


Job Description






Post title: Student Hub Advisor	
Date last updated/evaluated: January 2025 Author: Melissa Farrugia
Standard Occupation Code:	TBC
School / Department:	Student Administration and Academic Affairs (SAAA) Faculty / Directorate:	Student Experience Directorate (SED)
Job Family:	Management, Specialist and Administrative (MSA)
Grade:	Level 2b
ERE Pathway (if applicable):	Not applicable
Post reporting to:	Student Hub Team Leader
Post line report(s):	None
Post base location:	Campus

Job purpose:
To provide high quality advice, information and frontline support to students by responding to enquiries across all channels, triaging and resolving issues, and escalating complex cases appropriately. The role ensures a consistent, student focused experience by maintaining accurate records and working
collaboratively with specialist services. Student Hub Advisors support positive student outcomes by contributing to service enhancements and supporting the overall delivery of an effective Student Hub.

[bookmark: Key_accountabilities_and_indicative_time]Key accountabilities and indicative time allocation:
1.	50%

Deliver a high quality, professional information and advice service by triaging and responding to enquiries across multiple channels and locations, both individually and in group settings. Liaise with specialist services as required to ensure students receive accurate, timely, and appropriate support. Use initiative to identify common queries or emerging trends and seek input from colleagues where needed to ensure effective resolution and continuous improvement.

2.	10%

Apply detailed working knowledge of relevant systems, processes, and equipment to complete tasks accurately and efficiently. Use systems effectively to create and update documents, produce ID cards, respond to enquiries, and resolve problems. Ensure all customer interactions are
recorded appropriately and generate routine reports as required

3.	10%

Progress and resolve a range of enquiries of varying complexity, interpreting and applying established procedures appropriately. Seek input from colleagues when needed and exercise sound judgement in escalating more complex cases.
Progress and resolve a wider range on enquires of varying complexity, accurately interpreting and
applying established procedures. Seek input from colleagues where appropriate and exercise sound judgement when escalating more complex or sensitive cases.
Respond promptly and sensitively to queries relating to student incidents and emergency situations, ensuring accurate information is gathered and shared. Follow University procedures at all times while maintaining confidentiality.
4.	5%

Plan and priortise day to day tasks effectively, clarifying expectations and sequencing of work
appropriately. Adapt your approach when required to ensure deadlines are met and service delivery remains consistent.
Manage your own workload with minimal supervision to support departmental objectives and maintain an efficient, effective service.
5.	5%

Handle initial service applications, supporting students with form completion and carry out quality checks before referring enquiries to specialist services.
6.	5%

Provide initial support with customer complaints, resolving issues where appropriate and escalating cases to the Student Hub Team Leader when further discussion or guidance is required.
7.	5%

Undertake a range of routine tasks, administrative processes, and project support activities, contributing to the development and maintenance of written procedures and standards within the team.
8.	5%

Maintain up to date knowledge of related services, activities and key contacts, internally and externally, working collaboratively and communicating with colleagues and partners to support effective service delivery.

Build strong working relationships with departments across the University to ensure a consistently high standard of service for all student groups.
9.	5%

Any other duties as allocated by the line manager following consultation with the post holder.
The post-holder is expected to undertake all personal administration required within the role, and adhere to University Policy and relevant legislation (e.g. H&S compliance)


Internal and external relationships:
Internal
· Student Body
· Student Administration and Academic Affairs
· All Professional Services
· All Faculties
· Office of the Vice 
· Chancellor 
External
· Students’ Union
· HEI Institutions
· HEFCE, HESA, UCAS & BIS
· National Governing/Professional Bodies
· Employers, Landlords etc
· Suppliers and Contractors
· Members of the Public/Community


