Role Profile: Enquiries Manager NBH
Purpose
The Enquiries Manager will be the first point of contact for new parents/carers enquiring via telephone, online, email or in-person (Open Days etc). The first point of contact should be an exemplar of the standard of customer service on offer at North Bridge House before introducing the parent/carer to the relevant Admissions Officer/Manager for the campus that they are interested in.

To capture all customer data efficiently in MS Dynamics to enable a seamless handover to the admissions team. To help maintain and improve data quality and produce data analysis for the admissions teams and senior management.

This role reports to the Head of Admissions & Marketing for NBH.



Key Responsibilities 

Enquiry Management 
· To ensure that all enquiries receive a timely and effective first response within the customer service guidelines outlined in the Admissions Playbook.
· To effectively ‘hand-off’ enquiries to the relevant Admissions Manager for each campus by either transferring calls straight to the Admissions Manager or taking comprehensive details to enable the Admissions Manager to return the call.
· To effectively handle all webform enquiries by responding within the same day.  This will also involve booking private tours/open days for parents.
· Log and maintain data into MS Dynamics to enable Admissions Managers to review the first contact conversation so that they can easily pick up the thread of the conversation.
· Effectively manage the ‘lead’ pipeline to ensure that all first line contacts are followed up in a timely manner.
· Support parents in their applications where possible especially if they are unable to visit the school.
· Process all application forms within 48 hours, requesting any missing information and handover to the appropriate Admissions Manager.
· Ensure that MS Dynamics is kept completely up to date during the management and processing of applications.
· Assist the admissions teams as and when required during peak times e.g. by supporting open days and events.
· Conduct data analysis in order to highlight market trends, insight and intelligence.
· Govern the data cleanliness in MS Dynamics to ensure that the data is up-to-date.



Person Specification
	
	Essential

	Skills
Capabilities 
Attributes
	· Be a nice person who is immediately likeable and can relate easily to others
· Enjoys and is energised by interacting with others
· Motivated by delivering great customer service 
· Excellent interpersonal and communication skills including the ability to deal with people on all levels with sensitivity, tact and diplomacy 
· Ability to work with multiple stakeholders and work well within a team
· First class organisational and administrative skills and the ability to flex and pivot as the need arises
· Ability to remain calm under pressure and work to tight deadlines; systematic approach to tasks, with attention to detail
· Data literate
· Confident and adept in use of Microsoft applications e.g. Word, Excel and various database systems 
· Good levels of accuracy & attention to detail with own and others’ tasks






Essential
Experience 
· Overall successful track record but with failures along the way
· Prior experience of managing direct customer contact ideally in sales and customer service
· Previous experience of working in a complex, busy, service-driven environment 
· Experience in use of customer database, customer relationship management tools and digital/online platforms 
· An understanding of the highly competitive schools marketplace would be an advantage






Diversity and Inclusion 

We believe having a diverse workforce makes us better, smarter and happier and so welcome applicants from all backgrounds, genders, and races. We have an unwavering commitment to being fair and equitable in our recruitment process








Safeguarding Responsibilities

· To comply with safeguarding policies, procedures and code of conduct
· To demonstrate a personal commitment to safeguarding & student/colleague wellbeing 
· To ensure that safeguarding concerns or incidents are reported appropriately in line with policy
· To engage in safeguarding training when required

Cognita Schools are committed to safeguarding and promoting the welfare of children and young people and expects all staff, volunteers and other third parties to share this commitment.  Safer recruitment practice and pre-employment background checks will be undertaken before any appointment is confirmed.






Key Stakeholders:	
· Internal – Head of Admission & Marketing NBH/Admissions colleagues/Teaching Staff / SLT / Current Parents/ Admissions Assistant
· External – Prospective Parents


Signed: …………………………………………. Name (print): …………………………………..

Date: ……………………………………………..
