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JOB DESCRIPTION STUDENT ADMINISTRATION 

 
Job title: Senior Officer (Information Management and Student Complaints) 

Grade: This post has been evaluated at Grade 5 

Responsible to: Head of Quality Assurance and Enhancement (QAE) 

Date: August 2016 

Job purpose: Working within the Quality Assurance & Enhancement team, the post holder 
will be expected to take the lead and give direction on all matters of 
compliance with the legislation listed below and any subsequent legislation. 
This role provides specialist knowledge in the area of information and 
records management and the management of student complaints. The 
postholder will also monitor the University’s compliance with the PREVENT 
duty.  
The objectives of the role are:  

 To develop, implement and support systems and practices which 
facilitate compliance with the requirements of the Freedom of 
Information Act, the Environmental Information Regulations and the 
Data Protection Act (collectively called “information legislation”)  

 To develop an Information Governance Policy and promote 
improved records management practice across the University as a 
whole  

 To manage, monitor and review student complaints to ensure the 
University is calibrated with good practice in the sector.  

 
 

Main duties and responsibilities 

Policy 
Research and produce policy, guidance, procedures and best practice advice in the context of 
relevant external national and international standards and codes of practice to assist with 
positioning the University so that it complies with the requirements of information legislation, 
manages information efficiently and manages student complaints effectively 

1. Disseminate, promote, publicise, implement, and review policy, guidance, and procedures so 

that the University complies with information legislation, manages information efficiently and is 

calibrated with precedent and good practice in the effective management of student 

complaints. 

2. Undertake policy development and case work to enable University staff to comply with these 

requirements. 
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3. Lead internal reviews of the University’s handling of information requests and student 

complaints to ensure that the University has met its legal obligations (avoiding investigation by 

the regulator and reputational damage). 

4. To ensure effective and consistent investigation of issues through monitoring and evaluation of 

complaints-handling.  

5. To identify and implement recommendations and ensure any recommendations made by the 

OIA are implemented.  

6. Develop and deliver training and presentations to ensure that relevant University staff 

understand freedom of information principles and requirements and data protection principles 

and requirements, and know what they need to do to comply with requests under information 

legislation. This will include the development and provision of online information resources 

through Falmouth’s Information Space. 

7. Develop and deliver training and presentation to ensure that relevant University staff 

understand complaints management and escalation (and associated record-keeping) and 

deliver enhancement events where good practice can be disseminated.  

8.  To work with the relevant internal stakeholders to continue to develop Falmouth’s policy 

management system, which will include an annual review policy to ensure all student –facing 

polices are legally compliant.  

9. To provide professional management and administrative support within the ambit of the QAE 

portfolio of responsibilities, as required. 

Operations  

Manage the University's response to information legislation requests to ensure that they are dealt 

with efficiently and effectively in line with the legislation and best practice guidelines, and draft the 

responses to requests, liaising proactively with senior managers and other University staff as 

necessary to ensure that the response is complete, accurate and timely.  

10. Provide expert advice using knowledge of relevant legislation and regulations. 

11. Undertake investigations into any relevant legislation related to information management and 

student complaints, including drafting responses to any external authorities.  

12. Manage the final step of the University’s student complaints procedure, prepare and issue 

completion of procedures letters and act as the operational liaison with the OIA, working within 

expected timescales.  

13. To manage the maintenance of records relating to complaints, including developing a system 

for colleagues to log complaints at step 1 and step 2 of the process.  

14. Keep under review and maintain the University’s information request handling, records 

management procedures and management of student complaints to ensure that they are 

efficient, effective, timely and compliant with legislation and best practice requirements. 

15. To work with the Director of Student Services to ensure there is consistent record-keeping in 

relation to disciplinary and fitness to study cases.  

16. To work with the relevant internal stakeholders to continue to develop Falmouth’s core records 

management processes and procedures ensuring that a fit for purpose solution is in place to 

provide a quality service which meets both the business and any legislative needs so that staff 

can find the information they need quickly and easily, and the department knows what 
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information it has and where it is, only keeps the information it needs, and stores its 

information efficiently and securely. 

17. Proactively identify and monitor developments in relevant professional or legislative fields and 

assess their impact on the University and specifically:  

 Keep up to date with legislative requirements and monitor new developments relating 
to relevant freedom of information and data protection legislation, including the 
continuous review of current and emerging guidance and decisions of the Information 
Commissioner’s Office, the UK Commissioner, the Data Compliance Agency, 
Information Tribunals, the OIA, HEFCE, QAA and other relevant professional and 
statutory UK authorities.  

