
 
 

Universitas 21 Network Support Officer 

Salary: 
 

Full time starting salary is normally in the range £27,924 to £30,497 (dependent on 
experience), with potential progression once in post to £34,304 a year. 
 

Reports to: This role will report into the Educational Innovation Manager but will be expected to 
work across the team in a matrix management structure. 
 

Responsible for: Provision of full organisational and project management support for all U21’s member 
facing initiatives, communications and events (both virtual and face-to-face), as well 
as being the first point of contact for the network and offering direct administrative 
support to U21’s Director of Operations.  

 
Role summary 

The U21 Network Support Officer will offer foundational administrative support across the team, support 
the development, implementation, and process improvement of company systems and procedures and 
enhance the delivery of U21’s programmes, communications and events across the network and its areas 
of focus: Educational Innovation (EI), Researcher Engagement (RE) and Student Experience (SE). In 
combination, this will ensure the effective and efficient operation of the company and guarantee a quality 
offer to our members. The role will either assist in managing larger projects or will manage smaller projects 
themselves. 

The successful candidate will be the first point of contact for U21 members, will be responsible for 
managing the network’s customer relationship database, and will ensure that all internal and external 
stakeholders receive an exceptional level of service when interacting with the network. In addition to 
supporting the core U21 team and their associated work programmes, the Network Support Officer will be 
expected to provide direct administrative support to the Director of Operations and Provost, which will 
include office management and assistance with company business. The successful candidate will 
determine short term priorities for work, and how to maximise quality, efficiency and continuity. This is a 
varied role with scope for the postholder to develop their own creative ideas and lead on additional 
projects, which will support their development and that of this new position within the team. 

About the organisation - Universitas 21 

Universitas 21 (U21) is a global network of world leading, research-intensive universities. Our member-led 
initiatives and programmes are designed to inform and assist the development of our staff and students. 
We empower our members to collaborate, exchange knowledge and enhance their ability to work in 
partnership with their wider communities. By connecting people across borders and cultures, U21 enables 
our members to achieve more together.  

Whilst U21 is based at the University of Birmingham, we support flexible working and all team members 
are currently working in a hybrid way, spending time both remotely and in the office. This role will report 
into the Educational Innovation Manager but will be expected to work across the team in a matrix 
management structure and will also work closely with U21’s Provost, based in New Zealand, on a day-to-
day basis.  

Main Duties  

Main responsibilities to include: 

Programme 
Management and 
Administration 

 

• Project management of timelines, dependencies and milestones for U21 
initiatives and programmes across and between U21’s main areas of focus; 
Education, Research and Student Experience including continual process 
improvement to streamline and improve all administrative systems and 
processes etc.   



 
 

• Full administrative support for U21 initiatives and open competitions – this 
will include the management of registrations, communications with 
participants, FAQs, evaluation of the initiatives etc. 

• Support for funding calls including liaison with applicants and follow up of 
successful projects, which would form the basis for success stories and case 
studies for use in U21 communications.  

• Dedicated administrative support for the ‘U21 Global Student’ stream of 
work and the development of student consultative groups etc.  

• Maintain the U21 Community platform (U21’s learning management 
system) by ensuring that user details and registrations are up to date and 
correlate with information stored in the CRM. 

• Provide creative input into network wide discussions and offer direct 
contributions and support within the development of new projects, 
initiatives and events.  

Event 
Organisation and 
Management 

• Key point of contact with institutions hosting network wide U21 events both 
online and in person regarding logistics, registrations, virtual delivery, hotel 
liaison etc. Face-to-face event management would be focused on our 
AGM (delivered in partnership with one of our global members) each May. 

• Independent management and resolution of all event enquiries from 
delegates including the provision of advice on accommodation, transport, 
itineraries etc. 

• Organisation of all relevant documentation for key events including the 
compilation and distribution of agendas, papers, taking and production of 
final minutes etc. 

• Provide the cluster managers with flexible, practical support for key events 
within their programmes, delivered both virtually and face to face. 

• Provision of specialist support and advice to U21 team members on best 
practice in the delivery of virtual event management and evaluation etc. 
 

Office 
Administration 
and Data 
Management 

 

• Efficient management of U21 files including the oversight of all data 
management systems to ensure information is kept up to date, is version 
controlled and is GDPR compliant.  

• Provision of full administrative support for local HR processes e.g. 
recruitment and selection etc. including the recommendation of procedural 
improvements as and when appropriate.  

• Responsible for setting, managing and reconciling appropriate budgets 
and the provision of regular updates and advice regarding expenditure to 
other relevant budget holders using a ‘zero-based-budgeting’ approach.  

• Ownership of the office calendar including the recording of annual leave, 
management of the sickness return, administration of team meetings etc. 

• Evaluating and booking travel for the secretariat, maximising economies of 
scale wherever possible. Management of postal and shipping 
arrangements (including customs declarations), particularly ahead of 
international events. 

• Identifying requirements, sourcing, procuring and managing office 
collateral including stationery, promotional gifts, awards, collateral for 
events as appropriate etc. 

• Adopt the role of ‘super-user’ within U21’s O365 collaboration platform, 
which will include having ‘admin rights’ for the site, structuring U21’s 
SharePoint site(s), managing permissions, guest users, etc. This will also 
involve ensuring that this platform continues to meet the needs of the 
company and our members through the identification and adoption of new 

https://universitas21.com/U21globalstudent


 
 

technologies where and when appropriate in consultation with U21’s 
technical support. 

