

Job Description
Title:


Assessment & Professional Standards Consultant 
                                               (Part time – 3 days per week)


Directorate:

Academy, Standards and Quality
Responsible to:
Head of Academy Standards and Quality
Location:

Home-based; Must have dedicated workspace to be able to conduct 
                                                confidential uninterrupted assessment interviews & workshops 
                                                virtually and some UK-wide travel is required
Purpose
The Assessment & Professional Standards Consultant plays a pivotal role within the Institute, delivering a broad range of assessment and quality assurance activities to maintain and enhance standards across the Institute’s membership and accreditation programmes.

The role is responsible for conducting assessments across the Institute’s frameworks, including ServiceMark and TrainingMark and the assessment of in-house trainer applications. These activities involve evaluating service culture, organisational performance, training provision, and commitment to continuous improvement against the Institute’s criteria and standards.

The Assessment & Professional Standards Consultant also holds responsibility for quality assurance activity relating to in-house trainers and Professional Qualification assessors. This includes leading and facilitating workshops, quality assurance and best practice forums for Professional Qualification assessors, Qualification Programme managers, and in-house trainers.

The position is part-time, requiring three days per week.

Key Responsibilities

Assessment & Quality Assurance Delivery
· Deliver a range of assessments across the Institute’s membership and accreditation programmes, with a focus on ServiceMark, TrainingMark , in-house trainers and Professional Qualification assessors

· Plan, prepare, and conduct robust assessments—predominantly virtual, with occasional on-site activity—using a combination of stakeholder interviews, evidence review, observation, and professional judgement.
· With ServiceMark review and evaluate organisational service culture, performance & commitment to continuous improvement 
· Carry out an objective audit of the client’s action plans against ServiceMark requirements/ Institute’s criteria & survey results, to ensure they are fit for purpose and are being actively implemented in line with The Institute’s requirements.

· Using client’s workforce data select fair and representative samples of staff and stakeholders for interviews and observations.
· Conduct comprehensive evidence gathering through observation and interviews with staff at all levels to ensure holistic assessment is conducted in line with The Institute’s standards framework.
· Produce clear, well-structured assessment reports that provide insight, assurance, and practical recommendations for continuous improvement.
· Assess organisational training programmes, including in-house trainer applications, ensuring alignment with the Institute’s requirements and quality expectations.
· Quality assure the delivery of in-house training and the assessment of the Institute’s professional qualifications, ensuring consistency, fairness, and integrity.
Stakeholder Engagement 

· Establish effective working relationships with client organisations, acting as a credible and professional representative of the Institute.

· Facilitate initial and ongoing meetings with organisational leads and senior stakeholders to clarify expectations, agree assessment plans, and communicate outcomes.

· Work collaboratively with member contacts to plan assessment logistics, communications, and timelines, ensuring a smooth and positive assessment experience.

· Support organisations in understanding assessment requirements and processes to enable effective engagement and preparation.
Standards, Quality and Professional Practice

· Maintain an up-to-date understanding of the Institute’s standards, assessment frameworks, accreditation criteria, and sector best practice.

· Participate in standardisation and quality assurance meetings to ensure consistency, share learning, and support continuous improvement across the assessor and in house trainer community.

· Contribute to the development, review, and refinement of assessment tools, guidance, and quality assurance processes.
Development and Best Practice

· Facilitate and lead quality assurance and best practice forums for in-house trainers, assessors, and qualification programme managers.

· Deliver professional qualification workshops, and professional qualification activity as required, supporting learner development and capability building.

· Provide guidance and professional support to member organisations, trainers, and colleagues on standards, assessment outcomes, and improvement opportunities.

· As agreed with the Head of AS&Q, support the induction, mentoring, and development of new  Assessment & Professional Standards Consultants and external partners to ensure consistent, high-quality delivery.

· As agreed, support awareness and engagement activity (including taster sessions) to promote the Institute’s accreditation and qualification programmes.
Collaboration and Professional Conduct

· Work collaboratively with colleagues, partners, and stakeholders to deliver consistent, high-quality experiences for organisations and learners.

· Always uphold the Institute’s values, ensuring assessment, training, and quality assurance activities are conducted with integrity, impartiality, and professionalism.
· Support the Head of AS&Q with ad hoc projects as required.

