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This form lists the essential and desirable requirements needed in order to do the job.

	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  



	Evidence

	Competency
	Essential
	Desirable

	1. Service Delivery


	Experience working in an educational environment with a strong focus on student satisfaction and regulatory compliance.
Demonstrated experience in maintaining accurate student records and managing confidential information with professionalism.
Experience improving systems, processes, and workflows to enhance service quality and operational efficiency.
Ability to prepare comprehensive reports, evidence packs and case summaries/ crib sheets involving detailed information and timelines for interpretation.
Experience providing expert advice on institutional regulations, procedures, and sector best practice.
Experience managing a high-volume, multi-function office environment and ensuring timely service delivery.

	Experience of managing student casework, including academic appeals, complaints and conduct matters.

Experience in line management




	 2.Communication


	Excellent written and verbal communication skills, with the ability to explain complex regulatory and procedural information clearly and sensitively.
Ability to communicate confidently and professionally with students, staff at all levels (including senior management), and external bodies such as The Office of the Independent Adjudicator.
Experience tailoring communication to suit different audiences and situations, including sensitive or personal matters.
Experience producing clear, concise, accurate correspondence, reports, minutes, and outcome letters.
Experience constructively challenging decisions to ensure procedural consistency.
Ability to provide training, guidance and regulatory advice to staff, panels, and senior management.
Ability to ensure effective information flow between teams and stakeholders.

	Experience of servicing meetings

Proficiency in minute taking.

Understanding of quality assurance procedures

	3. Planning and Organisation


	Experience investigating, reviewing, and assessing information relating to complaints, appeals and student conduct.
Proven ability to manage competing deadlines, both independently and while supporting others to prioritise effectively.
Exceptional organisational skills with a high level of accuracy and attention to detail.
Ability to follow established procedures while identifying and managing exceptions appropriately.
Experience in maintaining documentation, reviewing processes, and supporting ongoing quality assurance.
Experience organising and supporting meetings, panels, and committees.


	Experience of delegation

Experience of determining workload for a team of staff ensuring stakeholders’ demands are met


	4. Analysis and Research
	Experience conducting research and analysing internal casework trends to support service development.
Ability to compile and interpret information to support annual reporting, regulatory submissions, and policy development.
Experience preparing detailed evidence and documentation for investigations or external reviews.

	Experience in updating and interrogating records in a complex database.

Experience in managing projects

	5. Liaison and Networking
	Ability to establish effective working relationships with a wide range of internal stakeholders, including academic staff, Heads of Department, senior management, and colleagues within Registry.
Experience liaising with external bodies, including The Office of the Independent Adjudicator and other sector partners.
Strong negotiation and influencing skills to support institutional and departmental objectives.
Cultural competence and the ability to work empathetically with diverse student communities.
Experience representing Registry or equivalent functions within committees, panels or working groups.

	Experience of deputising for line managers in meetings

Experience of managing confidential information professionally

	6. Initiative and Problem Solving 



	Experience applying regulatory frameworks, policies, and procedures to complex individual circumstances.
Ability to identify issues proactively and propose workable, evidence-based solutions.
Confidence in exercising judgement and knowing when to escalate matters appropriately.
Strong analytical and logical reasoning skills, with the ability to develop creative solutions when standard processes do not apply.
Ability to maintain confidentiality and professionalism when handling sensitive casework.

	Experience of identifying where systems could be improved

	7. Teamwork and Motivation
	Ability to promote good practice and ensure compliance with internal and external standards.

	Proven ability to lead, motivate and support team members, including setting objectives and supporting team development.


	8. Decision-Making Processes and Outcomes
	Experience advising stakeholders on appeals, complaints and conduct matters.
Ability to make reasoned, evidence-based decisions and provide strategic advice to senior colleagues.
Ability to ensure decisions comply with institutional regulations and external sector expectations.

	

	9. Experience 
	A first degree or equivalent significant experience demonstrating strong literacy, analytical capability, and professional judgement.
Knowledge of casework management. 
Experience administering and managing student complaints, appeals and conduct processes.

	Experience of leading a team

Advanced understanding of policy, regulatory frameworks, and sector standards.
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