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Job Description 
 
Title 
 
3URIHVVLRQDO�3UDFWLWLRQHU�±��
*UDGH���

Department 
 
&KLOGUHQ��IDPLOLHV�DQG�&XOWXUDO�6HUYLFHV�±�
*RYHUQRU�6HUYLFHV�

Post Ref 
 
$GG�5HI�

Job Purpose 
 

1. To provide comprehensive support to existing and prospective customers 
2. To support the senior management team in ensuring that Governor Services meets the needs of its customers, within governance 

legislation 
3. To support the management of complex complaints within confidentiality regulations 
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Key Responsibilities 
 

��� 7R�EH�DQ�DXWKRULWDWLYH�VRXUFH�RI�DGYLFH�DQG�JXLGDQFH��ERWK�IRU�
FXVWRPHUV�DQG�FROOHDJXHV�RQ�VHUYLFHV��SROLFLHV�DQG�SURFHVVHV�
LQFOXGLQJ�FRPSOH[�TXHULHV�DQG�WR�EH�D�SRLQW�RI�FRQWDFW�LQ�WKH�
DEVHQFH�RI�WKH�7HDP�0DQDJHU�DQG�6HQLRU�3URIHVVLRQDO�
3UDFWLWLRQHU�

��� 7R�FUHDWH��PDQDJH�DQG�PDQLSXODWH�LQIRUPDWLRQ�ZKHWKHU�UHODWLQJ�WR�
ILQDQFH��VWDIILQJ�LQIRUPDWLRQ��FXVWRPHUV�RU�DQ\�RWKHU�VHUYLFH�
UHTXLUHPHQW�RU�HOLJLELOLW\�FULWHULD��WKLV�ZLOO�LQFOXGH�SURGXFLQJ�EHVSRNH�
DQG�FRPSOH[�UHSRUWV�

��� 7R�VXSSRUW�EXGJHW�PRQLWRULQJ�DQG�UHSRUWLQJ�DQG�HQVXUH�
FRQWUDFWHG�VHUYLFHV�DUH�PRQLWRUHG�DQG�FKDUJHG�IRU���

��� 7KH�KHOS�SODQ�DQG�VXSSRUW�WKH�RUJDQLVDWLRQ�RI�PHHWLQJV�DQG�HYHQWV�
HQVXULQJ�WKDW�WKH�7HDP�0DQDJHU�DQG�6HQLRU�3URIHVVLRQDO�
3UDFWLWLRQHU�DUH�DSSURSULDWHO\�UHVRXUFHG�WR�GHOLYHU�WKH�VHVVLRQV�
HIIHFWLYHO\�

��� 7R�EH�GHSOR\HG�DV�D�&OHUN�WR�*RYHUQRUV�WR�D�VSHFLILHG�QXPEHU�RI�
VFKRROV�DQG�WR�EH�DEOH�WR�XQGHUWDNH�HPHUJHQF\�FRYHU�RI�FOHUNLQJ�
DW�VKRUW�QRWLFH���

��� 7R�VXSSRUW�LQ�WKH�FRRUGLQDWLRQ�RI�FRPSODLQWV�LQFOXGLQJ�OLDLVRQ�
EHWZHHQ�WKH�FRPSODLQDQW��FOHUN�DQG�WKH�VFKRRO���7R�FKHFN��DQG�
HQVXUH�WKDW�KLJKO\�FRQILGHQWLDO�SDSHUV�DUH�FROODWHG�DQG�GLVWULEXWHG�
LQ�DFFRUGDQFH�ZLWK�GDWD�SURWHFWLRQ�OHJLVODWLRQ�DQG�EHVW�SUDFWLFH��

��� 7R�VXSSRUW�LQ�WKH�PDQDJHPHQW�RI�&OHUNV�WR�*RYHUQRUV�LQFOXGLQJ�WKH�
UHFUXLWPHQW��WUDLQLQJ�DQG�DOORFDWLRQ�RI�&OHUNV�WR�*RYHUQLQJ�%RGLHV��
ERWK�ZLWKLQ�DQG�H[WHUQDO�WR�1RWWLQJKDPVKLUH����

