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Job Description
	Job title:

	CRM Data Officer

	Department/School:

	Marketing, Communications & External Affairs

	Grade:

	Grade 6 

	Location:

	University of Bath, Claverton Down


	Job purpose


	The CRM Data Officer will have lead responsibility for the development and delivery of CRM management information across all aspects and systems encompassed by CRM. You will be required to produce data, reporting and analysis for a variety of internal audiences, including senior stakeholders. You will develop annual and ad-hoc system reporting to support tracking of prospects, monitoring of trends and provision of insight to help guide and inform business decisions. 
The primary CRM system holds both applicant, and pre-applicant data, and we have linked third-party systems which are responsible for gathering pre-applicant data. You will be responsible for the accuracy of the data held within these systems. This includes managing the inflow, usage, updating and outflow of our prospects’ data. You will be responsible for making sure this data is stored, used and shared in line with the General Data Protection Regulations (GDPR) and the Privacy and Electronic Communications Regulations (PECR), and for building robust processes and protocols to make sure compliance is maintained.
Consistent high attention to detail is essential, as is a flexible and creative approach to problem-solving.
This role is based in the Student Marketing team within the central Marketing, Communications & External Affairs department. It will involve significant liaison with other central and faculty-based teams, along with CRM suppliers outside the institution.


	Source and nature of management provided 


	Marketing Manager (CRM & Automation)


	Staff management responsibility


	N/A


	Special conditions 


	Occasional weekend work may be required for which time-in-lieu is provided.


	Main duties and responsibilities 


	You will be expected to:

	1
	Develop and maintain an annual plan for the production of management information and reporting, currently mainly provided in PowerBi dashboards, from our CRM platforms. This data will be used to inform senior stakeholders and guide marketing and recruitment decisions.

	2
	Manage the inflow, usage and outflow of system data, including in the primary CRM system and all integrated third-party systems.

	3
	Support the Marketing Manager (CRM & Automation), and other senior stakeholders, in monitoring system data performance in both the email enquiry ‘Case Management’ area of the CRM platform and the marketing application. 

	4
	Manage our systems’ data structures and develop robust protocols and procedures for organising data logically and effectively within these. This includes identifying opportunities for development and efficiencies.

	5
	Regularly review data quality across our CRM systems to include monitoring accuracy, completeness, uniqueness, consistency, timeliness and validity. This includes identifying where improvements and development is required.

	6
	Create, maintain and distribute marketing lists to meet the needs of marketing and recruitment Teams, academic departments and other professional services as required, ensuring accuracy and compliance with the University’s Pre-Applicant Communications Protocols. Deliver training to CRM users on the use of these lists as required.

	7
	Manage data import processes with a focus on transferring any manual processes to automated processes where possible.

	8
	Develop reporting dashboards for core stakeholder teams such as marketing and recruitment within the University and deliver training to empower them to perform data analysis at a local level.

	10
	Provide data-related training for users of our CRM systems to make sure they follow system protocols and processes related to data. 

	11
	Liaise as necessary with external CRM suppliers to resolve queries, ensure we follow best practice and enhance our use of third-party systems.

	12
	Provide support to CRM system users on data related queries

	You will from time to time be required to undertake other duties of a similar nature as reasonably required by your line manager. You are required to follow all University policies and procedures at all times and take account of University guidance. 
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Person Specification
	Criteria
	Essential
	Desirable

	Qualifications
	
	

	5 x GCSE’s at grade A-C; must include Science and Mathematics
	· 
	

	3 x A-Levels at Grade A-C or equivalent
	· 
	

	Undergraduate Degree
	
	· 

	Microsoft Dynamics certification
	
	· 

	Microsoft Power BI certification or equivalent experience
	
	· 

	Experience/Knowledge
	
	

	Experience of working with a relational database; updating records, maintaining and improving accuracy of information and running diverse reports and queries
	· 
	

	Experience working in a role responding to a range of enquiries from internal and/or external stakeholders
	· 
	

	Sound knowledge of Microsoft Office products, particularly Excel and experience of manipulating data
	· 
	

	Experience in using data-focused software
	· 
	

	Previous experience of Microsoft Dynamics
	
	· 

	Experience working within an established data governance framework
	
	· 

	Experience of working in the HE sector
	
	· 

	Knowledge of the student recruitment cycle
	
	· 

	Skills
	
	

	Excellent attention to detail and the ability to maintain accuracy while working under pressure
	· 
	

	Ability to prioritise and manage a diverse workload in order to meet strict deadlines
	· 
	

	Ability to work on own initiative and as part of a team as required
	· 
	

	Attributes
	
	

	Self-motivated with a positive approach and an enthusiasm for learning new skills
	· 
	

	Ability to deal with confidential information and act with discretion
	· 
	

	Capable of remaining calm and effective under pressure
	· 
	

	Willingness to be flexible over working hours when required, including occasional weekend working
	· 
	


	Effective Behaviours Framework
The University has identified a set of effective behaviours which we value and have found to be consistent with high performance across the organisation. Part of the selection process for this post will be to assess whether candidates have demonstrably exhibited these behaviours previously. 


	Managing self and personal skills:

Willing and able to assess and apply own skills, abilities and experience.  Being aware of own behaviour and how it impacts on others.

  

	Delivering excellent service:

Providing the best quality service to all students and staff and to external customers e.g. clients, suppliers. Building genuine and open long-term relationships in order to drive up service standards.

  

	Finding innovative solutions:

Taking a holistic view and working enthusiastically and with creativity to analyse problems and develop innovative and workable solutions.  Identifying opportunities for innovation.

  

	Embracing change:

Adjusting to unfamiliar situations, demands and changing roles.  Seeing change as an opportunity and being receptive to new ideas.

 

	Using resources:

Making effective use of available resources including people, information, networks and budgets.  Being aware of the financial and commercial aspects of the University.



	Engaging with the big picture:

Seeing the work that you do in the context of the bigger picture e.g. in the context of what the University/other departments are striving to achieve and taking a long-term view.  Communicating vision clearly and enthusiastically to inspire and motivate others.

  

	Developing self and others:

Showing commitment to own development and supporting and encouraging others to develop their knowledge, skills and behaviours to enable them to reach their full potential for the wider benefit of the University.

  

	Working with people:

Working co-operatively with others in order to achieve objectives.  Demonstrating a commitment to diversity and applying a wider range of interpersonal skills. 

  

	Achieving results:

Planning and organising workloads to ensure that deadlines are met within resource constraints.  Consistently meeting objectives and success criteria.
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