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	Role Title
	Business Administrator Apprentice – Culture & Heritage 

	Job Family
	Culture and Heritage, Economic Growth

	Competency Level
	Business Administration Apprenticeship

	Pay Range / Scale
	Apprenticeship level 3 - £20,365

	Purpose

To provide high quality and effective business administration support to the Culture and Heritage Team. 
To contribute to a thriving cultural borough through delivery of high quality, distinctive and inclusive culture and heritage services to meet the Public Service priorities, economic recovery, growth and culture-led regeneration.
To respond to the climate emergency.

	Generic Accountabilities

Apprentices will develop skills and knowledge to fulfil the responsibilities set out below
	End Results/ Outcomes 

Apprentices will develop skills and knowledge to fulfil the achieve outcomes set out below

	Communicate effectively with internal and / or external customers/ service users. Act as point of contact for the service. Provide information and resolve problems, within scope of role, escalating to line manager as required.


	Resolve non-routine customer/service queries. 

Customers are satisfied with the response, or aware that issue has been escalated. 

Assess and prioritises telephone and personal callers and responds appropriately. 

Relevant, accurate, understandable and timely information is provided. 

A positive image of the Council is promoted. 

	To work with colleagues and team leaders to identify areas for improvement, ensuring the support offer remains appropriate for all service users.
	Service users express satisfaction with service provided.

Encourage channel shift by promoting online booking system

To be digital champion

	Organise and maintain records and documents using the appropriate council process / system.
	Received documents, correspondence etc. are recorded, distributed and processed correctly.

Photocopying, faxing, shredding, enveloping, franking etc. are completed to required standards and productivity.

Records /information are well organised and accessible.

Records are kept up-to-date.

Follow-up with internal/external customers to obtain missing/outstanding records.

	Create document, reports, correspondence from the information provided, using standard formats and software
	All materials are produced to the required legislative and or Council standards and timescales.

Recorded information is accurate.



	Database maintenance – access and update relevant databases and generate reports for management information.
	Reports are accurate, complete and meaningful.

Records are up to date using information management systems 



	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	To use effectively and appropriately 

The Information Technology and 

manual systems operated within the 

Service
	Systems operated within the service area are updated correctly and according to the requirement of the role.

Data is stored where relevant for key tasks


	Job Specific Accountabilities:
	End Results/ Outcomes

	Support the Head of Enterprise/Operations and the team in administrative tasks  


	Drafting letters, emails, organising meetings, assisting with proposals, reports, slides and analysis.  
handles confidential information in compliance with the organisation's procedures.  Correspondence is drafted accurately to agreed deadline standards.

	Learning finance systems and processes to support the team in raising, paying, and recording orders and transactions. 

Be the point of contact for department wide financial record keeping. 


	Systems are used effectively
Financial processes are completed accurately and efficiently

Customers and clients receive an efficient and quality service

Issues are dealt with effectively and escalated when necessary

	Ensure the reporting calendar is up to date and assisting in the preparation of meeting papers and slides. 


	Updates are accurately recorded and meeting information is collated and distributed 

	Creating and updating data tracking sheets including financial, visitor number, KPI and retail data 


	Ensure good data management and creating systems to ensure accurate data is collated and reported

	Manage team and venues calendar and ensure updates are timely inputted. 


	Ensuring calendar is up to date with correct information about team and venue activity, and raising issues or conflicts.  

	Organise and minute meetings including the weekly operations meeting. 


	Organise meetings ensuring information is collated and agendas are sent, and accurately record the business and actions of the meeting and timely distribute these minutes.  

	Assist in organising events as requested including collating RSVPs, sending invites, liaising with internal and external stakeholders, catering and event management. 


	Have a overview of the event assigned ensuring all areas of the organisation are prepared and actioned.  Liaising with internal and external teams  

	Assisting the operations and retail team with operations and admin tasks as well as  providing on site cover as required. Including having overview of online ordering system and assisting in the packing of orders. 


