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	Job Title
	Student Recruitment Project Officer – Course Information

	Department
	Student Recruitment and Growth

	Responsible To
	Student Recruitment and Marketing Manager

	Responsible For
	N/A

	Grade
	5

	Location
	UHI House, Inverness or other location as agreed

	Job Objective

	The Student Recruitment Project Officer will play a key supporting role in the continuous improvement of the university’s provision of course information to prospective students and ensuring a clear, effective and consistently applied applicant journey across the university partnership.

Reporting to the Student Recruitment and Marketing Manager, and working closely with other Student Recruitment Officers responsible for the provision of UHI’s course information and updates, the postholder will be a primary point of contact for prospective student enquiries received through UHI’s Course Information Line (CIL). 

The post will also:
· Undertake CIL performance monitoring and reporting requirements

· Provide operational support to the HE Course Updates function

· Undertake project work to support the continued development and integration of course information provision across the university and academic partnership.


	Key Duties & Responsibilities

	Being a primary point of contact for prospective student enquiries, and working alongside the Student Recruitment Officer – Course Information Line to:

· Respond to prospective student enquiries via multiple channels (including telephone, live chat, email, online enquiry forms, third-party providers, and colleagues across the UHI Partnership), ensuring enquiries are accurately assessed, resolved where appropriate, signposted to relevant departments across the partnership or escalated in line with service standards.

· Play a pivotal role within UHI’s Clearing operation, supporting the build-up to and delivery during the Clearing period. Make immediate decisions on verbal clearing offers, interview referrals, or rejections, and advise applicants on suitable alternative study options within UHI.

· Record and maintain accurate enquiry data within the Dynamics CRM system to support compliance, monitoring, and reporting.

· Respond to enquiries in a timely, accurate, and customer-focused manner, in line with agreed service standards, professionally representing UHI and resolving issues within remit or escalating where appropriate.

· Build and maintain effective working relationships with colleagues across the UHI partnership to develop and maintain enquiry resources, knowledge articles and the wider knowledge base, ensuring accurate, consistent and up-to-date information is available to support prospective student enquiries.

· Work collaboratively within the Student Recruitment & Marketing team, providing cover and contributing to team resilience and service continuity during periods of high demand, which may include some in person events. 

In undertaking CIL performance monitoring and reporting requirements:

· Monitor Course Information Line (CIL) performance against agreed service standards, ensuring high-quality enquiry handling, effective escalation management, and the efficient use of Microsoft Dynamics CRM to support customer service, performance monitoring and trend analysis. 

· Support the production, analysis and presentation of management information relating to Course Information Line performance, providing clear and actionable insights to inform operational decision-making and service improvement.

· Ensure the application of GDPR principles in the management and retention of Course Information Line data, ensuring data accuracy, security, and compliance.

· Apply compliance with relevant regulatory requirements, including adherence to the annual UCAS Embargo, to mitigate reputational and operational risk.

· Provide operational support to ensure the Dynamics CRM is used effectively to maintain accurate customer data and meet the requirements of Student Recruitment and Marketing colleagues for events promotion, course marketing, reporting, and data provision.

· Take responsibility for reporting faults and requesting necessary updates to all relevant systems including Dynamics, telephony and web forms.

· Gather relevant data from internal and external sources to support future marketing campaigns.

In providing operational support to the HE Course Updates function:

· Work closely with the HE Course Updates Student Recruitment Officer to ensure the effective updating and alignment of relevant course information across the HE Course updates and Course Information Line functions.

· Provide ad hoc operational support to the HE Course Updates function during high demand periods and/or cover to ensure business continuity in the absence of the Student Recruitment Officer – HE Course Information and Updates, including:

· Creating/updating UHI website course pages to fulfil course information requirements relating to new, withdrawn and/or changing course content submitted through the helpdesk following academic approval.

· Assisting with the HE Course Updates inbox and related enquiries and requests.

· Ensuring published course information is accurate, clear and accessible for intended audiences.

· Work closely with faculty Associate Deans, Programme Leaders, the Academic Standards and Enhancement (ASE) team, Student Records Office and Admissions to support the effective delivery of HE academic planning and approval processes and associated student recruitment, marketing and admissions activities.

In undertaking project work to support the continued development and integration of course information provision across the university and academic partnership:

· Support the Student Recruitment and Marketing Manager in identifying and implementing improvements to course information provision across the HE Course Updates and Course Information Line functions, including:

· Opportunities for further alignment and integration across functions to support business continuity and capacity challenges across teams

· Strengthening and/or broadening the CIL profile and remit across the university partnership and its related customer enquiry functions

· Support the Policy, Process and Compliance Officer in the identification, consideration and implementation of improvements within the student recruitment course information and updates functions as part of broader work to enhance and strengthen the applicant journey.

General duties

· Contribute to a culture of continuous improvement, collaboration, professionalism and excellent student service. 

· Undertake any other duties commensurate with the grade and purpose of the role.

· To participate in the university’s performance and development review procedure.

· To take due care of yourself and others in respect of health and safety.

· To attend training courses that may be identified as necessary by your line manager.

· Such other duties temporarily or on a continuing basis, as may reasonably be required, commensurate with your grade.



	This is a description of the job as it is presently constituted. It is normal practice to periodically review job descriptions to ensure that they are relevant to the job currently being performed, and to incorporate any changes which have occurred or are being proposed. The review process is carried out jointly by the line manager and employee and you are therefore expected to participate fully in such discussions. In all cases, it is the university’s aim to reach agreement to reasonable changes, but where it is not possible to reach agreement the university reserves the right to make reasonable changes to your job description which are commensurate with your grade after consultation with you.
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