
 
 

 

It is important to note that this job description is a guide to the work you will 

initially be required to undertake. It may be changed from time to time to meet 

changing circumstances. It does not form part of your contract of employment. 

Head of Student Experience 
EHM0196-0917 
 

Reporting to:  Director of Student Recruitment & Administration  
 

Accountable to:  Pro Vice Chancellor (Student Experience) 
 

Responsible for:  A range of staff to be appointed to support this function 
 
The Role 
 
We are seeking to deliver a sector-leading student experience by working 
collaboratively across the University to embed three key principles:  
 

 Students as partners in their learning and self-development journey 

 Creating a sense of belonging to place, cohort and social structures 

 Creating a sense of connection to other students and new opportunities. 
 
The Head of Student Experience is a newly created role for the University and its 
purpose is to drive incremental improvement of the student experience through the 
journey from arrival to graduation.  This includes how we communicate with our 
students, how we listen to our students and use the student voice to further improve 
what we do; and it includes how we further promote the excellent opportunities 
available to our students to engage and contribute to their own development during 
their studies.   
 
The role provides the successful appointee with an excellent opportunity to build, 
shape and manage a new Student Experience Team; to develop and deliver projects 
and execute a programme of campaigns and events; and to shape innovative 
services which are essential to the continued development of the University.   
 
The post holder will work closely with and support a range of senior colleagues with 
oversight for the student journey, including the Director of Student Recruitment and 
Administration, the Academic Registrar and the Director of Student Services.  
Additionally, the post holder will be required to build effective, positive and 
professional working relationships with academic and support service colleagues 
across the University to optimise the student experience and contribute to the 
continued success of the University. 
 
 



Responsibilities 
 
Service Delivery:  
 

1. Scope and develop the service provision for the new Student Experience 
Team to meet recommendations from recent research and to proactively 
engage our students. 

2. Ensure the delivery of excellent services to colleagues and stakeholders, 
effectively using management information, data and other performance 
indicators to enhance service levels.  

3. Clearly articulate the standards and service levels required for the wider team 
and ensure that those standards are consistently exceeded.  

4. Advise and support Directors and senior colleagues to determine and 
articulate how the service will be developed in the future to meet the needs of 
a rapidly evolving sector and ensure there is clear alignment between the 
University and service objectives and individual contributions.  

5. Advise and support Directors and senior colleagues to identify how emerging 
policy decisions will impact on service delivery and ensure that appropriate 
provision is made to respond to sector changes.  

6. Develop the capacity and capability of the service through the effective 
deployment of resources, taking into account the continual review of 
stakeholder feedback.   

7. The role holder will deputise for Directors and senior colleagues by chairing or 
attending meetings, networks or sector groups internally and externally.  

 
Strategic and Operational Planning:  
 

1. Operate highly effective systems and processes for strategic and operational 
planning including the development of strategies, annual action plans and the 
production of reports and regular reviews.  

2. Maintain an in depth knowledge of best practice and keep abreast of 
developments in the HE sector to inform planning, policy and service 
development.  

3. Produce and monitor budgets and spending within agreed limits in order to 
deliver value for money and impact. 

4. Provide high quality management reports which update on progress, 
contribute to planning and resource setting and lead on the development of 
business plans which can be translated into actions for front line staff.  

 
Leading and Managing Staff:  
 

1. Take responsibility for scoping and establishing new Student Experience roles 
and appointing to and managing those roles as well as contributing to wider 
service management where appropriate.  

2. Ensure effective delivery of services through the clear communication of 
business objectives and alignment of individual and team objectives with 
University Strategy.  

3. Lead a series of matrix-style project teams and functions to deliver student 
experience enhancements across the University. 



4. As a member of the Student Administration Senior Management Team, 
effectively contribute to the overall leadership and management of services 
and the continued development of a positive management and staff culture.  

5. Build staff capacity and organisational capacity through further development 
of the highly effective management team.  

6. Further sustain a culture of outstanding performance and continuous service 
and self-improvement, maintaining high levels of discretionary effort.  

7. To carry out any other duties as required by the Director of Student 
Recruitment & Administration or other senior colleagues.  

 
 
Other Specific Duties Relating to the Role:  
 

1. To work across the academic areas and support services and in 
collaboration with Edge Hill Students’ Union to create and develop an annual 
plan of student communications and campaigns designed to engage 
students fully with university life. 

2. To work closely with colleagues in communication teams/functions with 
responsibility for Student Communications to ensure that an annual plan of 
events/campaigns is coordinated and fully supported across the University.  

