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Job Title: Programme Support Officer
Overview and Purpose of the Role:  
As ThinkForward’s programmes and systems become more varied and sophisticated, the new role of Programme Support Officer is required to take responsibility for supporting our front-line teams to ensure impactful delivery of our programmes. 
The role will drive administrative processes, supporting the smooth running of the engagement lifecycle from enrolment to programme exit. They will act as the point of contact between delivery and our development teams for funder and commissioner reporting. They will administer and co-ordinate cross team workstream projects to improve processes. 
The role will actively support and promote ThinkForward's commitment to Equity, Diversity and Inclusion by embedding these principles into organisational processes and programme design to foster a culture where every individual feels included, valued and supported.
Responsibilities:
1. Programme Delivery Support:
· Act as a point of contact and lead on administration projects between the Programme Delivery and other functions to enhance efficiencies in service delivery
· Provide support, training and data entry for front-line teams in systems infrastructure including Salesforce, Microsoft Teams and SharePoint
· Provide support for discrete cross-team projects, contributing to the successful implementation of organisation-wide initiatives
· Contribute to reporting processes for performance management following programme incubation and mobilisation.

2. Evaluation, Monitoring and Learning:
· Co-ordinate the development of materials and tools to support new Theories of Change for new programmes
· Create and administer feedback loops for programme and systems design changes through the co-creation and maintenance of service blueprints, identifying pain points and opportunities
· Manage the data collection process from schools to increase data completion rates, ensuring data is ready for synthesis and analysis
· Work closely with the Impact team to ensure data is recorded accurately and in a timely manner to support programme evaluation plans
· Support the planning, co-ordination and delivery of evaluation and research activities under the direction of the Impact and Youth Participation teams
· Provide qualitative and quantitative data for monthly and quarterly reporting
· Produce and quality-assure termly School Impact Reports in collaboration with coaches to share impact and evidence of service delivery.

3. External stakeholders:
· Manage onboarding of schools and local authority partnerships, including the annual update of processing and issuing SLAs and DPIAs
· Manage young people’s enrolment process in collaboration with programme heads and coaches

Person Specification:
· Excellent data entry skills with a strong attention to detail
· Highly organised multi-tasker
· Understand principles of GDPR, data protection and safeguarding protocols
· A team player with energy, enthusiasm, and a proactive approach to tasks
· Strong aptitude for working with data, numbers, and absorbing large amounts of information
· Willingness to take on responsibility and learn new skills
· Knowledge of customer service principles and practices
· A proactive approach to reviewing and improving personal performance and identifying areas for development
· Proficient in customer relationship management databases (Salesforce)
· Proficient in Microsoft Outlook, Word, Excel, and PowerPoint 
· Commitment to and understanding of Equity, Diversity and Inclusion principles.
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