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	POST DETAILS
	LAST UPDATED:    26TH JANUARY 2026

	SERVICE DEPARTMENT
	International Student Recruitment 

	JOB TITLE
	Senior International Conversion Officer 

	JOB FAMILY 
	Professional Services
	JOB LEVEL 
	4

	RESPONSIBLE TO
	Head of International Student Recruitment (Marketing)

	RESPONSIBLE FOR (STAFF)
	International Officers (Conversion)

	Job Purpose Statement
The International Student Recruitment Officer (Conversion) plays a key role in delivering the University of Surrey’s international student recruitment objectives by nuturing and converting prospective undergraduate and postgraduate students from enquiry to enrolment.

The post holder will deliver a high-quality, student-centred conversion experience, delivering excellence in customer service through applicant communications across multiple channels, including phone, live chat, WhatsApp and dynamic email content. Through clear, timely and accurate advice, the role will support prospective international students in navigating the application process and making informed decisions about choosing Surrey.

A core element of the role is outbound engagement, with the post holder responsible for  leading on the delveopment and implamentation of the nuture track including enquirey and conversion. This activity will be informed by data, aligned to recruitment priorities and focused on achieving strong conversion outcomes, with little outcomes

Working closely with colleagues across International Student Recruitment to achieve ambitious growth targets.  


	Key Responsibilities This document is not designed to be a list of all tasks undertaken but an outline record of the main responsibilities

	1. Deliver a high-quality, responsive and student-centred conversion service to prospective international students from enquiry to enrolment.
2. Manage and deliver multi-channel applicant communications, including phone, live chat, WhatsApp and dynamic email content, ensuring consistency, accuracy and excellent customer service standards.
3. Lead on outbound conversion activity, including proactive follow-up of enquiries, applicants and offer-holders to drive application progression and enrolment.
4. Design, implement and continuously improve enquiry and applicant nurture tracks, informed by data, market insight and recruitment priorities.
5. Use CRM systems and performance data to monitor conversion activity, identify trends and target interventions to improve applicant-to-enrolment conversion rates.
6. Provide clear guidance to prospective students on applications, offers, visas, scholarships and next steps, escalating complex queries where appropriate.
7. Line manage and support International Officers (Conversion), providing day-to-day guidance, workload oversight and performance support.
8. Work collaboratively with colleagues across International Student Recruitment, Marketing, Admissions and Faculty teams to ensure a joined-up approach to conversion.
9. Contribute to the continuous improvement of international recruitment processes, applicant experience and conversion outcomes.
N.B. The above list is not exhaustive.

	All staff are expected to:
· Positively support equality of opportunity and equity of treatment to colleagues and students in accordance with the University of Surrey Equal Opportunities Policy.
· Work to achieve the aims of our Environmental Policy and promote awareness to colleagues and students. 
· Follow University/departmental policies and working practices in ensuring that no breaches of information security result from their actions.
· Ensure they are aware of and abide by all relevant University Regulations and Policies relevant to the role.
· Undertake such other duties within the scope of the post as may be requested by your Manager.
· Work supportively with colleagues, always operating in a collegiate manner.
Help maintain a safe working environment by:
· Attending training in Health and Safety requirements as necessary, both on appointment and as changes in duties and techniques demand.
· Following local codes of safe working practices and the University of Surrey Health and Safety Policy.

	ELEMENTS OF THE ROLE
This section outlines some of the key elements of the role, which allow this role to be evaluated within the University’s structure. It provides an overview of what is expected from the post holder in the day-to-day operation of the role.

	Planning and Organising
· The role holder will have defined responsibility for the planning and delivery of enquiry and conversion activity, including proactive outbound engagement and structured nurture journeys. This will include coordinating and delivering applicant and pre-departure events for offer-holders, ensuring activity is aligned to recruitment priorities and conversion objectives.
· Working with a high degree of autonomy within agreed frameworks, the post holder will organise, prioritise and manage their own workload and that of others where appropriate, responding to changing and competing priorities across the recruitment cycle. The role holder will determine how best to achieve agreed outcomes, seeking guidance only where matters fall outside established practice or policy.
· The post holder will take operational responsibility for the quality, effectiveness and continuous improvement of recruitment and conversion activity under their remit, ensuring delivery is consistent with agreed operational policies, service standards and performance expectations.
· While primarily focused on assigned markets or activity areas, the post holder will work collaboratively across the International Student Recruitment team to support the achievement of overall international recruitment and conversion targets.

	Problem Solving and Decision Making
· The post holder will analyse and resolve a wide range of application, conversion and applicant journey issues, using professional judgement to determine appropriate solutions within established policies and procedures. More complex, high-risk or policy-related issues will be escalated to senior colleagues as required.
· The role holder will proactively identify emerging issues and patterns in applicant behaviour, process bottlenecks or conversion barriers, and will recommend and implement operational improvements to enhance applicant experience and conversion outcomes.
· The post holder will apply specialist knowledge of overseas qualifications, education systems and market-specific entry requirements to make informed recommendations on applicant suitability, conversion prioritisation and engagement strategy, referring exceptional or non-standard cases for senior review where necessary.
· The role holder will exercise discretion in prioritising cases and interventions to maximise conversion outcomes, balancing service quality, regulatory requirements and recruitment priorities.

