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Job Description

Post title: Customer Service Advisor
Date last updated/evaluated: September 2025
Author: Daniel Barnes
School / Department:			Residences, Sport & Community Services
Faculty / Directorate:			Estates and Facilities (E&F)
Job Family:				Community and Operational (CAO)
Grade:					Level 2a
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Assistant Customer Service Manager / 
Assistant Residences Manager                            
Post line report(s):			N/A
Post base location:			Campus : Halls of Residence

[bookmark: _Hlk187072310]Job purpose: 	
To provide information and signposting on a range of services enquiries received face to face, on the phone, via university systems, and by email to all customers including students, staff and visitors.
Responding to queries from internal and external customers, documenting interactions, and escalating to the most appropriate team to resolve the where required.
To undertake a variety of administrative and support processes, accurately maintaining all associated systems and records.
Support Residences to maintain a safe environment, ensuring they provide students with an outstanding customer experience.

Key accountabilities and indicative time allocation:
1. 20%
Responsible for providing a welcoming environment, attending to students, residents and other customers, and to provide advice and support.
2. 15%
Contribute to effective management of keys and fobs through completing key audits, stocktaking, issuing replacement keys/fobs to students, coordinating temporary lock processes, and issues keys/fobs to contractors, staff, and students.
3. 15%
Undertake a variety of routine activities and administrative processes in accordance with written procedures and standards within the team (e.g., post and parcel management), periodically completing additional tasks to support service critical processes (e.g., semi-regular facilities inspections), if required.
4. 10%
Respond to general enquiries through various communication channels, aiming to resolve them at first point of contact by providing information, signposting to relevant services, or referring to specialist teams when necessary.
5. 10%
Assist with fire alarm scenarios, carrying out a variety of tasks as required by the site team.
6. 5%
Utilise University systems and Microsoft Office programmes to create and revise documents, maintain and update information accurately, analyse data, and communicate with colleagues and external customers.
7. 5%
Manage own workload and time to effectively support with work activities, particularly during key periods of the year, including student arrivals, departures, and fire drills, being flexible with working hours to meet the business needs.
8. 5%
Responsible for secure handling of a variety of confidential items and personal data for students (e.g., post, keys, personal identification items), in accordance with UK GDPR and the University’s data protection policies and procedures.
9. 5%
Comply with all health and safety procedures and regulations, reporting any issues that are observed via the University’s incident reporting system. 
10. 5%
Engage with any training organised by the University as required for the role, including refresher training, to enable successful completion of the role, and support development.
11. 5%
Any other duties as allocated by the line manager following consultation with the post holder.

Internal and external relationships:
Internal:
· Student body
· All student services
· Professional Services
· Faculties

External:
· Students’ Union
· Higher Education Institutions
· HEFCE, UCAS, HESA, BIS
· Schools and Colleges
· Suppliers and Contractors
· Employers, landlords etc.
· National Governing/Professional Bodies
· Members of the public/Community




Special requirements:

· Undertake such tasks as are reasonably requested by Residential Services Management

· Work flexible shifts between 8am and 8pm, based on the site needs.

· The post holder is expected to work flexibly to provide support at peak weekends throughout the academic year. This will include weekend working for events such as open days, visit days and student departures and arrivals.

· Willingness to be flexible - rotate roles and responsibilities to increase breadth of experience

· Work within the bounds of the University’s Confidentiality Policy and the Data Protection Act

· Comfortable following manual handling training and guidelines when managing post and parcel deliveries.

· Agree to wear supplied uniform when working to present a professional corporate image. 


Person Specification – Skills and Competencies
[bookmark: _Hlk187230474]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
· Some 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 in a busy customer service environment
· Formal qualification(s) equivalent to Level 2 of the Regulated Qualifications Framework e.g. GCSE, NVQ2, or City and Guilds (with some relevant work experience).
· Demonstrate a sufficient knowledge of standard IT packages (e.g., Microsoft Office) and experience using workplace IT systems and processes.
· Produce clear, accurate, and concise written documentation
Desirable
· General knowledge of the Higher Education environment
· Experience working in a culturally diverse workplace

Teamwork and Communication
Essential
· Contributes to team effectiveness and efficiency by sharing information and supporting others.
· Explains procedures and assists others.
· Ability to adapt well to change and service improvements

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.
· Can plan own work schedule effectively, working independently when needed

Problem Solving and Initiative
Essential
· Can solve a range of problems by responding to varying circumstances, whilst working within standard procedures.
· Use own initiative to answer queries after training in standard procedures.


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.
Physical Environment
[bookmark: _Hlk181968470]Working outside ^							Not applicable
Exposure to noise levels >80dbA ^					Not applicable
Working with dust or fumes ^						Not applicable
Working with skin irritants ^						Not applicable
Working with chemicals (industrial or cleaning) ^			Not applicable
Working in a confined space ^					Not applicable
Working at height ^							Occasionally <30% Time
Working with sewage ^						Not applicable
Contact with cytotoxins ^						Not applicable
Exposure Prone Procedure (EPP) work ^				Not applicable
Contact with clinical specimens or pathology work ^		Not applicable
Direct patient care or patient contact					Not applicable
Exposure to temperature extremes					Not applicable
Frequent hand washing						Not applicable
Ionising radiation							Not applicable

Psychological and Social Environment
Working shifts ^							Constantly >60% Time
Working nights ^							Not applicable
Lone working								Frequently 30-60% Time
Working with children							Not applicable
Exposure to persons with challenging behaviour			Occasionally <30% Time
Working with larger groups						Not applicable

Equipment, Tools and Machines
Working with vibrating machinery or tools ^				Not applicable
Driving duties e.g. LGV, PCVs, forklift trucks ^			Not applicable
Food handling								Not applicable
Contact with latex							Not applicable

Physical Abilities
Prolonged physical movements or actions e.g. walking ^		Occasionally <30% Time
Prolonged Standing or Sitting	 ^					Constantly >60% Time
Moving or handling heavy loads ^					Occasionally <30% Time
Repetitive pulling or pushing ^					Not applicable
Repetitive climbing (steps, stools, ladders, stairs) ^			Occasionally <30% Time
Repetitive crouching, kneeling or stooping				Occasionally <30% Time
Repetitive lifting							Frequently 30-60% Time
Fine motor grips (e.g. pipetting)					Not applicable
Repetitive reaching below shoulder height				Frequently 30-60% Time
Repetitive reaching at shoulder height				Frequently 30-60% Time
Repetitive reaching above shoulder height				Frequently 30-60% Time



[bookmark: _Hlk187231256]Behaviours
Our Inclusion and Respectful Behaviour Policy describes the expectations of everyone who is a part of our community.
Our Southampton Behaviours (below) outline the responsibilities we each have in working collaboratively to achieve our University strategy.
Personal Leadership

 - I take personal responsibility for my own actions and an active approach towards my development.
 - I reflect on my own behaviour, actively seek feedback and adapt my behaviour accordingly.
 - I demonstrate pride, passion and enthusiasm for our University community.
 - I demonstrate respect and build trust with an open and honest approach.

Working Together

 - I work collaboratively and build productive relationships across our University and beyond.
 - I actively listen to others and communicate clearly and appropriately with everyone.
 - I take an inclusive approach, value the differences that people bring and encourage others to contribute and flourish.
 - I proactively work through challenge and conflict, considering others’ views to achieve positive and productive outcomes.

Developing Others

 - I help to create an environment that engages and motivates others.
 - I take time to support and enable people to be the best they can be.
 - I recognise and value others’ achievements, give praise and celebrate their success.
 - I deliver balanced feedback to enable others to improve their contribution.

Delivering Quality

 - I identify opportunities and take action to make improvements.
 - I plan and prioritise efficiently and effectively, taking account of people, processes and resources.
 - I am accountable for tackling issues, making difficult decisions and seeing them through to their conclusion.
 - I encourage creativity and innovation in others, to deliver workable solutions.

Driving Sustainability

 - I consider the impact on people before taking decisions or actions that may affect them.
 - I embrace, enable and embed change effectively.
 - I regularly take account of external and internal factors, assessing the need for change, and gaining support to move forward.
 - I take time to understand our University strategy and communicate this to others.
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