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Job Description
Post title: Student Hub Team Leader
Date last updated/evaluated: January 2026
Author: Lilly Cooper
School / Department:			Student Administration and Academic Affairs (SAAA)
Faculty / Directorate:			Student Experience Directorate (SED)
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 4
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Head of Student Hub
Post line report(s):			Student Hub Coordinators and Student Hub Advisors
Post base location:			Campus : Southampton and Winchester

Job purpose: 	To support the Head of Student Hub by leading and managing the performance of Student Hub staff, ensuring the delivery of efficient, high quality services that meet internal and external quality standards and budgetary requirements. The role ensures that all activities are delivered in a timely and effective manner, fostering a culture of continuous improvement and operational excellence. 
Acting as a representative and champion of the Student Hub and wider Directorate, the post holder builds strong, collaborative relationships across the University and with external partners, promoting innovative, forward thinking and collegiate ways of working that support the Directorate's vision and University Strategy. 
The role also includes deputising for the Head of the Student Hub as required, providing leadership presence, decision making and operational oversight to ensure the delivery of the Student Hub service. 

Key accountabilities and indicative time allocation:
1. 30%
Lead staff development and team performance through effective business planning to ensure the Student Hub delivers a student‑centred service across all channels and locations. Work closely with stakeholders to anticipate service needs, streamline processes, and ensure queries are resolved promptly and effectively. Set clear objectives and priorities, providing regular guidance and feedback so staff are empowered to deliver the service to a consistent standard. Monitor progress through structured one to ones and the annual review cycle, and promote a collaborative culture focused on continuous improvement and exceptional service outcomes. 
2. 15%
Work with the Head of Student Hub to undertake detailed statistical analysis of all available service information, using insights to inform procedural and process reviews and to identify areas of concern or success. Apply this evidence to support informed decision making.
Responsible for effective budget monitoring of staff and non-staff costs. Support the Head of Student Hub with regular resource planning, review, and financial forecasting to ensure the service operates within agreed budgetary parameters. Provide informed recommendations on resource allocation, and contribute to the development of cost effective approaches that maintain service quality while ensuring financial sustainability.  
3. 15%
Actively represent, promote and champion Student Experience Directorate within the University and externally, undertaking horizon scanning identify innovations, opportunities and external market influences that could inform future service development. 
4. 10%
Responsible for the attainment of service quality standards within area of responsibility (e.g. KPI’s, Ofsted, QAG, Matrix, Quest, UUKCoP, etc.) , identifying, communicating and implementing relevant policy and procedural changes across the team.
5. 10%
To regularly engage and liaise with internal and external stakeholders to ensure meaningful consultation and feedback is captured, contributing to the ongoing development of the Student Experience Directorate’s vision, policy frameworks, procedures, and service delivery.  
6. 10%
To lead the formulation and delivery of Student Experience Directorate strategy and action plan, taking responsibility for its full implementation, and ensuring staff are actively engaged in meaningful reflection and critical review.  
7. 10%
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  
•	All Student Experience Directorate  
•	All Professional Services  
•	All Faculties  
•	Office of the Vice Chancellor  
 External  
•	Students’ Union  
•	National Governing/Professional Bodies  
•	Members of the Public/Community Groups  

Special requirements:
The post holder is expected to work flexibly to support service delivery. This may include occasional evening or weekend work, as required.  
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.  
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[image: Shape].



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 
· Substantial and authoritative practical knowledge and experience in the required operational discipline, supported by general theoretical understanding. 
· The required level of knowledge and understanding will normally have been gained through some or all of the following: 
· Considerable work experience of working within a multi-skilled customer/client service environment 
· Vocational training 
· Formal qualification(s) equivalent to Level 5 or 6 of the Regulated Qualifications Framework e.g. foundation degree or degree with honours, or Level 5 or 6 award, certificate, diploma, NVQ. 
· Experience of managing and investigating formal complaints 
Desirable 
· General knowledge of the Higher Education (HE) environment 
· Experience of budget management and reporting  
· Ability to develop on-line resources  
· Able to understand cultural diversity   
· Ability to speak a second language  

Teamwork and Communication
Essential 
· Delegates and/or collaborates effectively, understanding the strengths and weaknesses of colleagues. 
· Works proactively with colleagues and other stakeholders, within and beyond the University, to achieve outcomes. 
· Communicates effectively to develop understanding and achieve cooperation. 
· Provides clear specialist advice, guidance and recommendations on complex issues. 
· Ability to communicate effectively and persuasively with peers and stakeholders to promote the interests of our students/graduates and enhance the University’s reputation.  
· Ability to elicit information to identify specific customer/client needs and to offer related proactive advice and guidance 
· Evidence of good networking and collaboration skills including maintaining good partnership working with a range of colleagues  
· Ability to prepare a variety of detailed written and/or verbal information clearly and concisely to a variety of stakeholders  
· Able to ensure staff are clear about changing work priorities and service expectations through regular communication and engagement  
· Able to champion the work of the department with confidence 