• Act as an expert user of the company’s Customer Relationship 
Management (CRM) Database and work with CRM lead within the team 
to ensure that all recorded data is up-to-date, clean and stored in 
accordance with GDPR. This responsibility will also include the 
development of appropriate queries and production of contact lists for the 
team to ensure the CRM remains the single and definitive source of data 
for U21’s membership base. 

• Utilising information within the CRM, collate and produce reports that 
illustrate levels of member engagement on a regular basis e.g. event 
attendance, levels of participation in projects / competitions etc.   
 

Communications 
Support 
 

• Support the U21 Head of Communications and Engagement to update the 
U21 website with key information e.g. contact data, addition of news, event 
information and reports, case studies, impact stories etc.  

• Identification and collation of content to be included in regular network 
communications and proof reading of publications. This will include 
Collation of content, stories and impact case studies from across the 
network to publicise the success and impact of U21. 

• Schedule, design and deliver social media updates following a content / 
communications schedule defined by the Head of Communications and 
Engagement. 

• In collaboration with the Student Engagement and Head of 
Communications and Engagement, scope and develop principles of a 
student / young alumni focused communications plan and track 
engagement to inform its development and evolution. 

• Monitoring of communications metrics and analytics and work with the 
Head of Communications and Engagement to ensure that these reports 
impact on the nature and focus of communications plans and activities 
going forward.  

• Monitoring of external coverage and PR success with the support and 
guidance of the Head of Communications and Engagement. 

Customer Service 
and Enquiry 
Management 

 

• To act as the first point of contact and advice for all enquiries ensuring all 
stakeholders receive an excellent level of customer service and a 
comprehensive and timely response without the need to refer to others.  

• Direct, regular and professional liaison with senior internal and external 
contacts within and beyond U21 member organisations including Vice-
Chancellors, Executive Offices, Pro-Vice Chancellors, keynote speakers etc.  

• First point of contact and provision of support for spinout activity such as 
‘U21 Communities of Practice’, which enable staff at our member 
universities to engage and connect with each other directly. 

Personal / 
Administrative 
Support 

 

• Offer direct administrative support to the Director of Operations in network 
wide initiatives and support the effective and efficient running of U21’s 
Committees and governance structures including the U21’s Board 
(Executive Committee), which will involve coordinating timings, drafting 
agendas / papers, liaising with individuals to obtain necessary 
documentation and managing follow up work.  



 
 

• Diary / calendar management for the Director of Operations and Provost 
including taking responsibility for travel arrangements, offering 
appropriate assistance in meeting key deadlines and support with 
expenses. 

• Act as owner and manager of all U21 shared mailboxes, delegating or 
resolving all queries in a timely and effective manner.  

• Any other duties, as deemed appropriate, by the Director of Operations / 
Provost. 

 
 

Person Specification 

 Essential Desirable 
Qualifications • Degree level qualification  • Evidence of professional training 

in administration / office 
management 
 

Experience, 
Skills, and 
Knowledge 
 

• Experience of project managing and 
providing specialist administrative 
support for complex projects and 
events including liaison with external 
organisations. 

• Evidence of developing, 
implementing and refining efficient 
administrative systems and process 
improvement to enable effective 
office management. 

• Proven, high standard of written and 
oral communication skills, with an 
appreciation of the importance of 
cultural difference. 

• Excellent organisational skills with the 
ability to independently prioritise own 
workload, work autonomously and 
schedule varied and competing tasks 
to meet tight deadlines. 

• Proven attention to detail and 
accuracy with ability to proof own 
work and others. 

• A demonstrable commitment to the 
provision of consistent high-quality 
customer service with direct 
experience of working in a customer 
service and / or customer-facing role 
with senior staff. 

• Well-developed committee servicing 
skills. 

• Experience of finance administration, 
including evidence of independent 
budget management. 

• Direct experience of working in a 
Higher Education Institution and 
/ or an internationally focused 
environment. 

• Experience of developing 
processes / work instructions for 
online systems such as a 
Customer Relationship 
Management (CRM) system or 
equivalent database. 

• Confidence in using social media 
(Twitter, LinkedIn) to promote 
activities and events 

• Provision of PA provision / 
individual administrative 
support. 



 
 

 

• Good all-round IT skills including all 
aspects of Microsoft Programmes 
such as Teams, SharePoint etc.  

• Solid and demonstrable 
understanding of GDPR legislation 
with experience of appropriately 
handling confidential and/or 
sensitive matters. 

• Understanding of and experience of 
updating websites using a Content 
Management System (CMS) 

• Experience of working effectively 
within a remote, dispersed and / or 
multi-located team. 

• Knowledge of the protected 
characteristics of the Equality Act 
2010, and how to actively ensure in 
day-to-day activity in own area that 
those with protected characteristics 
are treated equally and fairly. 

Personal 
Qualities  
 

• A solid understanding of the Higher 
Education Sector and enthusiasm for 
working with a diverse range of 
international organisations. 

• Excellent interpersonal skills with the 
confidence to deal with individuals 
and projects at all levels. 

• High degree of responsiveness, 
personal responsibility, initiative and 
self-management. 

• Ability to manage all situations in a 
tactful and diplomatic manner. 

• Calm and adaptable with the ability 
to work within a flexible environment 
and support a remote team, 
particularly when under pressure. 

• Willingness to be flexible in relation to 
working hours e.g. evening and 
weekends where necessary for which 
time off in lieu would be granted. 

• Willingness to undertake international 
travel where appropriate, which 
would be planned well in advance. 

• Promotes equality and values 
diversity acting as a role model and 
fostering an inclusive working culture. 

 


