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Reference: 1143-26
Grade: 7
Salary: £31,236 to £36,636, per annum, depending on experience 
Contract Type: Permanent
Basis:  Full time 









Job description 

Job Purpose:
The Student Complaints and Conduct Officer plays a key role in ensuring that student complaints, appeals, disciplinary matters, and other student-related procedures are managed fairly, consistently, and in accordance with University regulations and policy.
Working as part of a supportive and collaborative team, the postholder will investigate and manage a varied caseload of student complaints, academic appeals, and academic and non-academic misconduct cases. This will involve gathering and evaluating evidence, meeting with students and staff, conducting research, preparing reports, and making well-reasoned recommendations to support the resolution of cases.
The role also contributes to the ongoing development and improvement of University procedures by identifying emerging themes, sharing best practice, and supporting the delivery of fair and effective case management processes. The postholder will work flexibly across the team, providing support in other areas as priorities and workloads require.
The duties outlined below describe the general nature of the role. Responsibilities may vary over time in response to changing departmental and institutional priorities. Regular on-campus engagement is expected in line with service requirements and agreed working arrangements.

Main Duties/Responsibilities 
Case Management and Investigation
· Act as case manager for student complaints, academic appeals, academic misconduct, non-academic misconduct, and other student casework processes as required.

· Investigate cases thoroughly and impartially, gathering, reviewing, and analysing evidence to support fair and balanced outcomes.

· Work closely with students, academic colleagues, and professional services staff to establish the facts relating to individual cases.

· Conduct meetings with students and staff where appropriate as part of the investigation process.

· Prepare clear, accurate, and professional reports, summaries, recommendations, and correspondence relating to individual cases.

Advice and Guidance
· Provide specialist procedural advice and guidance to students, staff, panel members, and other stakeholders on complaints, appeals, conduct procedures, and academic regulations.

· Support students and their representatives throughout casework processes, ensuring procedures are clearly understood and applied consistently.

· Provide constructive feedback arising from cases to individuals and relevant University departments where appropriate.

Committee and Panel Support
· Prepare reports, documentation, and analysis to support University panels, committees, and decision-makers involved in case resolution.

· Attend meetings as required to provide procedural advice and ensure the effective administration of casework processes.

Process Improvement and Development
· Identify trends, themes, and lessons learned from casework activity to support continuous improvement across the University.

· Contribute to the development, review, and enhancement of policies, procedures, guidance, and supporting documentation.

· Develop and deliver training, briefings, and guidance materials to promote good practice across the University community.

Corporate and Regulatory Responsibilities
· Contribute to the production of reports, returns, and other corporate documentation, including reports for senior committees, governing bodies, and external agencies where required.

· Support the University's response to requests made by the Office of Independent Adjudicators, under Data Protection and Freedom of Information legislation.

· Maintain accurate and confidential records in accordance with legislative and regulatory requirements.

General Duties
· Undertake other duties commensurate with the grade and nature of the role as requested.

· Provide support for wider Academic Registry activities where required, including periods of peak demand, project work, and staff absence.





The successful candidate will demonstrate:
· Strong organisational skills and the ability to manage a diverse caseload effectively.

· Excellent analytical and investigative skills, with the ability to assess complex information and reach balanced conclusions.

· High levels of accuracy and attention to detail.

· Sound judgement and the ability to make evidence-based decisions.

· Excellent written communication skills, including report writing and drafting formal correspondence.

· Strong interpersonal and stakeholder management skills, with the ability to communicate confidently and professionally with a wide range of people.

· The ability to handle sensitive and challenging situations with tact, empathy, and professionalism.

· Experience of case management, records management, or handling complex processes.

· The ability to work independently whilst contributing positively to a collaborative team environment.

· A commitment to fairness, confidentiality, equality, diversity, and inclusion.


Wider Professional Responsibilities
· Support the development and sharing of knowledge and expertise within the team.

