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JOB DESCRIPTION & PERSON SPECIFICATION

	Post title:
	Head of Partner Relationships 

	Post number
	KDS-P02

	Faculty/Service:
	Knowledge & Digital Services

	DBS check required:
	N

	Employee Category:
	Professional Services

	Grade:
	7

	Post responsible to:
	Director of Knowledge & Digital Services


	Post/s responsible for:
	Business Partners, Team Leader Support & Learning Spaces, Digital Skills Developers 




	Job purpose

	This post leads the delivery of comprehensive customer management strategies and plans for the Department which they have a large part in shaping. The role is central to ensuring that Knowledge & Digital Services is designed for the current and future requirements of our customers. With a responsibility for delivering the initial touchpoints of all our users it is key that the role-holder is able to not just shape and influence our stakeholders but can put in place the management structures and measures to be able to build a continually evolving and improving experience for all our users. 


	
Main duties and responsibilities

	Building long-term, strategic relationships with senior stakeholders (internal and external) and oversee all stakeholder engagement and delivery of services and change projects. 

	Overseeing the work of all customer centric roles such as First line enquiry service, Digital Skills developers and Business Partner liaison roles.


	Ensuring that customers understand the service scope, and that appropriate KPIs and measures are defined. Monitor relationships including lessons learned and appropriate feedback. Lead actions to improve relations and open communications with and between stakeholders.

	Influences the strategic direction and takes responsibility for the full range of customer service functions, including organisational frameworks for complaints, service standards and operational agreements. Defines service channels, service levels, standards and the monitoring process for customer service.

	Determines the learning and development programme and delivery mechanisms needed to grow student and staff skills in terms of “digital” capabilities. 

	Develops user experience design standards and methods combining digital and off-line experiences. Plans and leads user experience design activities for strategic, large and complex programmes. Champions user-centred design and the significant involvement of students and staff in research to achieve a deep understanding of their current and future needs. Collaborates with internal and external partners to facilitate effective user research. 

	Development and refresh of our core learning spaces (virtual and physical) to ensure we are delivering modern spaces appropriate to both study but also helping students transition into the workspaces of today and tomorrow.  This is in collaboration with other technical areas of the University.

	Oversees our “self-help” content and service. Champions the use of clear language and sets the quality standards for drafting and final copy of any public information. Manages relationships with stakeholders, ensuring they receive the information they need. 

	Embodies the service culture required to deliver our services and values.  Including line management of all in the Partner Relationships Group. Following all University policies on staff recruitment, retention, development, and performance management.  

	Represent the Service and the University at appropriate local, national and international events and groups. 

	Part of the Department Leadership Group. 

	Deputise for Director as required

	Any other duties as may be reasonably required.




	General information

	It is anticipated that this job description will change over time in accordance with the needs of the role.  The role holder will be fully consulted on any proposed amendments.

We delight in diversity in our workforce and seek those that share this value





	PERSON SPECIFICATION


	The person specification details the attributes that the successful post holder requires to enable them to succeed in this role.  

Each of the attributes are designated as either essential (E) or desirable (D).  

In order to be shortlisted for interview, your application needs to demonstrate that you meet all of the essential (E) attributes and as many of the desirable (D) attributes as possible that are being assessed at application (A) stage.

(I = interview, P = presentation, T = test)


	ATTRIBUTES
	ESSENTIAL or DESIRABLE
	ASSESSMENT AIPT

	EDUCATION/TRAINING
	 
	 

	Degree level 
	D
	A

	 Professional membership of relevant body
	D
	A

	Customer Service training or certification
	D
	A


	EXPERIENCE
	 
	 

	Experience of leading Customer Service activities 
	E
	A, I

	Line management of staff
	E
	A

	Experience of leading in a Higher Education customer service environment
	D
	A

	Experience of designing services following UX principles 
	D
	P

	Delivery of skills sessions and training programmes 
	D
	A

	KNOWLEDGE
	 
	 

	Understanding the methodologies around user experience and customer focused service design 
	E
	I

	Pedological approaches to teaching and skills transfer 
	D
	A

	Key Performance Indicator setting and monitoring techniques 
	D
	A, I

	SKILLS/ABILITIES
	 
	 

	Influence senior stakeholders and ensure a partnership approach to service delivery 
	E
	A, I, P

	Excellent interpersonal and communication skills
	E
	I, P

	Leadership and management skills in a compassionate environment 
	E
	A

	Analytical approach to measurement of analytics, KPIs, SLAs and other measures 
	E
	A, I

	Formal project management experience 
	D
	A

	PERSONALITY
	 
	 

	Motivational and able to engage others in the service and our stakeholders 
	E
	A, P

	Self-driven and motivated 
	E
	I

	Ability to manage a number of activities and projects at one time 
	E
	I

	Ability to work to deadlines and under time pressure 
	E
	I

	Ability to build respect in team members from a different professional background 
	E
	I, P

	OTHER
	 
	 

	Demonstrate commitment to University Values
	E
	A, I

	Maintain personal awareness of all areas of KDS 
	E
	A
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