Planning, Organisation and Resource Management
Essential 
· Plans and progresses a range of work activities within broad professional guidelines and established University policies and procedures. 
· Formulates development plans to meet current skill requirements. 
· Ability to initiate, plan and organise a range of one’s own and a team’s work efficiently and effectively against organisational goals and staff development needs  
· Ability to forward plan and review resource and delivery requirements for the team  
· Able to seek opportunities to progress a broad range of activities within professional guidelines  
· Able to meet measurable long, medium and short term goals  
· Actively participate in planning sessions to maximise personal and team performance  

Problem Solving and Initiative
Essential 
· Develops detailed understanding of long-standing and/or complex problems and applies professional knowledge and experience to resolve them. 
· Demonstrates an awareness of principles and trends in a professional or specialist field and awareness of how this affects activities in the University. 
· Proven ability to develop and share innovative approaches to work processes in line with changing organisational or legislative requirements  
· Proactively respond to events to achieve goals  
· Ability to identify business critical issues and manage resources towards business goals.  
· Able to identify and apply creative solutions 



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 ^							Not applicable
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 ^							Not applicable
Working nights ^							Not applicable
Lone working								Not applicable
Working with children							Not applicable
Exposure to persons with challenging behaviour			Not applicable
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 ^		Not applicable
Prolonged Standing or Sitting	 ^			              	Constantly >60% Time
Moving or handling heavy loads ^					Not applicable
Repetitive pulling or pushing ^					Not applicable
Repetitive climbing (steps, stools, ladders, stairs) ^			Not applicable
Repetitive crouching, kneeling or stooping				Not applicable
Repetitive lifting							Not applicable
Fine motor grips (e.g. pipetting)					Not applicable
Repetitive reaching below shoulder height				Not applicable
Repetitive reaching at shoulder height				Not applicable
Repetitive reaching above shoulder height				Not applicable

[bookmark: _Hlk187231256]

2

2

image1.png
University of
@Southampton




image2.png




image3.png
. S
b = e
Y RSININS

e Ui IEIrSH
J\/’ .
S eling

o
®)

=
L‘ .y

\ /—\

—
e )\\\//

n





  1    

 

    Job Description   Post title:   Student Hub Team Leader   Date last updated/evaluated:   January 202 6   Author:  Lilly Cooper   School / Department:       Student Administration and Academic Affairs (SAAA)   Faculty / Directorate:       Student Experience Directorate (SED)   Job Family:         Management, Specialist and Administrative (MSA)   Grade:           Level 4   ERE Pathway (if applicable):     Not applicable   Post reporting to:       Head of Student Hub   Post line report(s):       Student Hub   Coordinators   and Student Hub Advisors   Post base location:       Campus   :   Southampton and Winchester     Job purpose:     To support the Head of Student Hub by leading and managing the performance of   Student  Hub staff, ensuring the delivery of efficient,   high quality   services that meet   internal and  external quality standards and budgetary requirements. The role ensures that a ll activities  are delivered in   a timely   and effective manner, fostering a culture  of   continuous   improvement and operational excellence.     Acting as a representative and champion of the Student Hub and wider   Directorate, the post  holder builds strong, collaborative relationships across the University and with external  partners, promoting innovative, forward thinking and   collegiate   ways of wor king that  support   the Directorate's vision and University Strategy.     The role also   includes   deputising for the Head of the Student Hub as   required, providing  leadership presence, decision making   and operational oversight to ensure the delivery of the  Student Hub service.       Key accountabilities and  indicative  time allocation :   1.   30 %   Lead staff development and team performance through effective business planning to  ensure the Student Hub delivers a student - centred service across all channels and  locations.   Work closely with stakeholders to   anticipate   service needs, streamline processes,  and ensure queries are resolved promptly and effectively.   Set clear   objectives   and priorities,  providing regular guidance a nd feedback so staff are empowered to deliver the service to a  consistent standard. Monitor progress through structured one   to   ones and the annual  review   cycle, and   promote a collaborative culture focused on continuous improvement and  exceptional service outcomes.     2.   15 %   Work with the Head of Student Hub to undertake detailed statistical analysis of all available  service information, using insights to inform procedural and process reviews and  to   identify   areas of concern or success. Apply this evidence to support informed  decision  making.  