3. To work to coordinate high-impact campaigns which support the relevant 
student facing strategies and encourage further engagement with the full 
range of student enhancement opportunities.  

4. To use a range of data to develop a deep understanding of the student 
community at Edge Hill and, through this, to identify activities which will 
ensure the retention and engagement of the student body. 

5. To scope, lead and deliver University wide projects which will positively 
impact on the student experience. 

6. To lead the development of the use of student voice in all that we do. 

7. To take responsibility for consistency of messaging style to current students 
from across the University, as a key aspect of the University brand.   

8. To support the development of IT systems designed to better support, 
engage and inform students and to track attendance, engagement and 
success. 

9. To support activities relating to the transition from applicant to enrolled student 
and student success. 

 

 
  



Corporate Responsibilities 

 

The Head of Student Experience will be required to:  

 
1. Participate in and accept shared responsibility for the corporate leadership, 

management and development of the university.  
2. Represent the university as appropriate by chairing or serving on internal and 

external committees, working and advisory groups as required by the Deputy 
Vice-Chancellor.  

3. Foster cross-university co-operation in the furtherance of the university’s 
mission statement and strategic plan and in effective utilisation of university 
resources.  

4. Encourage and promote the brand and reputation of the university and its 
staff. 

5. Support the further development of the university and respond to the needs of 
a diverse student body, external funders and stakeholders.  

6. Promote and implement the university’s policies on equal opportunities.  

 

In addition all Edge Hill University staff are required to: 
 

1. Adhere to all Edge Hill’s policies and procedures, including Equality and 
Diversity and Health and Safety.  

2. Respect confidentiality: all confidential information should be kept in 
confidence and not released to unauthorised persons.  

3. Undertake appropriate training and development as required.  
4. Participate in Edge Hill’s Performance Review and Development Scheme.  
5. Adhere to Edge Hill University’s environmental policy and guidelines and 

undertake tasks in a sustainable manner.  
6. Demonstrate excellent Customer Care in dealing with all customers. 

 
Salary: Senior Management Post 
  Up to £49,297 per annum  
 
Hours:  Full Time 

 

Candidates should note that shortlisting will be based on information provided 

on the application form with regard to the applicant’s ability to meet the criteria 

outlined in the Person Specification below. 

  



PERSON SPECIFICATION FORM 
 

Head of Student Experience 

EHM0196-0917 
 
CRITERIA: Applicants should provide evidence of their ability to meet the 

following criteria: 

 
Essential Desirable 

*Method of 
assessment 

(I/A/T/P) 
 
Qualifications  

 

A good honours degree *  A 

Higher degree and/or professional 
qualification  

 * A 

Evidence of continued professional 
development 

*  A 

 
Experience  

 

Excellent interpersonal and influencing skills 
with the ability to gain the confidence of a 
wide range of internal and external parties 

*  A/I 

Experience of leading change management 
in an organisation, influencing cultural 
change in teams and breaking down barriers 
to effective working 

*  A/I/P 

Experience of managing staff, inspiring 
confidence and the ability to motivate staff 
and create a co-operative team spirit 

*  A/I 

Experience at a senior management level of 
strategic planning in a large and complex 
organisation and evidence of ability to 
contribute effectively and creatively to the 
development, communication and 
implementation of strategy and policy 

*  A/I 

An ability to demonstrate successful 
reorganisation of staffing structures, the 
development of new systems, and of 
successful communication of the purpose of 
such change 

*  A/I/P 

Experience of delivering activities designed to 
engage students in the learning and wider 
universities experience 

*  A/I/P 

Experience of using customer feedback to 
develop services or engagement provision 

*  A/I 

Experience of developing engaging student 
focused content for use in communications 
campaigns 

*  A/I 

  



 
Essential Desirable 

*Method of 
assessment 

(I/A/T/P) 
Experience of implementing and using 
Customer Relationship Management (CRM) 
Systems 

 * A/I 

Experience of the working in and/or with 
academic departments or in large complex 
organisations or structures 

*  A/I 

Demonstrable experience of preparing and 
managing budgets 

 * T/I 

 
Knowledge  

Knowledge and understanding of current 
issues relating to the provision of modern, 
user-focused student facing services 

*  I/P 

Detailed knowledge of the UK Quality Code 
(especially Chapters B2-5) and the 
implications for institutional engagement 
programmes 

 * I/P 

An understanding of key drivers, emerging 
policy and future challenges within higher 
education 

*  A/I/P 

 
 *Method of Assessment (I-Interview, A-Application, T-Test, P-Presentation) 

 