· Engage in continuous personal and professional development, undertaking relevant training. 
· Promote and maintain the health, safety, and wellbeing of staff, students, and visitors.
· Carry out duties in a way that promotes fairness, integrity and trust. 


Person specification
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	Essential
	Method of assessment

	Education and qualifications



	Educated to A level or equivalent and English & Mathematics GCSE minimum Grade C.
	Application form and interview.

	Experience




	· Experience of providing high-quality administrative and analytical support, demonstrating a strong commitment to accuracy, attention to detail, and effective record management.
· Excellent written and verbal communication skills, including the ability to produce clear, concise, and persuasive written correspondence, reports, and guidance for a range of audiences.
· Strong organisational and prioritisation skills, with a methodical approach to managing workloads, meeting deadlines, and maintaining high standards of accuracy.
· Proven ability to work effectively under pressure, managing competing priorities and coordinating activities across multiple workstreams and timescales.
· Demonstrable experience of handling a varied and demanding workload, adapting to changing priorities while delivering high-quality outcomes.
· Knowledge and experience of working within a regulatory or compliance environment, including responding to requests under Data Protection and Freedom of Information legislation and supporting external review processes such as Office of the Independent Adjudicator (OIA) provider case file requests.
· Experience of providing advice, guidance, and information to a range of stakeholders, with a particular ability to build productive working relationships with academic colleagues and other professional services staff.
· Ability to work both independently and collaboratively, contributing positively to team objectives while taking ownership of individual responsibilities.

	Application form and interview.

	Aptitude and skills




	· Excellent communication and administrative skills, supported by strong organisational abilities and a high level of attention to detail.  
· Ability to communicate decisions and outcomes clearly, fairly, and confidently, recognising that stakeholders may not always receive their desired outcome. 
· Demonstrable ability to adapt communication style appropriately, balancing firmness, empathy, responsiveness, and professionalism according to the circumstances of each case.
· Proactive and self-motivated, with the ability to take ownership of work, manage competing priorities, and deliver high-quality outcomes within demanding deadlines. 
· Strong planning and organisational skills, with the ability to prioritise workloads and meet deadlines in a fast-paced environment. 
· Resilience and professionalism when dealing with complex, sensitive, or contentious matters. 

	Application form and interview.




	
	Desirable
	Method of assessment

	Education and qualifications



	· Has an active approach to continuing professional development/undertaking training as appropriate for personal and professional development.
	Application form and interview.

	Experience




	· Good working knowledge of Tribal SITS, with experience of using student records systems to extract, analyse, manage and maintain accurate information.
· Strong understanding of university regulations, relevant external frameworks, and sector guidance (including the UK Quality Code), or the ability to rapidly develop this knowledge through effective learning and practical application.
· Experience of working within a Higher Education environment, collaborating effectively with a wide range of stakeholders in a busy and complex setting.

	Application form and interview.



University values
All staff are expected to demonstrate/promote the University's values and expectations, which are an integral part of our strategy and underpin the culture of the University. In addition, our leaders are expected to be accountable, help to execute strategic visions of the University and share and set clear expectations that inspire those around them.
[image: This graphic shows the University values of Innovation, collaboration, Ambition, Inclusion and Integrity. ]













How to apply

You can apply for this role online via our website https://www2.aston.ac.uk/staff-public/hr/jobs. 

Applications should be submitted by 23.59 on the advertised closing date. 
All applicants must complete an application form, along with your CV.

Any CV sent direct to the Recruitment Team and Recruiting Manager will not be accepted. 

If you require a manual application form, then please contact the Recruitment Team via recruitment@aston.ac.uk.



Contact information

Enquiries about the vacancy:

Name: Liz Hobday
Job Title: Assistant Registrar Student Conduct & Complaints 
Email: e.a.hobday@aston.ac.uk

Enquiries about the application process, shortlisting or interviews:
Recruitment Team via recruitment@aston.ac.uk or 0121 204 4500.



