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POSITION DESCRIPTION | TE WHAKAATUARAKI MAHI  
	Position Details (Ngā Taipitopito Tūranga)

	Position Title
	Enrolment Advisor 

	Business Unit
	Registry

	Reports to
	Manager Advising 

	Date
	November 2024

	Locations
	Petone, Porirua 



	Whitireia and WelTec: Our Purpose (Ko tōna iho)


Whitireia (Te Kura Matatini o Whitireia) and WelTec (Te Whare Wānanga o te Awakairangi) are highly respected institutes of technology established under the Education and Training Act 2020. On 1 September 2022, Whitireia and WelTec became a business division of Te Pūkenga - NZ Institute of Skills and Technology (Te Pūkenga). Our key driver is putting students first and together we serve around 8,000 students every year in the Wellington region and across Aotearoa New Zealand.
Whitireia and WelTec change lives. We provide professional, vocational, and foundation education where students learn the real skills they need to build careers and successful productive lives. We work collaboratively with employers to ensure our training is relevant and we contribute to the economic and social well-being of our communities by providing people with the applied and life skills needed for success. We do this for school leavers, those in employment who are upskilling, and those returning to work or changing careers. We offer all levels from foundation courses to specialised Masters degrees, and in a huge range of subjects – from arts to veterinary nursing.
What we do is important and we are proud to be able to say that we do it very well – Whitireia and WelTec are consistently among the highest performing institutes of technology in Aotearoa New Zealand.
	Our Guiding Principles (Ngā Mātāpono)


We put people at the heart of everything we do. Key principles that underpin the way we operate include:
Te Tiriti o Waitangi – Uphold the commitment made by the Crown to Rangatira, including the acknowledgement of rangatiratanga and responsiveness to Māori. Understanding that Te Tiriti o Waitangi is foundational to every aspect of the education system and the relevant principles need to be operationalised in our organisations.

Flexibility – providing for the diverse needs of learners through blended and adaptable teaching and learning models and engaging and valuing students as individuals with unique needs and aspirations.
Community engagement – engaging actively with Iwi and priority groups to encourage participation and success; alignment with secondary schools to provide seamless transitions into tertiary study; close involvement with local communities and economic bodies.
Active collaboration – working hand-in-hand with industry and employers to ensure the relevance of ITP education to the needs of industry. Providing real-world learning experiences for students, increasing industry productivity through sharing knowledge and research and collaborating with Government to align with broader New Zealand objectives and resources.
Leadership – providing a framework and a vision for the ITP sector in New Zealand that garners support from education providers, Government, industry, learners, their influencers and the communities we serve.
Advancement of Aotearoa New Zealand – providing measurable economic and social benefit to Aotearoa New Zealand through increasing capability and employability of students, actively driving growth in international student engagement (onshore and offshore), building economic resilience, entrepreneurial capability and a skill base that is transferable and transportable on a global basis.
	Position Purpose (Take Tūranga)



Provide technical and high quality advice and support to learners in the various stages of the application, enrolment and re-enrolment processes. This includes acting as an advocate for the learner and assisting them seamlessly through Whitireia and WelTec processes such as course and career planning, enrolment advice and providing a referral service to other specialist services e.g. Learning Support. International and Domestic Advisors work in a cross functional way to support International and Domesitc learners as required.

Provide primary account management for an allocated portfolio of courses and secondary backup for all Whitireia and WelTec programmes and courses. This includes developing a knowledge base for the allocated portfolio, assisting with marketing and events, and providing recommendations to enhance recruitment/marketing activities.

Be available to attend and support recruitment/marketing activities linked to both the portfolio and institution, providing technical advice to provide prospective learners.

Support and assist the Manager in the development and implementation of a seamless and customer-centric processes for current and prospective learners. 


	Key Accountabilities (Ngā takohanga matua)

	The responsibilities of this position are expected to change over time to encompass the Whitireia and WelTec strategic partnership.  Any changes will be discussed and agreed with the incumbent.

The incumbent is expected to adapt and develop as the environment evolves. 

	
The position holder will be expected to perform all the duties necessary to ensure they deliver on the following accountabilities:

