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This form summarises the purpose of the job and lists its key tasks 
It may be varied from time to time at the discretion of the College in consultation with the post holder 

	Job Title: Student Resolution and Compliance (Casework) Manager
	Job ref no: ACR-0361-25

	Grade: 6

	Department: Academic Registry

	Accountable to: Assistant Registrar for Student Resolution and Compliance (SRC). 
	Responsible for: Two Student Resolution and Compliance (Casework) Administrators 



	Job summary:
  The Student Resolution and Compliance (Casework) Manager leads the delivery of the appeals, complaints and conduct casework service, ensuring all cases are managed effectively, fairly, and in line with institutional regulations and the requirements of The Office of the Independent Adjudicator for Higher Education (OIAHE). The role involves investigating complex cases, interpreting policy, preparing evidence, and providing clear guidance and communication to staff, students, panels, and senior management. The postholder oversees casework administrators, supports quality assurance processes, contributes to policy development, and drives continuous improvements to maintain high service standards. They work collaboratively with colleagues across the institution and external bodies, exercising sound judgement, maintaining confidentiality, and promoting best practice to support an excellent student experience.
 

	Competency: Service Delivery Key tasks:
Oversee the work of casework administrators to ensure key tasks are appropriately prioritised.
Responsibility for more complex enquiries and, where appropriate, escalating these.
Undertake initial investigation of all academic appeals, student complaints and allegations of breaches of the Student Misconduct Procedure (including academic conduct) received.
Interpreting the relevant institutional regulations to determine whether there are valid grounds to proceed to the next level of the suite of SRC procedures and respond accordingly.
Compile and present comprehensive and complex evidence packs in relation to all casework and take responsibility for identifying and resolving any gaps in evidence.
Take a directive approach in the Student Resolution and Compliance (SRC) section meetings by leading on sector best practice agenda items, highlighting areas of change and improvement.
Support the Assistant Registrar for Student Resolution and Compliance to deliver on quality assurance procedures, ensuring workflows are adhered to.
Support the Assistant Registrar for Student Resolution and Compliance to deliver outcomes and actions from working groups, committees, and other internal processes.
Ensure regular process reviews of operational systems provide a continuous, high-quality service.
Respond to student queries and signpost to other teams, as necessary. 
Responsible for staff line management processes, including absence management, appraisals, and regular team and 1-2-1 meetings.

	Competency: Communication 
Key tasks:
Responsible for a range of complex communications to staff and students in response to complaints, appeals and conduct by identifying, interpreting, and explaining the relevant RVC policy to internal stakeholders.
Provide clear, tactful and professional communication for staff and students involved in complex investigations or matters of a sensitive and personal nature, ensuring that students are signposted to appropriate support mechanisms at the earliest opportunity.
Provide clear procedural guidance and communication to panels and decision makers.
Take leadership where appropriate by constructively challenging decisions that are inconsistent with procedural guidance or best practice, i.e. within a pre- or post-meeting environment.
Complete and oversee the production of timely, clear, concise, and accurate action-based minutes, notes and reports for colleagues supporting casework.
Represent SRC in the presentation of case briefings to panels.
Provide clear regulatory advice and training to staff and external bodies in relation to student casework and related matters with respect to the relevant policies and procedures.
Prepare investigatory casework reports, assess highly detailed information and evidence, and communicate complex findings through clear, concise recommendations and outcome letters, all within required timescales.
Collaborate with the Assistant Registrar for Student Resolution and Compliance to respond to external regulatory requests within stipulated deadlines.
Manage highly confidential information with a level of professionalism.
Identify and facilitate the escalation of cases which require senior management involvement.
Ensure seamless and effective information flow from the SRC team to all relevant stakeholders, including students.
Ensure that communication regarding the section for which you are responsible is kept up to date and reflects current processes, dates, and information for all stakeholders; this includes, but is not limited to, websites, intranet, regulations, and Teams areas.
Establish effective communication between relevant stakeholders to ensure quality assurance processes are followed.
Support the development of comprehensive operational documentation for student complaints and conduct activities.

