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Job Description

Post title: Residential Services Reception Assistant
Date last updated/evaluated: January 2025
Author: George Palmer-Bailey

School / Department:			Residential Services
Faculty / Directorate:			Residences, Sports, and Community Services
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 1b
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Assistant Manager (L3)
Post line report(s):			Not applicable
Post base location:			Campus : Office-based 

[bookmark: _Hlk187072310]Job purpose: 	

To support the site reception with post handling and reactive activities such as lock-outs and fire alarms
To provide information and signposting on a range of service enquiries received face to face, on the phone and by email to all customers including students, staff and visitors.
To undertake a variety of administrative and support processes, accurately maintaining all associated systems and records

Key accountabilities and indicative time allocation:
1. 45%
To process, register and issue post and parcels coming into reception for students in residence
2. 15%
Be responsible for welcoming and attending to students and other customers, undertaking monitoring of service usage and location in accordance with procedures and reporting requirements.
3. 15%
Undertake a variety of routine activities and administration processes in accordance with written procedures and standards within the team.
4. 5%
Provide information about and signposting towards services or deal with general enquiries within the University, referring the enquiry on to a specialist service for resolution if required.
5. 5%
Make accurate and effective use of computerised office systems to create and revise documents, record all interactions and interpret routine data.  
6. 5%
Responsible for the secure handling and administration of a variety of confidential items (e.g. post, passports, keys) for customers.
7. 5%
Respond to emergency/first aid situations fulfilling particular role as necessary.
8. 5%
The post holder is expected to plan own work activities to contribute to the achievement of departmental objectives and maintain and/or improve efficiency.
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
· Office of the Vice-Chancellor
External 
· Students’ Union
· HEI 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.
The post holder is expected to work flexibly to provide services to a range of customers.
· Agree to work within the overall section that has a zero-tolerance attitude towards cash/income discrepancies.
· 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 with the physical aspect of post and parcel handling.
· Agree to wear supplied uniform when working to present a professional corporate image.  






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.
Qualifications, Knowledge, and Experience 
Essential

· Basic spoken and written English. Basic numeracy. 
· Job-specific knowledge gained through on-the-job training. 
· Some relevant work experience and/or training may be beneficial, and role holder may have formal qualification(s) equivalent to Level 1 of the Regulated Qualifications Framework e.g. GCSE grades 1-3 or grades D-G, or Level 1 award, certificate, diploma, NVQ. 
· Experience of working in a busy customer service environment
· Experienced in using computer packages (e.g. Microsoft Office suite)
Desirable
· General Knowledge of Higher Education Environment
· Experience of handling money or other financial transactions


Planning and Organising 
Essential
· Carries out tasks to the time and standard required. 
· Applies a basic knowledge of established practices and procedures. 

Problem solving and initiative
Essential
· Displays awareness of customer needs. 
· Solves basic problems by following established practices and procedures. 


Teamwork and Communication 
Essential
· Works collaboratively with the team. 
· Provides and obtains basic information and assistance. 
· Shows flexibility and adaptability to new ideas and approaches. 
· 

Other Skills and Behaviours – 
Desirable
· Able to understand cultural diversity 
· Ability to speak a second language 

Special Requirements 
Essential
· Working hours include rota pattern to cover opening hours, occasional evening and weekend working 
· Willingness to rotate to other areas of Residential Services to broaden depth and knowledge of experience 
· Willingness to learn and develop knowledge
· Ability to handle confidential enquiries and data and abide by Data Protection policy. 



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