Additional information

Visit our website https://www2.aston.ac.uk/staff-public/hr for full details of our salary scales and benefits Aston University staff enjoy.
Salary scales: https://www2.aston.ac.uk/staff-public/hr/payroll-and-pensions/salary-scales/index
Benefits: Benefits and Rewards | Aston University
Working in Birmingham: https://www2.aston.ac.uk/birmingham
Employment of Ex-Offenders: Under the Rehabilitation of Offenders Act 1974, a person with a criminal record is not required to disclose any spent convictions unless the positions they applying for is listed an exception under the act.
Eligibility to work in the UK: Where an individual is subject to UK immigration control, they will require a visa to work in the UK.
The following individuals do not need a visa for the UK, but do still have to prove their right to work before employment can commence:
· British Citizens or Irish Nationals
· EU/EEA/Swiss nationals with Settled or Pre-settled status under the EU Settlement Scheme
· Non-EEA nationals with Indefinite Leave to Remain/Settlement in the UK

The main routes available for those who need a visa to work in the UK are Skilled Worker, Global Talent and the Graduate Route.
Please see UKVI guidance for further information on eligibility, knowledge of English requirements and approved test centres https://www.gov.uk/skilled-worker-visa You can also find further information on our candidate immigration web page.
If you will conduct research in your role, you may need to apply for and obtain ATAS clearance before Aston can issue a Certificate of Sponsorship for your visa application. Please see our candidate immigration web page for further details.









Before you start and Right to Work

Right to Work Check
All employees must complete a Right to Work check before they commence work at Aston. HR will contact you during the onboarding process to arrange your check.

Cost of Living - Estate and Letting Agents
There are numerous Estate and Letting Agents that can help you find suitable accommodation. Useful websites for support and guidance https://www.gov.uk/government/publications/how-to-rent/how-to-rent-the-checklist-for-renting-in-england and https://www.citizensadvice.org.uk/housing/
You can also use property search websites such as Rightmove or Zoopla.

Equal Opportunities
Aston University promotes equality and diversity in all aspects of its work. We aim to ensure, through our admissions policies for students, and our staff recruitment and selection processes that we encourage applications from all groups represented in the wider community at a local, national and international level.

The University will endeavour not to discriminate unfairly or illegally, directly or indirectly, against student or potential students, staff or potential staff. This commitment applies to all functions of the University and to any stage of an individual’s career.

An Equal Opportunities Monitoring Form is included within the application form. Data you provide on the Equal Opportunities Monitoring Form will be included in a general database, for statistical monitoring purposes, enabling the University to monitor the effectiveness of its Policy, Codes of Practice and Guidelines on Equal Opportunities in Employment. Individuals will not be identified by name.

Data Protection
Your personal data will be processed in compliance with the Data Protection Act 2018 and the General Data Protection Regulation ((EU) 2016/679) (“GDPR”).  The University’s Data Protection Policy and Privacy Notices, including the Job Applicant Privacy Notice can be found at https://www2.aston.ac.uk/data-protection. Your application will only be used to inform the selection process, unless you are successful, in which case it will form the basis of your personal record with the University which will be stored in manual and/or electronic files. Information in statistical form on present and former employees is given to appropriate outside bodies.
Full details of our terms and conditions of service and associated policies and procedures are available online at https://www2.aston.ac.uk/staff-public/hr/policies

Aston University
Birmingham
B4 7ET, UK.
+44 (0)121 204 3000

www.aston.ac.uk
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Innovation

We strive for excellence
within ourselves and
others, providing
solutions to new and
existing challenges.

7

Inclusion

d®

Collaboration Ambition

We treat everyone
in our community
equally and how
they would like to be
treated.

We strive together
for improvement and
innovation looking
ahead to see the
bigger picture.

We work best when
we are collaborative,
working together
to contribute to the
Aston community.

Q
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Integrity

We are open, honest
and fair. We take
ownership of the way
we work and how we
treat each other.
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