	Competency: Planning and Organising Resources Key tasks:
Be responsible for ensuring all internal feedback is completed and actioned.
Collaborate with the Assistant Registrar for Student Resolution and Compliance, Deputy Registrar and Registrar as required. 
Oversee the checking and processing of quality assurance documentation.

	Competency: Research and Analysis Key tasks:
Conduct research independently to support the SRC Team to identify external good practice and analyse trends in internal casework.
Collaborate with the Assistant Registrar for Student Resolution and Compliance on annual reporting to the Academic Board or information requests from the OIAHE.
Undertake initial research tasks and analysis when required by the Assistant Registrar for Student Resolution and Compliance. 
Support the Assistant Registrar for Student Resolution and Compliance with the collation of documentation regarding student cases.

	Competency: Liaison and Networking Key tasks:
Represent SRC by liaising with teams within Registry, Heads of Department, Vice Principals, and members academic staff, the RVC’s Professional Services Directorate, and external bodies including the OIAHE.
Apply discretion and independent judgement by actively approaching the Advice Centre to escalate concerns of student welfare needs.
Contribute to RVC projects and meetings as required using specialist knowledge of complaints, appeals academic and non-academic Policies and Procedures.
Bring to the attention of the Assistant Registrar for Student Resolution and Compliance any areas of change identified within external frameworks.
Provide responses on behalf of the RVC to external consultations relevant to SRC matters (e.g. consultations facilitated by the OIAHE).
Represent SRC and lead on the advisory of best practices within the RVC-wide student regulatory committees.
Provide a high-quality service to all internal and external stakeholders. 
Build and maintain strong relationships with colleagues across the RVC and external stakeholders. 
Attend appropriate RVC Committees as directed by the Deputy Registrar or Registrar in line with other staff member responsibilities. 
Forge and develop contacts with external networks. 



	Competency: Initiative and Problem-Solving Key tasks:
Lead investigations into complaints and disciplinary matters, ensuring that RVC policies and regulatory requirements are upheld.
Review case documentation to determine a student’s eligibility to enter a procedure. Where a student is not eligible, decide whether it is necessary to draft and issue a Completion of Procedures Letter.
Analyse and interpret complex external frameworks and standards, e.g. those of the Office for Students or OIAHE, and apply these to the complaints, appeals and conduct procedures.
Use initiative and acquired knowledge to direct panel members on determining outcomes and actions where a circumstance does not fall into a standard procedure.
Use initiative and experience to solve problems independently.
Take a directive lead on the creation of advice and guidance material for staff and students on regulations, policies and procedures related to SRC matters.
Work with the Assistant Registrar for Student Resolution and Compliance to develop new and revised policies and processes for managing student cases.
Reflect and develop on issues which affect delivery and use initiative to provide workable solutions. 
Work with the Assistant Registrar for Student Resolution and Compliance, ensuring that advice and solutions for students, academic staff and administrative staff follow RVC regulations and processes. 

	Competency: Teamwork and Motivation Key tasks:
Provide motivation for the staff within the relevant team. 
Work with the Assistant Registrar for Student Resolution and Compliance, assign objectives and tasks to align with the Registry operational plan. 
Ensure good practice is maintained by the team, including observance of internal and external requirements. 

	Competency: Decision-Making Processes and Outcomes
Key Tasks: 
Provide stakeholders with appropriate guidance in relation to the associated regulations for complaints and conduct.
When making decisions, the Student Resolution and Compliance (Casework) Manager must demonstrate responsibility to the wider Registry and RVC community.

	Competency: Knowledge and Experience 
Key tasks:
Advanced knowledge and experience of policy, procedure, and regulatory information.

	Competency: Flexibility 
Key Tasks: 
Provide appropriate cover for other members of the team during peak workload demands.  
Provide appropriate cover for other members of the team during periods of absence.  
As an active member of the Academic Registry, to cover the front desk for absences and peak periods.   
To deliver services effectively, a degree of flexibility is needed, and the post holder may be required to perform work not specifically referred to above. 
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