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Policy, Compliance and Feedback Officer
Full Time / Permanent
£30,107 to £34,418

At Nescot, we are recruiting for an experienced administrative officer to join us as the Policy, Compliance and Feedback Officer who will provide support for quality assurance and quality improvement across the College’s provision. The postholder will support the College’s approach to compliance and feedback, ensuring that all activity results in sustained impact on learner experience and outcomes.

What we are looking for: 
· Previous relevant administrative experience within a diverse organisation (ideally within education) is required
· IT literate with high levels of word processing, database and spreadsheet skills. 
· Strong understanding of regulatory compliance, policy importance and internal governance
· Excellent communication skills, both written and spoken
· Excellent interpersonal skills, and the ability to use your own initiative and work independently.
Duties/responsibilities: (Please see the Job Description for the full list of duties/responsibilities)
· Manage and process compliments, suggestions and complaints from a wide range of stakeholders including learners, parents, employers and the public.
· Coordinate the policy review cycle, ensuring that all documents are updated according to their designated interval and reflect the correct ‘policy originator’ and ‘last review date’.
· Support the Data Protection Officer in ensuring all staff comply with GDPR and other data protection laws at all times.
· Conduct regular audits of SharePoint to ensure adherence to storage protocols and address non-compliance via appropriate management channels.
· Prepare documentation, scheduling, and take minutes for meetings and committees.
· Act as a contact point for academic staff, students, and other stakeholders regarding policy, compliance and feedback. 

Benefits:
· A discounted on-site gym, sports hall, fitness class, Starbucks, osteopathy and day nursery
· 5-minute walk from Ewell East Station
· Blue Light Discount
· Free online qualifications
· Free parking on-site
· Eye care voucher





Nescot is graded ‘Good’ by Ofsted following its latest inspection in January 2023. Inspectors rated the College as Good in all 8 aspects. The report recognises that students “enjoy their courses and are motivated to succeed”, and benefit from “highly supportive relationships” with staff. Safeguarding arrangements are “effective” with regular training for staff, and leaders have in place “an effective policy for safer recruitment.”

At Nescot, we’re proud of our inclusive culture and we welcome all applications.
This College is a smoke-free campus—smoking and vaping are not permitted anywhere on campus.

This role is employed through Nescot Enterprises Ltd, a wholly owned subsidiary of Nescot which operates different terms and conditions.
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Closing date 14th August 2026 (we reserve the right to interview during this time and close the advert early if a suitable candidate is appointed)

Interview date to be confirmed

























Job Description

	Position Details:

	Title: 
	Policy, Compliance and Feedback Officer

	Department:
	Quality

	Fraction:
	FT

	Status:
	Permanent

	Grade:
	NEL support grade 6

	Child/Vulnerable Adult Contact:
	Yes



	Reporting / Department Details:

	Responsible to:
	Head of Quality Improvement & Academic Standards



  Functional links with:                       Curriculum Teams

	Job Purpose:

	
The role will provide clear support and delivery of responses to college feedback, customer service and logging/detailing of the complaints and compliment process. They will work across the quality team with close links to curriculum teams in order to resolve feedback using and developing the college feedback policy and process. They will review and check college policies and liaise with policy owners to ensure timely review and updating and/or publishing of relevant policies on the college website. 





	Main Duties and Tasks:

	
Feedback and Complaints Management

· Manage and process compliments, suggestions and complaints from a wide range of stakeholders including learners, parents, employers and the public.
· Oversee the application of the complaints procedure, ensuring formal written complaints are investigated fairly and that requests for reviews are processed within the stipulated time period. 
· Support all college managers during formal reviews, ensuring that the person appointed to review a complaint has had no prior involvement in the case and where possible resolve the complaint in line with policy, legislation and process as efficiently as possible. 
· Communicate with external agencies when internal processes are exhausted.
· Identify and manage frivolous, vexatious, or malicious complaints, including those that are repetitive or pursue unrealistic outcomes.
· Support staff to address complaints informally as far as possible.
· Collate data and reports on all feedback to inform formal reporting.

Policy Governance and Compliance

· Review and maintain the central policy repository, ensuring all staff have access to current documentation.
· Coordinate the policy review cycle, ensuring that all documents are updated according to their designated interval and reflect the correct ‘policy originator’ and ‘last review date’.
· Ensure all new or updated policies undergo the formal approvals process to meet legal, regulatory and internal governance requirements.
· Support the Data Protection Officer in ensuring all staff comply with GDPR and other data protection laws at all times.

Risk Management and Quality Assurance

· Support the internal control system through comprehensive reporting and regular reviews of the Risk Management Policy.
· Conduct regular audits of SharePoint to ensure adherence to storage protocols and address non-compliance via appropriate management channels.
· Manage complex complaints that require extending time limits, ensuring all parties are kept informed of delays and new deadlines.

Confidentiality and Safeguarding

· Handle all complaints and feedback in accordance with legislative confidentiality guidance.
· Identify potential safeguarding issues within feedback and refer them to the Designated Safeguarding Lead as required.



