      



[image: C:\Users\ACoombes\Documents\REBRAND\Logos\QA_Logo.jpg]  
               

JOB DESCRIPTION

[image: ]



JOB
DESCRIPTION

























	1. Job specifics

	Job Title:
	People Operations Specialist

	Reports to:
	People Operations Manager

	Location:
	 London, Middlesex Street

	Department:
	People

	Vetting Requirement:
	Basic DBS



	2. About the role

	What you’ll be doing
	As a People Operations Specialist, you will be the face of the People team for our customers, supporting colleagues through the moments that matter across the employee lifecycle. You will be their first point of contact, providing a high-quality, customer-focused service and using your expertise to resolve more complex queries while continually improving the customer experience.
You will be a subject matter expert across People Operations, taking ownership of and continuously improving processes across the employee lifecycle, ensuring they are accurate, compliant, efficient and aligned with best practice. You will provide support to the Talent Acquisition team with onboarding activities where required, ensuring a seamless handover into the employee lifecycle. 

	Key Responsibilities
	As first line support within the People Operations team, you will ensure exceptional and timely customer service. You will also:
· review the vetting requirements for all roles, challenging where necessary and providing advice and guidance on the legalities of the checks 
· provide advice and guidance on sponsorship, Right to Work legislation and compliance requirements, managing the processes to ensure the business continuously remains compliant
· act as a subject matter expert across People Operations, providing advice, guidance and support across the employee lifecycle, including supporting the Talent Acquisition team with onboarding activities where required
· provide accurate and timely advice in line with policy and processes dealing with a variety of queries via email, phone or in person including more complex queries where appropriate
· process a range of operational tasks for our customers taking ownership of maintaining and continuously improving the associated guidance to ensure it remains up to date and fit for purpose
· provide operational support to other teams including Learning and Development and Reward functions within the People Team, and act as key point of contact for sharing information between teams 
· ensure adherence with current employment legislation, proactively taking the time to keep up to date with any changes.
· take ownership of all job change requests, ensuring the HR system is accurately updated in line with service level agreements and payroll cut-off dates

· maintain oversight of the Sostenuto call management system, ensuring all calls and queries are logged, responded to and appropriate audit trails are maintained, with a strong focus on data integrity, quality standards and service level agreements
· manage all administrative tasks associated with the People Operations and employee life cycle processes in line with the SLAs
· develop team capability by sharing knowledge of key processes, supporting the resolution of complex queries and training new team members.

	KPIs & SLAs
	· All work to be completed accurately and within the agreed SLAs 
· Accurate and timely submission of data to the Payroll team ensuring all payroll cut-off deadlines are met
· Meeting agreed performance targets across quality, productivity, timeliness and resolution of customer queries
· Positive feedback from customers, colleagues and stakeholders, demonstrating a high standard of customer service
· Quality assurance checks demonstrating a high level of accuracy and right first-time delivery
· Contributing to continuous improvement by identifying and implementing enhancements to People Operations processes and ways of working
· Maintaining high standards of data integrity and compliance with employment legislation, policies and audit requirements

	Key Working Relationships
	Working with the People Team including Talent Acquisition, Payroll, People Advisers, Reward & Benefits, Learning & Development, HR Systems team and Senior People Partner
Employees and Managers throughout QAHE


	
	3. About You

	Your Competencies
1: Working Level 
2: Advanced Level
3: Expert Level

	Core
Results Driven – 2
Taking Ownership – 1
Collaboration – 1
Continuous Learning – 1
Role Specific
Attention to Detail – 2  
Customer Focus - 1

	Your Experience
	· Proven experience of working within a busy, customer-focused and fast-paced People team/HR environment
· Experience of delivering high-quality, customer-focused HR/People Operations services
· Experience of identifying, implementing and embedding process improvements to enhance efficiency, compliance and the customer experience
· Experience of role modelling the behaviours expected within a high-performing team, including collaboration, accountability, professionalism and ownership
· Proven ability to prioritise competing demands, manage workloads effectively and consistently meet deadlines without compromising quality

	Your Knowledge
	· An understanding of key employment laws, legislation, HR policies and processes 
· Experience in managing Sponsorship and the Home Office SMS system
· Experience of using a variety of HR systems and the usual Microsoft office suite of products 
· Demonstrable knowledge of data protection principles to ensure compliance 

	Your Qualifications
	· CIPD Level 3 qualified or working toward the qualification or equivalent experience
· GCSE standard Maths and English or equivalent

	What you’ll bring to QA
	· Excellent attention to detail, ensuring a high standard of accuracy in all aspects of your work.
· Strong, clear and honest communication.
· Excellent listening skills, with the ability to understand issues and identify appropriate solutions.
· Confidence to challenge appropriately and influence decisions where required.
· Adaptability and resilience, with the ability to respond positively to change and evolving priorities.
· Strong planning and organisational skills, with a pragmatic approach to prioritising competing demands and meeting deadlines.
· Emotional resilience, enthusiastic and confidence with a strong desire to continue learning. 
· A continuous improvement mindset, with the confidence to challenge the status quo and identify opportunities to enhance processes and improve the customer experience.



	4. COMMITMENTS & SAFEGUARDING

	QA is committed to safeguarding and promoting the welfare of children, young people and adults with care and support needs. We hold the expectation that all staff share this commitment in creating a safe and inclusive environment and as an organization, we comply with relevant legislation and best practices in safeguarding and safe recruitment. 
This post is exempt from the Rehabilitation of Offenders Act 1974 and a comprehensive screening process will be undertaken on successful applicants including a basic disclosure, identity and right to work check.
All applicants will also be required to provide two references covering the previous three years.
We look forward to welcoming dedicated individuals who share our commitment to safety and well-being.



	5. About QA Higher Education 

	QAHE is a private UK higher education provider working in partnership with UK universities to recruit to and deliver a range of programmes from foundation level to undergraduate and postgraduate degrees. We currently teach over 17,000 students from all over the world. 
Students preparing for undergraduate study. Working professionals looking to specialise in their field. Career changers. Everyone should be given access to outstanding higher education and our aim at QAHE is to make that possible.

We work with our partner universities to offer courses ranging from foundation programmes to postgraduate degrees covering subject areas including Accountancy, Business, Computing, Cyber, Digital Marketing, Events Management, Project Management and Web Development and delivered in city centre locations.
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