	Operational duties are performed in a safe and customer focussed way contributing to the wider impact of the department.

Ensuring compliance with standards and processes.  

	Supporting the building hire operation liaising with clients and internal stakeholders, including raising payments request and ensuring the good flow of information. 


	The building hire operation is effective and customer focussed, and good information flow between the team 

	Administration of the volunteer programme, supporting the operations team 


	Volunteers receive timely information 

	Support the marketing team, helping to prepare marketing activity including on site displays.


	Materials prepared to agreed standards ad to appeal to a diverse audience


	Handle confidential information in compliance with the organisation's procedures.
	Confidential information is managed in accordance with GDPR

	Assist with data collection, monitoring and evaluation


	Data us accurately and effectively collected.
Programmes are monitored and evaluated

Reports are prepared for senior managers

	To remain aware of the climate emergency and to adjust delivery accordingly
	Outcomes are delivered with an environmentally sustainable approach.



	Occasionally support other areas of culture and heritage work including working with operations and programme teams 
	Areas of work are supported professionally

Operational duties to support cultural venues, activities, venue hire and events are undertaken across Culture and Heritage services as required.


	Nature of Contacts (please state internal and external contacts)

	Peers and senior managers in the Culture and Heritage Team
Ability to deal diplomatically and confidentially with a wider range of internal and external stakeholders. For example, members of the public, colleagues from other departments, senior managers, external professional companies and creatives that provide relevant services




	Procedural Context

	Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements. 

Usually works within laid down procedures but needs to deal with day-today problems without always referring to others.

Decisions will be made based on Council and legislative policies and procedures 
Responsible for meeting performance standards within a policy framework and regulatory guidelines.

Occasionally the post will be expected to work from other locations; some evening and weekend working is required.


	Key Facts and Figures

Waltham Forest is a highly diverse outer London borough, the 35th nationally most deprived out of 326 boroughs.  The Culture and Heritage service sits within the Economic Growth directorate.  It is responsible for running several cultural venues include in the award-winning William Morris Gallery and Vestry House Museum, delivering high quality community led arts and events across the borough and culture led regeneration.  Key projects include the delivery of Fellowship Sq, as a cultural hub for the borough and the forthcoming reopening of the EMD in partnership with Soho Theatre.



	Resourcing

	Budget Responsibilities: None


	Supervisory Responsibilities: None 


	Knowledge, Skills and Experience 

	· An interest and understanding of arts and culture

· A knowledge of Waltham Forest (desirable)

· Skills

· IT: 
· Skilled in the use of multiple IT packages and systems relevant to the organisation in order to: write letters or emails, create proposals, perform financial processes, record and analyse data. Examples include MS Office or equivalent packages. Able to choose the most appropriate IT solution to suit the business problem. Able to update and review databases, record information and produce data analysis where required.

· Record and document production:
Produces accurate records and documents including: emails, letters, files, payments, reports and proposals. Makes recommendations for improvements and present solutions to management. Drafts correspondence, writes reports and able to review others' work. Maintains records and les, handles confidential information in compliance with the organisation's procedures. Coaches others in the processes required to complete these tasks.

· Decision making: 
Exercises proactivity and good judgement. Makes effective decisions based on sound reasoning and is able to deal with challenges in a mature way. Seeks advice of more experienced team members when appropriate.

· Interpersonal skills:
Builds and maintains positive relationships within their own team and across the organisation. Demonstrates ability to influence and challenge appropriately. Becomes a role model to peers and team members, developing coaching skills as they gain area knowledge.

· Communications: 
Demonstrates good communication skills, whether face-to-face, on the telephone, in writing or on digital platforms. Uses the most appropriate channels to communicate effectively. Demonstrates agility and confidence in communications, carrying authority appropriately. Understands and applies social media solutions appropriately. Answers questions from inside and outside of the organisation, representing the organisation or department.