��� 7R�SURYLGH�HIIHFWLYH�OLDLVRQ�ZLWK�FXVWRPHUV��ERWK�QHZ�DQG�
H[LVWLQJ��WR�PDQDJH�FXVWRPHU�H[SHFWDWLRQV�DQG�HQVXUH�WKDW�WKH�
VHUYLFH�LV�GHOLYHUHG�LQ�OLQH�ZLWK�WKH�SXEOLVKHG�SDFNDJH�WR�D�KLJK�
VWDQGDUG����
�

�

Key Accountabilities 
�

��� 7R�HQVXUH�FOHUNV�DQG�UHVRXUFHV�DUH�GHSOR\HG�
HIILFLHQWO\��HIIHFWLYHO\�DQG�IOH[LEO\�WR�PHHW�FXVWRPHU�
GHPDQG�LQ�OLQH�ZLWK�WKH�VHUYLFH�RIIHU��
�

��� )RU�WKH�DFFXUDF\�DQG�TXDOLW\�RI�LQIRUPDWLRQ�ZLWKLQ�WKH�
UHVSRQVLELOLW\�RI�WKH�SRVW�KROGHU�

�

��� 7R�HQVXUH�WKDW�FRUUHFW�SURFHVVHV�DUH�EHLQJ�IROORZHG�
DQG�WR�DOHUW�WKH�DSSURSULDWH�PDQDJHU�WR�HQVXUH�
FRPSOLDQFH�

�

��� 7R�HQVXUH�WKDW�FRUSRUDWH�SROLFLHV�DQG�ILQDQFLDO�
UHJXODWLRQV�DUH�DGKHUHG�WR�

�

��� 7R�ZRUN�HIILFLHQWO\�DQG�HIIHFWLYHO\�WR�VXSSRUW�
RSHUDWLRQDO�VHUYLFHV�

7KH�SRVW�KROGHU�ZLOO�SHUIRUP�DQ\�GXW\�RU�WDVN�WKDW�LV�DSSURSULDWH�IRU�WKH�UROH�GHVFULEHG�
�
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Person Specification 

Education and Knowledge 
�

��� *RRG�OLWHUDF\�DQG�QXPHUDF\�VNLOOV�WR�194���OHYHO�RU�
HTXLYDOHQW��

�
��� 7R�KDYH�DQ�XQGHUVWDQGLQJ�RI�JRYHUQDQFH�UHJXODWLRQV�DQG�
OHJLVODWLRQ��DQG�RWKHU�OHJLVODWLRQ��ZKLFK�LPSDFW�RQ�WKH�ZRUN�RI�
JRYHUQRU�VHUYLFHV��

�
��� .QRZOHGJH�RI�ZRUNLQJ�WR�VWDWXWRU\�DQG�OHJLVODWLYH�VWDQGDUGV��

�
�
�
�
�
�

Personal skills and general competencies 
�

��� $�KLJK�OHYHO�RI�SHUVRQDO�GULYH�DQG�FRPPLWPHQW�WR�H[FHOOHQW�
FXVWRPHU�FDUH�DQG�WKH�DELOLW\�WR�VHW�DQ�H[DPSOH�IRU�RWKHU�VWDII�

��� 6WURQJ�LQWHUSHUVRQDO�VNLOOV�WR�JDLQ�WKH�DJUHHPHQW�DQG�
DFFHSWDQFH�RI�RWKHUV�LQFOXGLQJ�FROOHDJXHV��VHQLRU�PDQDJHUV�
DQG�FXVWRPHUV��

��� $ELOLW\�WR�PDNH�GHFLVLRQV�DQG�VROYH�SUREOHPV�WR�PHHW�
RSHUDWLRQDO�WDUJHWV��LQYROYLQJ�GHYLVLQJ�VROXWLRQV�DQG�
SULRULWLVLQJ�WKH�UHVRXUFHV�DYDLODEOH�

