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JOB DESCRIPTION 
	Job title
	Operations and Programme Support Executive

	Department 
	Operations and Programmes

	Reporting to
	Head of Operations  

	Managing
	None

	Main relationships
	Ops team; Digital team; Central Services team; external digital agencies.

	
Benefits
	· 30 days leave (plus Bank Holidays)  
· Bupa Health Cover
· Matched company pension scheme
· Life assurance cover offering 4x death in service benefit.
· Company sick pay
· Training and development opportunities
· Learning and Wellbeing Grant 
· Employee assistance programme
· Season Ticket Loan
· Perks and discount platform

	About us

	
Drinkaware is a leading charity concerned with reducing harm from alcohol. We do this by providing impartial, evidence-based information and advice and practical resources; raising awareness of alcohol harms; and working in partnership with others to deliver behaviour change through our tools and interventions. The Trust is funded primarily through voluntary, unrestricted donations from alcohol producers, wholesalers, and on- and off-trade retailers, but acts entirely independently. 

Our Vision:  Working together to reduce alcohol harm across the UK

Our Mission: Using our expertise to give governments, industry, communities and individuals the knowledge and support to make informed decisions about alcohol and how to reduce the harm it can cause. Delivered though:
· Public-facing campaigns and digital services, information and guidance
· Evidence-led advice to governments and industry
· Independent research, consumer insight and evaluation

Our Values: Solid Reasoning; Clarity with Empathy; Understanding and Connecting; Principled Partnership; Determination and Curiosity

https://www.drinkaware.co.uk/







	Purpose of the role

	The Support Executive will provide high-quality administrative and operational support to the Operations and Programme Directorate. The role involves managing a wide range of customer and stakeholder enquiries, coordinating project and event administration, and supporting reporting and feedback processes. The postholder will play a key role in ensuring the smooth delivery of organisational and directorate activities.

	Main duties and responsibilities 

	Customer and Stakeholder Support
· Take ownership and management of a broad range of customer and stakeholder queries and requests across various channels (email, phone, digital platforms).
· Deliver a professional, responsive, and helpful service that ensures excellent communication and customer satisfaction.
· Maintain accurate records of enquiries, feedback, and resolutions in line with data protection and organisational policies, including processing any GDPR enquiries.

Project and Product Administration
· Provide project management administrative support to the Operations and Programmes team and assist with planning, logistics, documentation, and coordination for key organisational and directorate projects and events.
· Provide support for app-related enquiries, including triaging and responding to customer reviews and complaints on Google Play and Apple App Stores, tracking and reporting on this monthly to the Product Owner. Work collaboratively with external digital and marketing agencies to report and resolve issues with digital products, and deliver ad-hoc administrative support such as website updates, quality assurance and testing of product developments, and database maintenance 

Reporting and Feedback
· Support the collection, analysis, and presentation of customer feedback for Operations and Programmes products and services.
· Contribute to the preparation of regular reports and summaries to inform continuous improvement and decision-making.
· Assist in maintaining and updating monitoring and evaluation data as required, including supporting the organisations Objectives & Key Results (OKR) monitoring.

General Administrative Support
· Provide general administrative support for the Directorate, including scheduling meetings, preparing agendas and minutes, managing correspondence, and maintaining records and databases.
· Assist with financial administration tasks such as processing invoices, purchase orders, and expenses in accordance with organisational procedures.
· Contribute to the smooth day-to-day running of the Operations Directorate through proactive problem-solving and administrative efficiency.
· For our online shop, you’ll work with the Digital Product Owner to resolve enquires from customers about their deliveries; chasing orders and payments and supporting customers who want to make payment by alternate means.
· Model, work by and promote the Drinkaware values.

	Accountable for:

	N/A

	PERSON SPECIFICATION – essential and desirable criteria for the role

	1. Customer Service & Stakeholder Management
· Strong customer service skills, with experience handling enquiries via email, phone and digital platforms.
· Ability to deliver professional, timely and solution-focused responses.
· Experience maintaining accurate records of enquiries and outcomes.
· Understanding of data protection and GDPR requirements when managing customer information.

2. Administrative & Organisational Skills
· Proven experience providing administrative support within an operations, programme, or office environment.
· Excellent organisation skills with the ability to manage multiple tasks, prioritise, and meet deadlines.
· Competence in scheduling meetings, preparing agendas/minutes, organising documentation, and maintaining databases.
· Experience supporting project teams with planning, logistics, coordination, and documentation.

3. Digital & Product Support Skills
· Familiarity with handling app-related enquiries, such as responding to reviews/complaints on app stores.
· Experience collaborating with digital or marketing agencies is beneficial.
· General comfort with troubleshooting customer issues relating to digital products.

5. Reporting, Data & Analytical Skills
· Ability to collect, track, and interpret customer feedback.
· Experience preparing reports, summaries, and insights for internal teams.
· Familiarity with monitoring and evaluation data (e.g., Key Peformance Indicators or OKRs).
· Basic analytical skills, especially using spreadsheets or Customer Relationship Mgt tools.

6. Communication & Interpersonal Skills
· Excellent written and verbal communication.
· Ability to communicate clearly with customers, colleagues, and external partners.
· Good relationship-building skills and a collaborative working style.

7. Financial Administration Experience (Desirable)
· Experience processing invoices, purchase orders, and expenses.
· Ability to follow financial procedures accurately and maintain records.

8. Online Shop / E-commerce Support (Desirable)
· Experience helping customers with delivery queries or payment issues.
· Ability to liaise with suppliers and track orders or payments.

	Special features of the role
None specified. 



The Drinkaware Trust is committed to diversity and inclusion and it is essential that the post holder is committed to make a positive contribution to their promotion and implementation.
N.B.  This job description summarises the key features of the role, it is not intended to be a detailed description and does not cover all the duties that the job holder may reasonably be expected to fulfil.
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