
  JOB DESCRIPTION 

 
 

Job Title  

Reports to  

Department 

Job Family Level 

 

• 

• 
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• 

 

 

 

Key Areas of accountability and Key Performance Indicators (KPIs) 

• Apply specialist technical knowledge across a range of different areas to deliver required 

services in line with defined processes, escalating queries or tasks if outside own technical 

knowledge and/or standard procedure for own area.  

• Respond to requests from all stakeholders, providing specialist advice to deliver the 

information and/or understanding they require and provide an excellent service.  

• Resolve operational day-to-day issues referred from across the School, ensuring an efficient 

and first-class service is extended to all stakeholders.  

• Design and develop materials and policy guidance, with supervision from more senior 

colleagues, for use in the provision of an efficient and effective business support service.  
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• Provide training to colleagues or stakeholders on an area of specialism to upskill and educate 

others in the business support services provided.  

• Independently collate, cleanse and analyse data, and make recommendations based on 

analysis to support the department’s decision making process.  

• Liaise across the team and other departments to prepare reports to inform review, planning 

and decision-making.  

• Undertake investigations and inspections of data, processes and working practices in 

accordance with established procedure to identify actual/potential compliance issues and 

recommend appropriate action.  

• Oversee onboarding of contractors who are delivering services for an area of specialism for 

London Business School so that they are aware of the policies, procedures and key 

deliverables 

• Collaborate closely with team members and other departments across the School to enable 

cross department working, to raise the team’s profile, and to drive consistency of 

approach/standards through the wider School, thereby enabling effective service delivery.  

• Project Management  

• Plan and deliver a range of straightforward projects, and/or contribute to more complex 

projects with guidance from more senior colleagues, to ensure delivery against project time, 

cost and quality standards, and targets.  

• Monitor and review financial activity for own area of specialism to ensure the accurate 

completion of standard financial processes within budget and the provision of up-to-date 

information to support decision making.  

• Monitor processes, systems and practices within area of specialism, plan and carry out 

regular reviews to identify opportunities for improvement in light of changing needs, feedback 

and/or current best practice thinking; follow through on improvements once agreed.  

• Please read the people management accountabilities section at the start of this Job Family 

document, and refer to the most appropriate level based on team size or level.  

• Champion change by role modelling the behaviour expected from all colleagues, and 

follow through on new activities or actions brought about change to help support its 

successful implementation.  

• Delivery of high-quality service in area of specialism.  

• Area/team compliance with necessary regulations/processes.  

• Production of high-quality reports, with the identification of trends and issues.  

• Timely and robust onboarding of contractors.  

• Projects delivered on time, on budget and to quality standards and targets.  



4 
 

 

• Development of relationships within and outside the team, and positive feedback from 

colleagues.  

• Improvements to processes and procedures in own area of specialism.  

• Up-to-date and accurate financial information for own service area. 

• Input, collate and report on all 

programmes feedback 

• Collate, produce and distribute reports on 

EE systems based on user feedback 

• Provide local support and maintenance 

for users (staff and participants) and 

development /enhancement support 

mainly  

• Co-ordinate with programme teams and 

agree plans for programme build in the 

LMS 

• Design the course outline template in 

consultation with Programme teams  

• Manage and co-ordinate the collection of 

digital materials for each programme from 

faculty and programme managers 

• Operationally manage the process and 

build of programme areas in the LMS and 

ensure that they meet Executive 

Education minimum level standards and 

structure. 

• Take necessary steps to convert existing 

documents into appropriate LMS format 

where necessary and support the design 

of digital materials. 

• Define and manage operational 

processes to populate programme, 

course and subject areas with relevant 

information and course materials. 

• Manage the support of LMS users, 

assisting with their queries, training and 

issues. 

• Support delivery teams on communication 

systems such as Zoom, Teams, including 

breakout rooms, poles and all special 

features, remotely and live.  

• Support will be conducted by joining first 

sessions and being on call on the 999 

channel 

Knowledge/Qualifications/Skills/Experience required  

• Bachelor’s degree or equivalent experience.  

• This may be supported be a specialist qualification.  

• May be working towards relevant professional qualification.  

• Good communication skills and the ability to break down technical issues and explain them in 

layman’s terms.  

• Experience of using software related to own area of specialism to extract, analyse and report 

on data.  

• Good project management skills.  

• Excellent organisational skills and meticulous attention to detail.  
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• Strong analytical and problem solving skills.  

• Positive experience of working within a customer-services orientated environment.  

• Budget management experience

Knowledge and Skills Criteria  

Knowledge & Skills Essential Desirable 

Practical knowledge of web-development languages (e.g. HTML, CSS, 

Javascript etc…) 

X 
 

Project management experience 
 

X 

Practical design software skills (adobe creative suite, basic video editing, 

knowledge of comment file formats etc…) 

X 
 

Excellent communication and presentation skills, including a high standard 

of English both in written and verbal communication 

X 
 

Design skills – an eye for good visual design and an ability to improve and 

replace outdated or unsuitable products 

X 
 

Knowledge of database technology (SQL etc…) 
 

x 

Web hosting knowledge (apache etc…) 
 

X 

Experience 
  

Developing e-content X 
 

Working with a VLE/LMS 
 

X 

Experience in Higher Education 
 

X 

Experience training staff X 
 

Experience of database administration 
 

X 

Managing online events using zoom, teams or similar 
 

x 
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Personal Characteristics 
  

Good team player X 
 

Meticulous attention to detail X 
 

Ability to work under pressure X 
 

Proactive troubleshooting and problem-solving skills X 
 

A drive to learn and develop X 
 

Able to emphasize with internal and external stakeholder requirements x 
 

Flexibility – willingness to do tasks that fall outside of your job description 

in accordance with the changing need of the business 

X 
 