��� $ELOLW\�WR�PHHW�DJUHHG�REMHFWLYHV�DQG�GHOLYHU\�WDUJHWV�E\�WKH�
HIIHFWLYH�XVH�RI�UHVRXUFHV�

��� (QVXUHV�WKH�FRXQFLO¶V�SROLFLHV�IRU�IDLUQHVV�DQG�UHVSHFW�DUH�
GHOLYHUHG�LQFOXGLQJ�VHWWLQJ�KLJK�SHUVRQDO�VWDQGDUGV��

��� 7DNH�DQ�DFWLYH�UROH�LQ�PDQDJLQJ�ULVN��KHDOWK�DQG�VDIHW\�LVVXHV��

Experience 
�

��� ([SHULHQFH�RI�GDWD�PDQDJHPHQW�LQFOXGLQJ�PDQLSXODWLQJ�ODUJH�GDWD�VHWV�DQG�SURGXFLQJ�FRPSOH[�UHSRUWV�HQVXULQJ�DFFXUDF\�DQG�
ZKHUH�DSSURSULDWH�FRQILGHQWLDOLW\�

��� 6LJQLILFDQW�H[SHULHQFH�DQG�FRPSHWHQFH�XVLQJ�,7�DQG�FRPPRQ�EXVLQHVV�VXSSRUW�SDFNDJHV�LQFOXGLQJ�ZRUG�SURFHVVLQJ�DQG�
VSUHDGVKHHWV�

��� ([SHULHQFH�RI�SURYLGLQJ�LQIRUPDWLRQ�WR�WKH�SXEOLF�RU�FXVWRPHUV�XVLQJ�JRRG�FRPPXQLFDWLRQ�VNLOOV�DSSURSULDWH�WR�WKH�LQGLYLGXDO�
QHHGV�RI�WKH�FXVWRPHU�

��� ([SHULHQFH�RI�XVLQJ�GHILQHG�EXVLQHVV�SURFHVVHV�DQG�JLYLQJ�JXLGDQFH�RQ�WKHP�WR�FROOHDJXHV�
��� ([SHULHQFH�RI�SODQQLQJ�DQG�GHOLYHULQJ�VROG�VHUYLFHV�DQG�PDQDJLQJ�FXVWRPHU�H[SHFWDWLRQV�

�
 



� 3DJH����

Role Dimensions/ Job Context 
 
�

��� 7KLV�LV�D�FRXQW\�ZLGH�UROH�GHOLYHULQJ�D�VROG�VHUYLFH�WR�JRYHUQLQJ�ERGLHV�ERWK�ZLWKLQ�DQG�H[WHUQDO�WR�1RWWLQJKDPVKLUH��
��� 7KH�SRVW�KROGHU�ZLOO�VXSSRUW�WKH�VHQLRU�PDQDJHPHQW�WHDP�LQ�SURYLGLQJ�H[SHUW�DGYLFH�RQ�JRYHUQDQFH�OHJLVODWLRQ�WR�H[LVWLQJ�DQG�SRWHQWLDO�

FXVWRPHUV��
��� 7KH�SRVW�KROGHU�ZLOO�OLDLVH�EHWZHHQ�WKH�FOHUNLQJ�DQG�PDQDJHPHQW�WHDP�WR�HQVXUH�D�KLJK�TXDOLW\�RI�FOHUNLQJ�VXSSRUW�WR�FXVWRPHUV��DOVR�

XQGHUWDNLQJ�WKH�FOHUNLQJ�UROH�WR�HQVXUH�D�IXOO�XQGHUVWDQGLQJ�RI�WKH�FRPSOH[LWLHV�RI�WKLV�UROH�
��� 6XSSRUW�WKH�PDQDJHPHQW�WHDP�LQ�HQVXULQJ�WKDW�WKH�VHUYLFH�RSHUDWHV�DW�D�QLO�FRVW�WR�1&&�E\�WUDFNLQJ�DG�KRF�VXSSRUW�DQG�FKDUJLQJ�
DSSURSULDWHO\�IRU�WKLV�ZRUN��

Please attach a structure chart 
�

�

'DWH��-DQXDU\�������


