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Role Description – Service Delivery Assistant (Qualifications)
Note: numbers in brackets () – please refer to the separate Guidance Notes.
	Role title
	Service Delivery Assistant
	Grade
	1
	Department
	Service Delivery 

	Reports to (1)
	Service Delivery - Team Leader - Knowledge
	Direct reports (1)
	None

	Key relationships / interfaces (1)
	Internal: 
	PS&K; Finance

	
	External:
	Candidates; Accredited Development Providers; Higher Education Institutes; Corporate members; Markers, assessors, invigilators, facilitators and other interested parties.

	Role purpose (2)
	Provide effective administration of all APM’s qualification-related activity, ensuring smooth information flow amongst candidates, Accredited Providers, markers, assessors, invigilators, facilitators and other interested parties.

	Breadth of responsibility (3)
	To enable the department to deliver a high level of customer service to both internal and external customers by carrying out day to day administration requirements.

	Dimensions and limits of authority (4)
	Follow procedures accurately and make effective use of existing systems. Contribute ideas about how to improve efficiency.


	Key responsibilities / accountabilities (5)

	Key performance measures (6)

	· Apply robust operating procedures for the administration of qualifications, both in the UK and overseas, including the establishment of examination and certification events, the issuing of results of examinations and assessment and the handling of feedback requests.
	· Administrative tasks are completed accurately and on time.
· Examination and certification events are organised excellently, in line with established timetable.

· Timely issue of feedback requests and collation of the results.

· Be able to show planned approach and tracking against targets.

	· Archive qualification-related documentation in conformance with APM’s Archive Policy.
	· Documents are archived and referenced in line with policy accurately.

	· Provide accurate front-line information on all APM qualifications and related services in response to queries via e-mail, fax and phone from prospective candidates and other interested parties.
	· All requests for information from various sources are replied to within current agreed Service Level Agreements.

	· Provide administrative support to Qualifications Team Leader.
	· Administrative tasks are completed accurately and on time.

	· Maintain currency of relevant databases by ensuring total accuracy in data input.
	· Data is input within current agreed Service Level Agreements.
· Data is entered accurately.

	· Provide consistently high levels of customer service, ensuring that internal and external service level agreements are always achieved.
	· Customer service levels comply with Service Level Agreement.

	· Make regular recommendations for process improvement.
	· Recommendations with a business justification are presented as necessary.

	· Ad-hoc projects as required by APM business strategy
	· Projects are carried out with enthusiasm and competence.


Person Specification – Qualifications Assistant
	Attribute
	Description


	Essential / desirable

	Qualifications (7)
	· GCSE (or equivalent) including Maths and English 
	· Essential

	Experience (8)
	· Work experience within a customer services role, providing a high level of customer service, ideally in a busy customer services environment.

	· Essential

	Knowledge
	· A good working knowledge of office IT software, including Excel, Word and Outlook
· A working knowledge of maintaining databases
	· Essential

· Desirable

	Skills
	· Well developed planning and organisational skills – demonstrating clear, efficient and logical approaches to work
· High degree of attention to detail combined with the ability to work to high standards of accuracy
· Excellent telephone manner, consistently maintaining a strong sense of customer focus

· Strong communication skills - both verbally and in writing - to effectively communicate with customers and colleagues at all levels

· Good problem solving skills

· Relationship building skills – developing and maintaining good relationships with customers and colleagues
	· Essential

· Essential

· Essential

· Essential

· Desirable

· Essential



	Behaviour / competency (9)
	· Communication skills

· Concern for accuracy

· Customer focus

· Planning and organizing

· Results orientation
	· Essential

· Essential

· Essential

· Essential

· Essential
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