· Quality: 
Completes tasks to a high standard. Demonstrates the necessary level of expertise required to complete tasks and applies themself to continuously improve their work. Is able to review processes autonomously and make suggestions for improvements. Shares administrative best-practice across the organisation e.g. coaches others to perform tasks correctly. Applies problem-solving skills to resolve challenging or complex complaints and is a key point of contact for addressing issues.

· Planning and organisation:
Takes responsibility for initiating and completing tasks, manages priorities and time in order to successfully meet deadlines. Positively manages the expectations of colleagues at all levels and sets a positive example for others in the workplace. Makes suggestions for improvements to working practice, showing understanding of implications beyond the immediate environment (e.g. impact on clients, suppliers, other parts of the organisation). Manages resources e.g. equipment or facilities. Organises meetings and events, takes minutes during meetings and creates action logs as appropriate. Takes responsibility for logistics e.g. travel and accommodation.

· Project management:
Uses relevant project management principles and tools to scope, plan, monitor and report. Plans required resources to successfully deliver projects. Undertakes and leads projects as and when required.

 

· Knowledge 

· The organisation: 
· Understands organisational purpose, activities, aims, values, vision for the future, resources and the way that the political/economic environment affects the organisation.

· Value of their skills:
· Knows organisational structure and demonstrates understanding of how their work benefits the organisation. Knows how they t within their team and recognises how their skills can help them to progress their career.

· Stakeholders: 
· Has a practical knowledge of managing stakeholders and their differing relationships to an organisation. This includes internal and external customers, clients and/or suppliers. Liaises with internal/external customers, suppliers or stakeholders from inside or outside the UK. Engages and fosters relationships with suppliers and partner organisations.

· Relevant regulation:
· Understands laws and regulations that apply to their role including data protection, health & safety, compliance etc. Supports the company in applying the regulations.

· Policies Understands the organisation's internal policies and key business policies relating to sector.

· Business fundamentals:
· Understands the applicability of business principles such as managing change, business, finances and project management.

· Processes: 
· Understands the organisation's processes, e.g. making payments or processing customer data. Is able to review processes autonomously and make suggestions for improvements. Applying a solutions-based approach to improve business processes and helping dene procedures. Understands how to administer billing, process invoices and purchase orders.

· External environment factors:
· Understands relevant external factors e.g. market forces, policy & regulatory changes, supply chain etc. and the wider business impact). Where necessary understands the international/global market in which the employing organisation is placed.

 

· Behaviours: 
· What is required (Role-model behaviours and positive contribution to culture).

· Professionalism: 
· Behaves in a professional way. This includes: personal presentation, respect, respecting and encouraging diversity to cater for wider audiences, punctuality and attitude to colleagues, customers and key stakeholders. Adheres to the organisation's code of conduct for professional use of social media. Acts as a role model, contributing to team cohesion and productivity – representing the positive aspects of team culture and respectfully challenging inappropriate prevailing cultures.

· Personal qualities: 
· Shows exemplary qualities that are valued including integrity, reliability, self-motivation, being pro-active and a positive attitude. Motivates others where responsibility is shared.

· Managing performance:
· Takes responsibility for their own work, accepts feedback in a positive way, uses initiative and shows resilience. Also takes responsibility for their own development, knows when to ask questions to complete a task and informs their line manager when a task is complete. Performs thorough self-assessments of their work and complies with the organisation's procedures.

· Adaptability:

· Is able to accept and deal with changing priorities related to both their own work and to the organisation.

· Responsibility: 
· Demonstrates taking responsibility for team performance and quality of projects delivered. Takes a clear interest in seeing that projects are successfully completed and customer requests handled appropriately. Takes initiative to develop own and others' skills and behaviours.
· An understanding of having the demands of working in a fast paced, customer focused environment



	Indicative Qualifications required for this apprenticeship role
2x GCSE A level/BTec Equivalent

GCSE C grade maths and English or level 2 equivalent qualifications preferred.

Where a business administrator has not already achieved Level 2 English and Maths, they must do so before taking the end-point assessment.

	Apprenticeship Training to be provided

Institute for Apprenticeships and Technical Education / Business administrator



	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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