	Continuous Improvement 
· The post holder will actively identify, develop and implement improvements to conversion-related working practices and applicant-facing services, taking responsibility for embedding agreed changes within their area of remit and evaluating their impact on applicant experience and conversion outcomes.
· The role holder will take a lead role in improving communication and relationship management with prospective international students, ensuring interactions are consistent, coordinated, data-informed and aligned with the University’s standards for excellent customer service across all channels.
· The post holder will monitor performance data, feedback and applicant behaviour to inform continuous improvement, adjusting approaches and recommending enhancements to tools, processes and workflows as appropriate.
· The role holder will maintain an up-to-date working knowledge of UKVI, Home Office and Foreign, Commonwealth and Development Office requirements relevant to international student recruitment, and will ensure that conversion activity and applicant communications within their remit remain compliant with current guidance and institutional policies, escalating changes or risks where necessary.

	Accountability 
· The post holder will be accountable for the effective delivery of defined international student conversion activity, contributing directly to the achievement of the University’s international recruitment targets through high-quality applicant engagement, proactive conversion interventions and event delivery, within agreed priorities and frameworks.
· The role holder will take responsibility for ensuring the accuracy, quality and consistency of advice and information provided to prospective international students and their representatives across digital, telephone and live engagement platforms, acting as a senior operational point of reference for conversion-related enquiries.
· The post holder will be responsible for maintaining high service standards within their area of remit, monitoring delivery and addressing issues that impact applicant experience or conversion outcomes, escalating risks or exceptions where appropriate.

	Dimensions of the role 
· The post holder will take a proactive and authoritative role in advising prospective international students, applying professional judgement to provide tailored guidance on the University of Surrey, the application process and wider factors influencing student decision-making, in line with agreed policies and recruitment priorities.
· The post holder will manage high volumes of applicant engagement during peak recruitment periods, prioritising activity to maximise conversion outcomes while maintaining service quality and accuracy.
· The role holder will be required to attend University Open and Offer Holder Days and supporting Confirmation and Clearing in August.

	Supplementary Information 
· Occasional evening work will be required during peak periods for specific campaigns.

	PERSON SPECIFICATION This section describes the sum total of knowledge, experience & competence required by the post holder that is necessary for standard acceptable performance in carrying out this role.

	Qualifications and Professional Memberships
	

	Professionally qualified with a relevant degree/ postgraduate qualification, plus broad demonstrable management experience in similar or related roles 
OR 
Substantial and vocational experience, demonstrating management ability in an appropriate professional or specialist area, and success in similar or related roles, supported by evidence of significant appropriate specialist knowledge. 
	E

	


Technical Competencies (Experience and Knowledge) This section contains the level of competency required to carry out the role (please refer to the Competency Framework for clarification where needed and the Job Matching Guidance).
	Essential/
Desirable
	Level
1-3

	Good IT skills, including experience of using  a CRM systems (e.g. Microsoft Dynamics), Microsoft Office applications and managed messaging platforms such as WhatsApp for Business to deliver structured, compliant applicant communications
	E
	 3 

	Experience of giving presentations and running events
	E
	1

	Experience in UK Higher Education
	D
	2

	Experience of the University of Surrey’s higher education offering 
	D
	2

	Experience of working in higher education in a recruitment/marketing role
	E
	3

	An understanding of marketing principles and customer focus in the higher education sector
	E
	3

	Special Requirements: 
	Essential/
Desirable

	Have a strong understanding of the International Student Journey, to offer advice and support on documents needed for application processes, UKVI processes, ATAS, CAS etc.
	E

	Core Competencies This section contains the level of competency required to carry out this role.  (Please refer to the competency framework for clarification where needed). n/a (not applicable) should be placed, where the competency is not a requirement of the grade.
	Level
1-3

	Communication
Adaptability / Flexibility
Customer/Client service and support
Planning and Organising
Continuous Improvement
Problem Solving and Decision-Making Skills
Managing and Developing Performance
Creative and Analytical Thinking
Influencing, Persuasion and Negotiation Skills
Strategic Thinking & Leadership
	3
3
3
2
2
2
1
2
1
1

	This Job Purpose reflects the core activities of the post. As the Department/Faculty and the post holder develop, there will inevitably be some changes to the duties for which the post is responsible, and possibly to the emphasis of the post itself. The University expects that the post holder will recognise this and will adopt a flexible approach to work.  This could include undertaking relevant training where necessary. Should significant changes to the Job Purpose become necessary, the post holder will be consulted and the changes reflected in a revised Job Purpose.

	ORGANISATIONAL/DEPARTMENTAL INFORMATION & KEY RELATIONSHIPS

	Background Information 
Organisation
[bookmark: OLE_LINK1]The International Student Recruitment team sits within the University of Surrey’s Global portfolio, led by the Vice-President (Global), a member of the University Executive Board who also oversees Partnerships, TNE, Advancement and Marketing & Communications.
International Student Recruitment is jointly responsible for attracting high-quality international undergraduate and postgraduate students from around the world. The team comprises over 30 colleagues, including in-country staff based in China, Malaysia and India.

	Department Structure Chart – International Student Recruitment




	Relationships 
Internal
The role holder will develop good relationships with colleagues across all departments and will work closely with Admissions and Student Marketing. The post holder will also be expected to have a good relationship with academic colleagues and the International Support Team. 

External
The postholder will be responsible for external relationships with important stakeholders such as Study Group, school counsellors, British Council, recruitment agents, sponsor bodies and cultural attachés.
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