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Job Description

Post title: Head of Business Support
Date last updated/evaluated: April 2026
Author: Philippa Patterson 
School / Department:			Professional Services
Faculty / Directorate:			Estates and Facilities
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 5
ERE Pathway (if applicable):		Not applicable
Post reporting to:			To be confirmed
Post line report(s):	Customer Service Administrator, Business Support Administrators, Maintenance Coordinator, Executive Assistant, Training Coordinator
Post base location:			Hybrid – Campus (Highfield) and Home

Job purpose: 	To lead the development and provision of consistent, integrated, coordinated, responsive and proactive business, information and communication support services across all Estates & Facilities functions and activities.

Key accountabilities and indicative time allocation:
1. 25%
Lead and manage the provision of integrated, coordinated, flexible, responsive, proactive and consistent support, information and communication services across all Estates & Facilities functions and activities including:
· Customer Service – Helpdesk & Enquiry Handling (Transport & Parking)
Lead the Transport and Parking helpdesk to deliver consistent service standards and manage performance and escalations.

· Training Coordination - Coordinate mandatory and role￼specific training to ensure compliance, capability, and audit readiness.

· Centralised Office Support, Data & Reporting - Lead central business support and information services, ensuring efficient processes and reliable management reporting.

· Executive Business Support - Provide high￼quality executive and governance support to the Executive Director and Senior Leadership Team.

· Maintenance Coordination (Reactive & PPM) - Coordinate reactive and planned maintenance activity to ensure timely delivery, compliance, and accurate records.

2. 15%
Provide proactive team management, leadership and resource planning capability
· Manage and resource plan the support teams/functions to ensure optimum cover and response to changing priorities and circumstances. 
· Lead a continuous review of support staffing structures, roles and working arrangements to optimise efficiency and effectiveness; identify training and development needs/opportunities to improve flexibility and resilience of service e.g. the capacity and capabilities to cover key roles/functions.
· Manage the implementation of associated change.
· Lead staff recruitment and development.

3. 15%
Business Support management
· Lead the provision of business support services, ensuring consistently high standards of executive support to E&F Leadership Team and senior management, professional helpdesk/customer services operations and efficient administrative support to all E&F teams.
· Optimise efficiency through flexible, responsive, proactive working practices and processes.
· Provide “expert user” IT and process support and advice.

4. 10%
Systems and Processes
· Lead a continuous review of internal systems, procedures and processes to ensure consistency, identifying opportunities for change and improvement.
· Lead the development of an E&F Brand and house style through consistent, high standard documentation, templates and reporting formats.
· Lead the effective communication and instruction of process changes across E&F departments.
· Drive a culture of customer service best practice, developing effective and collaborative relationships with key stakeholders, and managing business expectations.
5. 10%
Communication 
· Lead the development of E&F Internal Communication Strategy
· Lead the development of E&F web design and content; optimise the use of SharePoint and other central databases. Ensure that the web pages and internal communication sites are well maintained and kept up to date.
· Provide support to E&F Leadership Team in the design of presentations and reports.
· Lead the planning and coordination of E&F led events.

6. 10%
Governance & Secretariat Support
· Manage and coordinate internal E&F governance procedures in line with established E&F management boards and meetings. 
· Ensuring the timely collation of reports and papers; quality check reports for consistency and accuracy, initiating amendments where necessary.
· Act as Secretariat for all E&F Leadership Team business, strategy and other planned meetings together with ad hoc meetings convened to address specific issues as they arise.

7. 10%
Contribute to the wider work of the Directorate or University through effective participation and collaboration in working groups and committees (e.g., project boards, self-assessment teams, Equality, Diversity and Inclusion committees, etc.)

8. 5%
Any other duties as allocated by the line manager following consultation with the post holder.


Internal and external relationships:
· Departmental and University senior management
· E&F Leadership Team
· Estates and Facilities Campus Operations and Engineering teams
· CAFM Team
· Other members of the department/University staff
· External suppliers and customers
· UoS Communications team(s)
· UoS IT and systems team(s)
· Professional Services departments

Special requirements:
· Hybrid working arrangement, with regular on‑campus presence at Highfield Campus as required to support user needs and system administration activities.
· Must comply with University information governance, data protection and digital security requirements due to handling controlled system access for internal and external users.



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
· Well-rounded theoretical knowledge and understanding of the required professional or specialist discipline, accompanied by extensive practical and/or managerial experience. 
· The required level of knowledge and understanding will normally have been gained through some or all of the following: 
· Considerable work experience, ideally accredited through registration with a relevant professional body. 
· Vocational training in modern workplace tools such as Microsoft Office 365, Power Apps and Sharepoint
· Formal qualification(s) equivalent to Level 7 of the Regulated Qualifications Framework e.g. master’s degree, postgraduate certificate, diploma or Level 7 award, certificate, diploma. 
· Skill level equivalent to achievement of a professional qualification or postgraduate degree in programme or commercial assurance/management
· Proven leadership experience in a range of demanding and influential roles.
· Experience of leading the provision of comprehensive, integrated business support services in a complex organisation.
Desirable
· Experience of working in an environment with similar characteristics (estates, processes, stakeholders) to those found at the University.
· Experience of developing communication strategy
· Experience of complex data/information/records management
· Membership of relevant professional body such as APM, RICS, ICE etc.
· PRINCE2 or similar project management qualification.


Teamwork and Communication
Essential
· Able to establish and build major relationships with key stakeholders.
· Able to use influence to develop positions or strategies.
· Effectively manages team dynamics, creating an environment that engages and motivates others.
· Provides expert advice, guidance and recommendations on complex issues.
· Fosters and maintains working relationships within the department and wider University.
· Uses persuasiveness and positively influences others to achieve outcomes.
· Ability to lead and manage change through an organisation
· Self-motivated and enthusiastic attitude, able to generate ideas and opinions to help form specific work plans.


Planning, Organisation and Resource Management
Essential
· Plans and manages significant new projects or work activities, ensuring plans complement wider strategic plans.
· Appreciates University priorities and applies these in managing work.
Desirable
· Demonstrable experience of planning and delivering administrative projects

Problem Solving and Initiative
Essential
· Formulates development plans to meet current and future skill requirements.
· Able to develop innovative solutions and practical implementations for strategic change.
· Uses initiative, professional and/or specialist judgement and originality to resolve problems and develop revised policies and procedures, where required.
Desirable
· Demonstrable evidence of self-motivation and positive approach with a strong commitment to achieving personal and team success.




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								Occasionally <30% Time
Working with children							Not applicable
Exposure to persons with challenging behaviour			Occasionally <30% Time
Working with larger groups						Occasionally <30% Time

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	 ^					Not applicable
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]
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