
Head of Operations and Customer Experience (FI Online and Midlands)

Overview:

First Intuition (FI) are a provider of apprenticeship and commercial training to a variety of professional
disciplines. We pride ourselves on providing a personal approach to training, where people are at the
heart of everything we do.

This role presents the opportunity to join FI at an exciting time as we emerge from the challenges
presented by COVID-19 stronger than ever having recently won a new national client alongside growth in
our Online and Public Sector offerings.

You will join at a point where you can help lead and shape our presence in the Midlands, helping further
establish our Birmingham study centre. You will be supported to build and grow a team that is passionate
about providing great service and ensure that we have everything needed in place behind the scenes to
keep our students and clients happy!

If you are someone that is looking for an opportunity to take real ownership of a service offering, if you are
ambitious and always wanting to make things better and if you are passionate about providing a great
service  - this is the role for you.

Key Responsibilities:

Helping us create a market leading study centre: You will help us further establish our Birmingham study
centre to service the midlands market. This may include, but not be limited to:

● Helping identify a new premise (required to support anticipated growth) in 2021 and take a
significant role in the planning, fit out and launch of our new centre

● Ensuring that our centre is more than somewhere our students come to college - we want it to be
a place that our students and clients enjoy

● Ensuring that we provide excellent service and support to our centre’s visitors

Ensuring we are client and student centric and deliver great customer service: At FI, service is at the
heart of what we do. We want to ensure that this role is passionate about great service and how we can
go above and beyond for our clients and students. This may include, but not be limited to:

● Establishing best practice for great service across our different customer groups. Work closely
with FI Online & Midlands management to ensure that service aligns to programme delivery and
offering.

● Working closely with the Head of Client Engagement to ensure that we understand and deliver to
client SLAs

● Identifying how we can make it easy to work and study with FI
● Working with our Marketing team to help build FI’s presence in Midlands via student and client

events, managing promotions and acting as an ambassador for FI at regional networking events
and conferences

Taking responsibility for making sure we are set-up to deliver great service: When delivering a great
service, it is important not to underestimate the importance of the key operational processes that happen
behind the scenes. You will be responsible for the completion of core course operations for the delivery
of FI online and Midlands courses. This may include, but not be limited to:

● The creation of courses in our CRM/SIS (Administrate)
● Ensuring communication with learners and clients is timely and accurate prior to delivery of

courses



● Ensuring our centre provides a great experience for students both in and out of the classroom
and facilitates great learning experiences

Building, managing and growing a great team: We see this role as one of the leaders within our Midlands
and Online team. You will have the opportunity to create and build a team to help us deliver seamless
course operations and fantastic customer service.

Administrative: We are a small, ambitious and growing company. As such, you will also be required to
perform a range of administrative tasks to ensure the efficient functioning of the Online Centre. This may
include, but not be limited to:

● Dealing with correspondence, answering incoming calls and scheduling appointments
● Following up on phone calls and contacts as appropriate
● Implementing and maintaining administrative systems

Skills and Experience:

Essential:

● Previous customer-facing work experience
● Excellent communication (both written and verbal) and relationship-building skills
● Excellent customer/client care skills
● Strong organisational and time management skills
● A positive and solution-focused attitude to work
● Ability to use initiative and proactively manage workloads
● Flexibility and adaptability to changing workloads
● Excellent attention to detail
● Experience of building and leading a team

Preferred:

● Experience in the retail and or professional services industries.
● An understanding of professional qualification training in a professional service environment

IT Skills:

The following would be advantageous in this role:
● Working knowledge of Microsoft Office Suite (Word, PowerPoint, Excel) and other commonly

used office packages
● Experience of using a CRM such as Administrate or Salesforce

Location:

This role will be based in our Birmingham office, located in the city centre and within walking distance of
all main transport hubs.

We are a flexible employer and therefore for the right person we would accommodate a balance of home
and office work, although requirements of the role mean any such arrangement would not be contractual.

Reporting Line:

This role will report to the Managing Director of FI Online & Midlands



Benefits:

As a valued member of the FI team, you will benefit from:

● Competitive salary
● 30 days annual leave
● Bonus scheme
● Long term career options


