Job Description

Job Title: London Campus Services Support Officer
Department: London Campus Team

Job type: Professional Services

Grade: 5

Accountable to: London Campus Student Services Supervisor

Purpose of the Post

The London Campus Services Support Officer is key to providing the delivery of front-line
services to students, staff and visitors at the London Campus through the London Helpdesk.
The London Helpdesk is the central point of contact for all enquiries and services, making it
easy for students, staff and visitors to the London Campus to obtain the information and help
they need.

The London Campus Services Support Officer role is key to providing outstanding customer
service and will demonstrate a commitment to our University vision and service standards. Itis
expected that staff in the London Campus team will develop a breadth of knowledge across all
professional services to support the efficient resolution and referral of enquiries.

Key Tasks

e Under the direction of the London Campus Student Services Supervisor operate the
London Helpdesk and act as the first point of contact for users of the London Campus.
This includes welcoming and registering visitors to the London Campus and providing
wayfinding.

¢ Respond to a broad range of enquirers across the breadth of users of the London Campus,
including students, parents and supporters, former and prospective students, staff, and
visitors to the Campus.

¢ Liaise with colleagues from across the University to ensure that enquiries are resolved or
referred to the relevant team appropriately and in a timely manner. This may include
arranging virtual or physical appointments for students with teams based in Egham.

e Under the direction of the London Campus Student Services Supervisor, deliver in-person
student services on behalf of teams based in Egham; for example, conducting student
identity checks.

¢ Undertake the accurate recording of all student enquiries raised at the London Helpdesk in
the Enquiry Management System (EMS - Microsoft Dynamics).

¢ In liaison with the London Campus Student Services Supervisor and Student Services
Centre team; triage and respond to enquiries and requests for information, made by e-mail
or via EMS.

e Support the delivery of all events at the London Campus including recruitment events,
student activities and commercial events.




e Provide front-line IT support to users of the London Campus including providing support
with using Audio-Visual equipment in the teaching rooms and working with the Egham-
bases IT team to resolve complex and serious issues.

¢ Receive reports of maintenance issues at the London Campus and refer to the London
Facilities Managers for resolution.

o Take on assigned tasks in relation to the day-to-day operation of the London Campus.

e Undertake projects as directed by the Head of London Campus Operations and/or London
Student Services Supervisor.

Our Values

Advancing equity and inclusion is central to our identity as a University of Social Purpose,
guided by our values of being Respectful, Innovative, Open, and Daring. We strive to build a
fair and inclusive environment for all colleagues and students, where we challenge ourselves
and others with integrity, and approach difference with understanding and kindness. Every
member of our community is expected to treat others with dignity, work collaboratively across a
wide range of backgrounds and perspectives, and contribute to a place where everyone can
participate fully and feel valued.

Other Duties

The duties listed are not exhaustive above may be varied from time to time as dictated by the
changing needs of the University. The post holder will also be expected to undertake additional
duties as appropriate and as requested by their manager.

All members of the London Campus team are expected to assist with University Events held at
the Campus which may include student and external facing events.

The post holder will primarily be based at the London Campus but may be required to attend
the Egham Campus for training and meetings.




Person Specification

Job Title: London Campus Services Support Officer

Department: London Campus Team

Criteria

Essential

Desirable

Knowledge, Education, Qualifications and Training

Educated to A-Level or equivalent experience

Knowledge and understanding of the HE sector and student
life cycle

Skills and Abilities

Excellent IT skills including an ability to learn new systems
Excellent organisational skills and the ability to use initiative

Excellent interpersonal skills with experience of
communicating with colleagues and customers

Ability to work under pressure with excellent attention to
detail

Experience

Flexibility and proven ability to respond effectively to
changing requirements

Experience of working collaboratively with individuals across
teams

Experience of working alone and using initiative to resolve
problems

Customer service experience including managing enquiries
and requests from a range of service users including
complaints

Other requirements

A commitment to personal development.

Ability to occasionally work weekends or late evenings and
travel to events and other external activities as required to
support the functions of the London Campus.
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