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	Role Profile
	

	Job Title:
	Student Support Officer

	Grade:
	OCS4

	Location and Working Pattern:
	Cheltenham / London

	Department:
	Operations

	
	



	About the role
	

	Summary:
	The Student Support Officer (SSO) plays a critical role in delivering an outstanding student experience across funded programmes. Acting as a key point of contact for students, the SSO provides pastoral and administrative support, ensuring students remain engaged, supported, and compliant with programme requirements.

The role requires a strong balance between student-centred care and adherence to client contractual frameworks, ensuring that all interactions, interventions, and reporting align to defined standards, policies, and service levels.

The SSO operates within a highly collaborative team environment and supports delivery in a growing and evolving service model.


	Role Responsibilities:
	Student Support & Pastoral Care
· Provide proactive and responsive pastoral support in line with agreed frameworks
· Build trusted relationships and provide guidance and reassurance
· Identify students at risk of attrition and apply defined intervention processes
· Handle wellbeing concerns sensitively and professionally
Student Engagement & Community Management
· Engage students via community and digital platforms
· Support cohort engagement using defined approaches
· Monitor engagement and apply established processes to improve retention
· Encourage peer collaboration within structured activities
Programme Compliance & Administration
· Adhere to client rules, funding requirements, and regulatory frameworks
· Maintain accurate records aligned to required processes
· Support audit readiness through compliant documentation
· Contribute to achieving KPIs and SLAs
Stakeholder & Team Collaboration
· Work within a collaborative and supportive team
· Liaise with internal stakeholders to ensure consistency
· Support delivery of student engagement and support activities
· Participate in team meetings and improvement initiatives
Project & Change Contribution
· Support delivery of projects and cyclical events, assisting with coordination and administration rather than leading delivery
· Demonstrate adaptability to changes in tools, processes, and delivery models
· Support rollout of systems, processes, and engagement approaches
· Provide feedback to support ongoing improvements
Events & Travel Requirements
· Support the delivery of programme events, including logistical and administrative preparation
· Contribute to cyclical event delivery throughout the academic or programme calendar
· Willingness to travel up to approximately five times per year
· Travel may include both local attendance and occasional overnight stays
· Role is primarily home-based or Gloucestershire-based with periodic travel requirements

	Your Experience/Skills:
	· Experience in student support or customer success roles
· Ability to balance pastoral care with compliance
Desirable
· Experience in regulated or funded environments
· Familiarity with engagement platforms or LMS tools
· Experience in online or blended delivery environments
· Experience supporting events or event administration
· Experience using reporting tools and dashboards, such as Power BI 
· 

	Key Competencies:
	· Organisation and attention to detail
· Strong communication and interpersonal skills

	About QA
	At QA, we believe the future belongs to organisations that are able to learn, master and apply new skills at pace and scale. As the largest tech training company in the UK and the fastest-growing in the US, we partner with 96% of the FTSE and most of the Fortune 500. We have served over 4,000 customers and 1+ million learners since 1985.

We believe skills alone aren’t enough but need to be applied back to the business in order to effect change. We do this through tailored learning programmes that connect learning across an organisation’s siloes, create continuity for learners, and feature collaborative, cohort-based modalities to apply skills at pace and at scale. Our unique end-to-end learning solution draws from deep expertise across apprenticeships and instructor-led training, and self-paced learning.
Please find out more about us at https://www.qa.com/about/careers/


	Safeguarding Statement
	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: 
· an enhanced disclosure check 
· Child Barring list check
· qualification checks
· online checks 
· medical fitness
· identity and right to work
All applicants will be required to provide two references covering the previous three years and a Criminal Declaration form must be completed and returned ahead of interview. 
We look forward to welcoming dedicated individuals who share our commitment to safety and well-being.
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