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	Role Title:
	Gateway Development Coordinator

	Reference No:
	NEW704

	Grade:
	D

	Working Hours:
	37 hours per week 

	Faculty/Service:
	Student Journey

	Location:
	Sunderland Campuses

	
Main Purpose of Role:

	
The role will focus on the development, implementation, and integration of business and process improvement activities across the Gateway service.

Maintaining a working understanding of the comprehensive nature of student enquiries and relevant university department procedures.

Ensuring the Gateway’s provision of digital support is continuously improving in-line with sector and technological developments.


	Key Responsibilities
and Accountabilities:

	· Alongside the Gateway Liaison Advisors operate as the University’s first point of contact for students. Providing accurate up to date information and advice on a wide range of subjects.
· Maintain a high-level understanding of current student enquiry trends in order to develop and improve processes to ensure proactive solutions.
· Work to streamline existing processes which impact the Gateway’s day to day support of students.  This will include utilising and developing functions available in Compass and eVision.
· Create process documentation/workflows, knowledge articles and self-service guidance for staff and students. This will also include creation of digital training content. 
· Liaising with IT in connection with systems development, data audit needs and remedial actions.  Ensuring development requests are submitted in accordance with Technical Services criteria.
· Contribute to Gateway Services projects as required to improve student and/or staff experience.
· Manage the digital content related to Gateway Services websites and social media accounts, and co-ordination of digital signage across Gateway spaces via the OneLan platform.
· Responsible for creation and maintenance of a robust testing process ensuring core University & Gateway systems are subject to frequent scrutiny and updates. 
· Manage and maintain user database of Compass, ensuring appropriate accessibility is assigned to users.
· Create and develop methods of digital support for Gateway customers implementing new initiatives to enhance efficiency.
· Ensure online advice and guidance across all Gateway platforms is well written, accurate and appropriate for student audience.
· Work with internal and external partners to ensure the Gateway’s provision of digital support is continuously improving in-line with sector and technological developments. 
· Support Gateway Management in developing a learning culture which embeds continuous development across the team.
· Coordinate rolling training programme for Gateway staff, including creation and delivery of training materials to support existing staff and enhance knowledge within the team.

	Special Circumstances:

	
· Some weekend and evening working as required fulfilling demands of the service and other requirements.
· Scheduled work across two campus.
· Owing to particular responsibilities of the post, there will be some times of the year when it will either not be possible for the post holder to take annual leave, or be necessary to limit the amount of annual leave that can be taken.
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	Part 2A: Essential and Desirable Criteria

	
	Essential 
Qualifications and Professional Memberships:

· Degree, or equivalent (or working towards such) or significant relevant experience.

	
	

	
	Knowledge and Experience:

· Experience of conducting process analysis to identify areas of improvement and a track record of process implementation.
· A record of working across teams to challenge existing processes to increase efficiency.
· Experience of creating and managing a digital communication plan.
· Previous experience of creating digital training materials and providing training sessions.

	
	


	
	Desirable 
Qualifications and Professional Memberships:

· N/A

	
	

	
	Knowledge and Experience:

· Experience of working in a Higher Education environment
· Technical experience using data from CRM system, Student Record system and Microsoft operating systems.
· Experience of website management

	
	

	Part 2B: Key Competencies

	Competencies are assessed at the interview/selection testing stage

	Communication (Oral and Written)

The role holder is required to, understand and convey straightforward information in a clear and accurate manner and the role holder is required to, understand and convey information which needs careful explanation or interpretation to help others understand, taking into account what to communicate and how best to convey the information to others and occasionally is required to, understand and convey complex conceptual ideas or complex information which may be highly detailed, technical or specialist.

	
	Pastoral Care and Welfare

The role holder is required to show sensitivity to those who may need help or, in extreme cases, are showing signs of obvious distress; initiate appropriate action by involving relevant people and the role holder is required to give advice on commonly occurring welfare issues or queries; follow standard welfare procedures for the organisation; recognise when an individual should be referred elsewhere for professional help; respect confidentiality.


	
	Team Development

The role holder is required to advise or guide others working in the same team on standard information or procedures and the role holder is required to train or guide others on specific tasks, issues or activities; give advice, guidance and feedback on the basis of their own knowledge or experience; deliver training.


	
	Decision Making Processes and Outcomes

Take independent decisions is a requirement and has a minor impact. The role holder is required to be party to some collaborative decisions; work with others to reach an optimal conclusion that have a moderate impact. The role holder is required to provide advice or input to contribute to the decision-making of others that has a moderate impact.


	
	Service Delivery

The role holder is required to deal with internal or external contacts who ask for service or require information; create a positive image of the organisation by being responsive and prompt in responding to requests and referring the user to the right person if necessary; deliver service that is usually initiated by the customer, and typically involves routine tasks with set standards or procedures and it is an important requirement to deal with internal or external contacts where the service is usually initiated by the role holder, working within the organisation's overall procedures or policies OR proactively seek to explore and understand customers' needs; adapt the service accordingly to ensure the usefulness or appropriateness and quality of service (content, time, accuracy, level of information, cost).


	
	Analysis and Research

The role holder is required to analyse routine data or information using predetermined procedures and gathering the information from standard sources; work accurately to complete the task precisely as specified and it is an important requirement to identify an appropriate existing method of analysis or investigation according to the data and objectives; recognise and interpret trends or patterns in data; identify or source additional information which could potentially help the investigation as the analysis progresses.


	Date Completed:
	March 2023
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