 Identify legislative changes, assessing their implications and advising senior 
management of required policy changes or other actions.  

18. Manage annual and any other registrations required under the Data Protection Act (and any 

successor legislation), the annual report and subscription to the OIA and the PREVENT annual 

monitoring return to HEFCE.To represent the University at the Prevent Partnership Group.  

19. To participate in team meetings, project workshops and project management reviews.  

20. Manage annual and any other registrations required under the Data Protection Act (and any 

successor legislation), the annual report and subscription to the OIA and the PREVENT annual 

monitoring return to HEFCE.To represent the University at the Prevent Partnership Group.  

General duties and responsibilities 

1. To perform to high professional standards. 

2. To manage independently any errors or concerns at the earliest opportunity, or notify a senior 

member of staff as appropriate. 

3. To use initiative in order to determine priorities, work with autonomy, and work effectively with 

senior colleagues. 

4. To be responsible for your own continuing self-development. 

5. To undertake other duties not specifically stated above, which from time to time are necessary 

for the effective performance of the University’s business without altering the nature or level of 

responsibility involved. 

6. To work within and actively support the equality and diversity policies and practices of Falmouth 

University.  

7. To participate in the University’s Annual Performance Development Review Process.  

 

Health and safety at Falmouth University 

The University takes health and safety matters very seriously.  All staff have a responsibility to take 

reasonable care for the health and safety of themselves and others who may be affected by their 

actions and omissions.  They also have a duty to comply with the University arrangements for health 

and safety.  Staff with responsibility for others must ensure the proper enactment of University 

policy within their areas in line with levels of responsibility set out in the University’s Health and 

Safety Policy. 
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Health & safety requirements 

 In relation to health and safety you must comply with all relevant legal requirements. You are 
specifically responsible for ensuring that:  

 You comply with safe systems of work in operation within your work area. 

 You work co-operatively with other staff who have responsibility for health and safety 
requirements. 

 You report any health and safety concerns to your manager or other responsible member of staff 
as soon as these are identified. 

 You attend training as appropriate to your role (see the relevant health and safety training grid 
for requirements). 

 You may be required to undertake duties as a first aider (for which a separate allowance is paid). 

 

PERSON SPECIFICATION 

Job title: Senior Officer (Information Management and Student Complaints) 

 

Attributes Essential requirements Desirable requirements 

Education 

and 

qualifications 

Degree and/or equivalent professional 
qualification. 

Appropriate engagement in 

professional development activities. 

A postgraduate qualification in a 
relevant discipline. 

Professional qualification in a 

relevant topic. 

Experience 

and 

knowledge 

Substantial knowledge & experience of 
information legislation and records 
management including the ability to 
demonstrate the impact to an 
organisation of the Access Code and 
Records Management Code as specified 
under the Freedom of Information Act. 
 
Substantial experience in managing and 
responding to information requests 
including the ability to demonstrate 
best practice as required under the 
Data Protection and Freedom of 
Information Acts. 
 
Experience of formulating and offering 
clear and practical advice on complex 
legal and policy issues and daily work 
practices including advising on 
compliance at departmental and 
management levels. 
 

Project management experience. 
 
Experience of working within a 
Higher Education environment. 
 

Understanding of quality 

assurance processes in HE. 
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Proven ability to apply professional 
standards and ethical practices relating 
to FOI, DP and Records Management, 
ensuring the fair and balanced 
provision of access to information, 
intellectual control and integrity of 
public records. 
 
Ability to demonstrate experience at 
providing training and guidance at all 
levels on information legislation. 
 
Understanding of legal/regulatory 
concepts and consideration relating to 
complaints-handling. 

Skills and 

personal 

requirements 

Excellent analytical, problem-solving, 
research and IT skills combined with a 
close attention to detail. 
 

High level communication, written and 

oral, skills particularly the ability to 

communicate complex technical 

subjects in plain English to staff at all 

levels in the University as well as 

experience of public speaking or 

training delivery. Ability to work 

collaboratively with colleagues in other 

professional specialisms to deliver 

objectives. 

Excellent interpersonal skills including 
strong influencing and persuading skills 
and a customer focused approach to 
service delivery. 
 
Excellent time management skills 
combined with the ability to work on 
own initiative and exercise own 
judgment with discretion. 
  

Knowledge of and interest in current 

affairs as they affect the HE sector in 

general, and Falmouth University in 

particular. 

 

 


