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Job Description

Post title: Ask HR Officer
Date last updated/evaluated: September 2026
Author: Sam Quin 
[bookmark: _Hlk181889273]Standard Occupation Code:		Not applicable
School / Department:			Human Resources
Faculty / Directorate:			Professional Services
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 2b
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Ask HR Team Leader
Post line report(s):			Not applicable
Post base location:			Hybrid: Campus / Home - Highfield Campus

Job purpose: 	To operate a central service providing HR advice and guidance to University staff efficiently and effectively.
The post-holder will be the first point of contact for all HR queries and seek to resolve, direct the customer to raise an HR request, provide education or escalate the query as appropriate.
The post-holder will usually be required to work at Highfield campus 2-3 days per week to support the in-person service (and at any other times as required).

Key accountabilities and indicative time allocation:
1. 15%
Triage and assignment of all Ask HR tickets, emails, calls, and in-person enquiries to the relevant team, via effective and competent use of ServiceNow and telephony systems 
2. 55%
First line resolution of HR queries in line with SLAs by providing policy information and advice, educating staff, or signposting customers to raise an HR request.  Queries are addressed via ServiceNow, calls, or in-person. Where first resolution is not possible due to complexity, escalation to Team Leader / Ask HR Manager or specialist HR teams. 
3. 10%
Conduct in-person right-to-work checks and DBS identity checks. 
Print and distribute ID cards for staff, casual workers and visitors.
4. 10%
Identification of areas for improvement in HR processes or gaps in information on the HR website and in HR policies and contribution to improvements. 

5. 5%
Contribution to the on-going review and improvement of HR operational processes ensuring the delivery of a customer focused, value added service.
6. 5%
Any other duties as allocated by the line manager following consultation with the post holder.

Internal and external relationships:
Other members of the department/University staff.
External customers 




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
· Practical knowledge and experience working within an HR or customer services department.  Practical knowledge may have been gained through some or all of the following:
· Relevant work experience
· 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.
· Proficient in the use of Microsoft Office applications, particularly Outlook, Word and Excel.
Desirable
· HR-related qualification 
· Broad HR generalist knowledge across all subject areas 
· Proven ability to of provide high quality HR advice to customers
· Experience of using an HR/Payroll database system (such as ResourceLink) and/or online tracking, ticketing or recruitment systems
· Experience of working in a generalist or customer advisory role within the HR department of a large, complex organisation
· Awareness of relevant employment legislation related to the role 

Teamwork and Communication
Essential
· Contributes to team effectiveness by sharing information and supporting others.
· Explains procedures and provides assistance to others.
· Seeks and clarifies detail as required.
· Ability to adapt well to change and service improvements
· Ability to cope well under pressure, during periods of peak workload
· Able to seek and clarify detail to understand customer needs
· Experience of providing advice on policies and processes to colleagues or customers
· Ability to deal with sensitive information in a confidential manner

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 work effectively with minimum supervision
· Able to assess urgency and impact and prioritise accordingly whilst adhering to SLAs

Desirable
· Experience of working in a high-volume customer service role with proven ability to meet SLAs

Problem Solving and Initiative
Essential
Solves simple problems and adapts to changing circumstances within established practices and 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 ^							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
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