload to ensure service needs are met at all times

· Excellent IT skills

· Able to work on own initiative

· Able to quickly assimilate, apply and explain complex information

· Able to work within College policies and procedures

· Able to work accurately and with attention to detail

· Able to work in a busy open-planned public access office

· Able to communicate and develop positive working relationships with College staff at all levels

· Able consistently to provide a high quality experience for all service users

· Able consistently to demonstrate high levels of performance within your job role
	· Ability to understand and present data effectively.
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