Role Dimensions
Roles managed directly and indirectly: None
Financial responsibility / budget: None
Key relationships: Internal - Academy, Standards and Quality team; Client Development Team; CX team Product team. External - Lead contacts, senior managers and individual employees in Member organisations
Authority to act on behalf of the Institute: None 
Success Criteria
· Customer satisfaction survey results
· Feedback on quality of assessment services and training delivery from Member organisations, Client Development Team and the CX team
· Maintenance of standards (evidenced through quality assurance / audit)
· High quality, timely, reporting and standards of evidence
· Effective working relationships and collaboration with internal teams and Members 
· CRM data is maintained and current 

· Recommendations following unsuccessful plans are clear, actionable and used

· Completion of all assigned assessments

Personal Development
It is the assessor’s personal responsibility to ensure that their own professional knowledge and job skills are fully up to date at all times. 

The role holder is required to perform related duties as required. This job description does not necessarily include every responsibility, requirement or skill associated with the role. It is intended to reflect the role currently and the manager and role holder will revise the job description as necessary to ensure the needs of the Institute and its customers can be met.

Person Specification 
	Competencies          

	1. Delivers results
	B

	2. Customer focused
	B

	3. Teamworker
	C

	4. Communicator
	C

	5. Planner and organiser
	B

	6. Analyses problems and makes decisions
	B

	7. Perseveres to overcome obstacles      
	C

	8. Innovator/drives change  
	C

	9. Develops self and others
	B

	10. Builds credibility and trust
	C


Knowledge 
· Assessment methods
· A range of facilitation techniques – virtual and physical
· In-depth knowledge of Institute frameworks and standards 
· Good overall knowledge of all Institute products and services

· Understanding of what constitutes evidence
· General business / commercial awareness 
Core Competencies

Professional Credibility & Communication

· Demonstrates the value and ROI of customer service and the Institute’s offerings.

· Presents with confidence, professionalism, and credibility.

· Sets clear expectations with members and stakeholders.

· Builds rapport easily; personable and able to put interviewees at ease.

· Strong interpersonal and interviewing skills, including effective questioning, probing, and summarising.

· Facilitates small groups effectively, both virtually and face-to-face.

· Excellent spoken and written English; clear, concise, and jargon-free.

· Builds strong, effective working relationships with stakeholders and colleagues.

Analytical & Assessment Skills

· Strong analytical capability, able to interpret data and assess diverse sources of evidence.

· Applies sound judgement to reach balanced, evidence-based decisions.

· Produces clear, constructive assessment reports with actionable recommendations.

· Accurate and efficient note-taking, documentation, and record-keeping.

Organisation & Self-Management

· Strong planning, time management, and organisational skills.

· Able to manage multiple documents, priorities, and administrative tasks effectively.

· Self-motivated, able to work independently, meet deadlines, and perform under pressure.

· High level of accuracy and attention to detail.

Technical Skills

· Competent in Microsoft Office applications (Word, PowerPoint, Excel, Outlook).

· Confident using virtual meeting platforms such as Zoom and Microsoft Teams
Attitudes
· Lives The Institute’s values

· High integrity

· Whole team focus

· Proactive and solution-oriented

· Evidence-based approach

Experience

· Proven experience in assessment, auditing, or quality assurance within professional standards, accreditation, training, or membership-based frameworks.
· Evaluation of organisational performance and service culture, ideally against formal criteria, benchmarks, or quality standards.

· Assessing or quality assuring training provision, including in-house trainers, learning programmes, or professional qualifications.

· Practical experience of facilitating workshops, forums, or training sessions, engaging professional audiences and promoting best practice.

· Working with continuous improvement frameworks, using evidence-based evaluation to support development and maintain high standards.
· Working with a range of stakeholders / managers and non-managers 
Education & Professional Qualifications

· Minimum A level standard education, preferably a degree

· Minimum GCSE standard Maths and English

· Recognised assessor qualification (Institute of Customer Service, V1 / V2 / NVQ Level 3)
Please note: a large proportion of time in this role will be spent conducting virtual interviews from a home base however some site visits may be required at member organisations across the UK, involving some travel and some overnight stays away from home.
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