Enquiry, Application and Enrolment Services and Support
· Assist international and domestic learners from enquiry through application to fully enrolled status, including re-enrolment in subsequent years of a programme and/or subsequent programmes.
· Provide proactive, customer-centric (consistent, responsive, and empathetic) course enquiry and enrolment services, including course and programme planning, information and enrolment advice and referral to other services. 
· Ensure appropriate processes are used to safeguard information in the institutions’ Student Management System and ensure legal compliance and service levels are upheld.
· Provide accurate information to potential learners about StudyLink. Advise School staff with Limited Full Time applications and other StudyLink matters as required.
· Proactively work with students to keep enrolment records up to date.
· Enhance conversion of enquiries and applications to enrolments through pro-active follow-up.
· Ensure proactive, clear and timely communication within the Registry and and others involved in the recruitment process (such as Marketing and the secondary-tertiary liaison team). 
· Proactively work with Schools and Business Units for the exchange of up-to-date information and facilitation of enrolment and conversion processes.
· Organise site visits and appointments for specialist services, as appropriate.
· Identify process improvements and highlight any issues for concern from a customer point of view with our enrolment processes.
· Provide accurate information and advice to international students.
· Provide professional and customer-centric front-desk and telephone support as required by the Manager. 
· Work with the International Student Advisor (Support) to support international students, including visa support and orientation, and staffing the 24/7 international student emergency phone number on a rostered basis as required by the Manager Advising.
· Record interactions in the SMS contact log in line with good customer service, privacy and records management practice.
· 

	Portfolio Management, Recruitment and Marketing
· Provide account management service for enquiry information, enrolment, and conversion of students within an allocated programme portfolio.
· Liaise with Schools to develop a deep product knowledge base for programme portfolio to assist prospective learners.
· Support the Manager in monitoring enquiries and conversion rates, develop and analyse reports, and to provide timely information for decision making.
· Assist Operations Managers, Marketing and the Secondary-Tertiary liaison team with ideas to engage and convert potential students, re-enrol existing students and actively promote Whitireia and WelTec. 
· Assist with events and promotional activities.
· Assist with monitoring the currency and accuracy of the intranet and websites.



	
Health and Safety 
· Maintain knowledge of Health and Safety procedures, and actively support safe work practices in your work area
· Take all practicable steps to ensure you don’t harm yourself or anyone else
· Comply with health and safety procedures as outlined in Taikura (the Whitireia and WelTec quality management system), in particular reporting all incidents and proactively identify hazards and support their management

	Collaborative Relationships
· Work with others collaboratively and constructively within the Advising team and across the Registry and Whitireia and WelTec.
· Support the work of the wider organisation by actively learning and developing, and responding to constructive feedback in order to continually improve the quality of work produced.
· Develop and maintain positive working relationships, and maintain trust and confidence of others at all levels.
· Be prepared to assist the Manager by working occasionally at a different Whitireia & WelTec site if required.


	Valuing and Nurturing Diversity
· Recognise and positively respond to the different needs of particular groups and individuals within the Institutes’ communities

	Culture
· Support and maintain a culturally safe environment and recognise the role of the Treaty of Waitangi (Te Tiriti o Waitangi) in providing a framework for this in Aotearoa/New Zealand

	Other Duties
· Any other duties as requested by your Manager.

This position requires the incumbent to be present during periods relating to high demand for student services, such as enrolments and examinations, so requests for leave at those times will not normally be considered.


	
Position Dimensions (Te rahinga o te tūranga)

	Key Internal Relationships
	· Registrar and Registry teams: Enrolments, Timetabling and Academic Data 
· International Marketing
· Learner Journey Directorate and Tamaiti Whangai
· Schools, especially Operations Managers and Programme Managers
· Information, Reporting and Planning Group
· Finance
· ICT Services


	Key External Relationships
	· Learners
· Members of public
· Secondary Schools
· Other TEOs/ITPs
· Iwi
· Community groups 


	
Person Specifications (Tātai pūmanawa)

	Qualifications & Experience
	· A relevant tertiary qualification and/or a minimum of two years’ experience in a customer service environment
· Current drivers licence
· Proven experience in dealing with and maintaining learner and other stakeholder confidences

	Specialist Knowledge and Skills 
	· Knowledge of policies, processes and procedures relating to enquiry, information, enrolment at tertiary level. 
· Knowledge of Whitireia and WelTec programmes, courses and services. 
· Intermediate skills in Microsoft packages.
· Ability to enhance sales, recruitment, information and conversion processes. 
· Strong relationship management skills to establish credibility with internal and external key stakeholders. 
· Ability to provide innovative, creative and practical ideas.
· The ability to manage and prioritise own workload and effectively solve problems with a minimum of supervision.

	Personal Attributes
	· Ability to use initiative, think creatively and critically, troubleshoot, and be solutions focused to efficiently and effectively solve a wide range of customer problems.
· Ability to champion customer service excellence and engage in positive change and adaptation of services to more effectively meet the needs of customers.
· Ability to manage information precisely to agreed service levels.
· The ability to manage and prioritise own workload and effectively solve problems with a minimum of supervision.
· Ability to work positively as part of a team through a complex period of change.
· Excellent interpersonal and communication skills both written and verbal.
· Willingness to be flexible in accepting changing work patterns.
· Willingness and ability to be a productive, supportive participant within a team with a positive can do attitude.
· Initiative, discretion, integrity, versatility, adaptability, lateral thinking, and problem-solving skills.
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