General Duties

· Preparing documentation, scheduling, and taking minutes for meetings and committees.
· Maintaining accurate records of all policy, compliance and feedback activity.
· Ensure that all administration relating to liaison with external stakeholders is undertaken efficiently.
· Acting as a contact point for academic staff, students, and other stakeholders regarding policy, compliance and feedback. 
· Maintaining a comprehensive digital filing system to allow easy access to appropriate staff members.
· Ensuring the coordination of external reports and that actions are followed.
· Organises audit cycles where required.
· Contributes to compiling reports and analysing internal and external data to be used by senior managers in identifying trends and patterns.




	
Personal Development:

	
· Participates in, and co-operates with, own Performance Review Interview to ensure that job-related targets are met and on going staff development in line with Nescot’s aims.
· To carry out Continuing Professional Development (CPD) relevant to the role, including subject or professional updates.
· Staff at Nescot are required to complete mandatory online training modules to ensure the highest standards of education and safety. This training covers (but not limited to) child protection, health and safety, first aid, fire safety, safeguarding, and data protection. Additionally, staff may be required to undertake training specific to their role. This ongoing professional development is essential for maintaining a positive and supportive environment.

	Equality and Diversity and Nescot Values:

	
· It is the responsibility of the post holder to promote equality and diversity, Nescot Enterprise values and recognition of diversity throughout Nescot Enterprises.

· To follow and adhere to Nescot’s Equality and Diversity policy at all times. 

· The post holder will undertake their duties in full accordance with Nescot Enterprises’ policies and procedures relating to equality and diversity and Nescot Enterprise values.





	Safeguarding and PREVENT Responsibilities:

	
· It is the responsibility of the post holder to commit to safeguarding and promoting the welfare of students within Nescot Enterprises.

· The post holder will undertake their duties in full accordance with Nescot Enterprises’ policies and procedures relating to safeguarding, PREVENT and promoting the welfare of students.




	Additional Duties:

	
· To undertake such additional duties as may be reasonably required commensurate with the level of responsibility within Nescot Enterprises at the initial place of work or any other of the College Group sites within the area.




	Health and Safety:

	
· Under the Health & Safety at Work Act 1974, whilst at work, you must take reasonable care for your own health and safety and that of any other person who may be affected by your acts or omissions.  In addition, you must co-operate with the College on health and safety and not interfere with, or misuse, anything provided for your health, safety or welfare. 
· The Health and Safety Policy is available through Sharepoint, your line manager or via onboarding.

· This college is a smoke-free campus—smoking and vaping are not permitted anywhere on site.

	Terms and Conditions of Nescot Enterprises Ltd:

	
· Please note that this is a post under Nescot Enterprises which has different terms and conditions to that of the College







	Annual Leave and Hours of Work:

	
· Full time hours of work are 37.5 hours per week, normally worked Monday – Friday 8.45 am – 5.15 pm.  Part time or casual hours will be as agreed.

· For full time staff annual leave is 25 days plus Bank Holidays plus 5 efficiency days taken at Christmas when the College is closed for 2 weeks.  Part time staff’s annual leave will be pro rata. Please note that it is expected that post holders will take their annual leave at times convenient to the department and its students, which will normally therefore be at times when students are not in College.



	Pension

	
You have the right to join the NEST scheme and you will be automatically enrolled into the NEST Government Workplace Pension Scheme should you meet the required criteria of an eligible job Sholder. You may elect to opt out if you wish.




This job description is current as dated.  In consultation with the post holder it is liable to variation by the College to reflect actual, contemplated or proposed changes in or to the job.
UPDATED BY: Director of Quality and Innovation                                  Date: 7/7//26

	

	


PLEASE CONTINUE FOR PERSON SPECIFICATION

































	Person Specification – Policy, Compliance and Feedback Officer

	
	Essential
	How Identified*
	Desirable
	

	Experience
	Strong understanding of regulatory compliance, policy importance and internal governance.


	       A




	
	







	Skills and Abilities
	Strong IT skills with high levels of word processing, database and spreadsheet skills.

High level of accuracy in document management and proofreading.

Excellent communication skills, both written and spoken.

Excellent interpersonal skills, and the ability to use your own initiative and work independently.
	A





      A/I




A/I



A/I
	Awareness of current challenges and regulatory landscapes in UK further education.
	I



	Qualifications
	
	

	
	

	Personal Qualities
	Ability to maintain strict confidentiality while managing sensitive interpersonal situations.

Has awareness of equality and diversity and NEL Values which is promoted within your role

Commitment to continuing professional development

Commitment to safeguarding, PREVENT and promoting the welfare of learners 

The required health and physical capacity to carry out the relevant administrative activities, after NEL has made such adjustments as may be required under the disability provisions of the Equality Act 2010

	A/I





A/I





A/I




A/I





A/I






	
	

	KEY

	A = Application Form
	I = Interview
	O = Observed Teaching   Session
	T = Test
	M = Medical Questionnaire
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If you have any queries please do not hesitate to contact us on jobs@nescot.ac.uk