Special requirements:
The post holder is expected to work flexibly to support service delivery. This may include occasional evening or weekend work, as required, being asked to work outside their usual shift pattern, with advance notice provided.
The post holder is required to work 100% on-site. This role cannot be delivered remotely and must be based within a Student Hub location.
The post holder may be required to work from the Student Hub on Highfield Campus or one of the Student Hub satellite hubs, which include locations around Southampton, and Winchester School of Art, and therefore the post holder must be willing to travel.
It is a requirement that Student Hub Advisors wear a uniform, which will be provided.
The post holder must be comfortable working in a busy, student-facing environment and handling queries in person, by phone, and via digital channels.
The Student Hub handles highly sensitive data. The post holder is expected to work strictly within the bounds of the University’s Confidentiality Policy, the Data Protection Act, and all internal policies and procedure
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[bookmark: Person_Specification_–_Skills_and_Compet] Person Specification – Skills and Competencies	
All essential and desirable criteria outlined in this Person Specification will be assessed through a
combination of recruitment application and CV, and where applicable numerical or written assessment.
Knowledge, Experience and Qualifications
Essential
· Practical knowledge and experience in a relevant operational discipline. Practical knowledge may have been gained through some or all of the following:
· Relevant work experience of working in a high volume, customer service environment
· Vocational training
· Formal qualification(s) equivalent to Level 2 or 3 of the Regulated Qualifications Framework e.g. AS or A Level, intermediate or advanced apprenticeship, or Level 2 or 3 award, certificate,
diploma, NVQ.
· Ability to simultaneously use multiple computer software packages and databases in addition to Microsoft Word, Excel, Access and Outlook.
· High degree of computer literacy and excellent keyboard skills
· Ability to provide accurate information and guidance. Desirable
· General knowledge of the Higher Education environment

Teamwork and Communication
Essential
· Contributes to team effectiveness by sharing information and supporting others.
· Ensures any supervised staff are clear about their role and responsibilities.
· Explains procedures and provides assistance to others.
· Seeks and clarifies detail as required.
· Good interpersonal skills, demonstrated across a range of customers with varying requirements
· Proven written and verbal communication skills, comfortable using a variety of communication technologies
· Ability to prepare and present routine written and verbal information to students and staff, including in group environments
· Proven ability to respond effectively in a pressurised environment to colleagues, students and other stakeholders

Planning, Organisation and Resource Management
Essential
· Demonstrates good knowledge of the role and its context.
· Effectively organises allocated work activities.
· Assists the organisation of non-standard work activities and events.
· Ability to initiate, plan and organise own programmes of work working to deadlines and agreed standards
· Resourcefulness and flexibility in ensuring workloads are delivered within deadlines and to agreed standards.

· Able to work well with minimum supervision.

Problem Solving and Initiative
Essential
· Solves simple problems and adapts to changing circumstances within established practices and procedures.
· Able to respond independently solve a range of problems by responding to varying circumstances, whilst working within the standard procedures.
· Capacity to contribute to solutions that continuously improve the service delivered
· Ability to confidently understand and resolve initial complaints and issues using standard procedures, escalating where appropriate.


[bookmark: Job_Hazard_Assessment]Job Hazard Assessment

A full health clearance is required for this role where any hazards marked “^”, using the agreed Occupational Health referral template available from here. Where a full health clearance is required, this will apply to all role holders, including existing members of staff.
[bookmark: Physical_Environment]Physical Environment
Working outside ^	.Not applicable
Not applicable
Exposure to noise levels >80dbA ^

Working with dust or fumes ^	Not applicable
Not applicable
Working with skin irritants ^

Working with chemicals (industrial or cleaning) ^	Not applicable
Not applicable[image: ][image: ]
Working in a confined space ^[image: ]

Working at height ^	Not applicable
Not applicable
Working with sewage ^

Contact with cytotoxins ^	Not applicable
Not applicable
Exposure Prone Procedure (EPP) work ^

Contact with clinical specimens or pathology work ^	Not applicable
Not applicable
Direct patient care or patient contact

Exposure to temperature extremes	Not applicable
Not applicable
Frequent hand washing

Ionising radiation	Not applicable

[bookmark: Psychological_and_Social_Environment]Psychological and Social Environment
Working shifts ^	Not applicable
Not applicable
Working nights ^

Lone working	Not applicable
Not applicable
Working with children

Exposure to persons with challenging behaviour	Not applicable
Not applicable
Working with larger groups


[bookmark: Equipment,_Tools_and_Machines]Equipment, Tools and Machines
Working with vibrating machinery or tools ^	Not applicable
Not applicable
Driving duties e.g. LGV, PCVs, forklift trucks ^

Food handling	Not applicable
Not applicable
Contact with latex


[bookmark: Physical_Abilities]Physical Abilities
Prolonged physical movements or actions e.g. walking ^	Not applicable
Constantly >60% Time
Prolonged Standing or Sitting ^

Moving or handling heavy loads ^	Not applicable

Not applicable
Repetitive pulling or pushing ^

Repetitive climbing (steps, stools, ladders, stairs) ^	Not applicable
Not applicable
Repetitive crouching, kneeling or stooping

Repetitive lifting	Not applicable
Not applicable
Fine motor grips (e.g. pipetting)

Repetitive reaching below shoulder height	Not applicable
Not applicable
Repetitive reaching at shoulder height

Repetitive reaching above shoulder height	Not applicable
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