




JOB DESCRIPTION
Student Advice & Support Assistant – OHPS3























	1. ROLE SPECIFICS

	Job Title:
	Student Advice & Support Assistant – OHPS3

	Grade:
	Enter Grade as per the career framework

	Reports to:
	Student Advice & Support Team Leader

	Location:
	Birmingham

	Department:
	QA Student Advice & Support Centre

	Vetting Requirement:
	Basic disclosure



	2. About the role

	What you’ll be doing
	As a member of the Student Advice & Support Centre (SASC), you will support the delivery of customer advice, support, and information services for all students contributing to an outstanding student experience.
The post-holder will work alongside a wider team acting as the first point of contact for all QA Higher Education students, handling a full range of student enquiries received (face-to-face, via telephone and virtually) and referring to more specialist teams where appropriate.

	Key Responsibilities
	· Support the SASC Team Leaders in ensuring the delivery of an excellent forward facing customer service for all centres. 
· Log and refer enquiries using various QAHE systems.
· Use initiative to resolve queries that have a readily available answer by reference to policy, past experience and/or where some discretion can be applied.
· Work to specific procedures to ensure a consistent and excellent customer service.
· Act as a more knowledgeable team member to resolve non-standard or complex queries or advise when to escalate. 
· Acting as the front line service for various student support related departments.
· Assist in various aspects of the service development as deemed appropriate.
· Responsible for ensuring that all enquiries are answered in a timely manner, that referrals are correctly made, and students are receiving consistent information.
· Use the Student Portal and FAQs developed within the SASC teams to answer and refer student queries.
· To support the enrolment of all new students providing a timely and seamless customer experience.
· To support with the induction and onboarding of all new students. 
· Providing first line Library services assisting with using the full range of learning resources and Library services. 
· Assisting with stock circulation, incl. issuing and returning book loans, and processing reservations and late return payments. 
· Shelving and tidying stock, maintaining the library environment conducive to learning. 
· Providing support to staff and students in using a VLE and other university systems. 
· Troubleshooting basic IT and facilities problems and referring the complex ones to appropriate services. 
· Develop and maintain a good working knowledge of partner university & QAHE policies and procedures to advise students. 
· Assist in monitoring Service standards.
· Undertake regular and mandatory training to ensure service excellence. 
· To facilitate activities throughout the academic year including new university initiatives based on University Strategy around Student Experience and Student Retention.
· Flexibility to work evening and weekend shifts where necessary.

	KPIs & SLAs
	· Customer service
· Accurate and professional level of administrative support
· Communication skills
· Positive student feedback
· Deliver to agreed timescales.
Team Performance 
Supporting colleagues and working as part of a team

	Key Working Relationships
	Internal
To collaborate with all staff within QA Higher Education
Build and maintain good working relationships with all internal colleagues i.e. Registry, Front Desk
External
Communicate in a friendly and professional manner with all students and prospective students.
Communicate professionally with all visitors.
Build strong relations with external representatives



	3. About You

	Your Competencies
1: Working Level 
2: Advanced Level
3: Expert Level
	Core 
Taking ownership – 1
Collaboration – 1
Continuous learning – 1
Attention to detail – 1
Role Specific 
Customer focus – 1
Creativity – 1
Resilience - 1
Self-motivated, with the ability to be proactive and take ownership.
Excellent interpersonal, written and verbal communication skills, with a strong ability to deal confidently and efficiently with junior and senior staff, and internal/external stakeholders.
Student focused, with the ability to achieve excellence in delivering planned and agreed levels of customer service.
Strong judgment and practical problem–solving skills under time constraints.
Ability to work well under pressure and maintain composure, while being able to recognise and understand others personal feelings, in complex and sensitive situations.
Ability to provide advice, including interpretation of how regulations and procedures need to be applied.

	Your Experience
	Essential
Demonstrable experience of working in a fast-paced customer service environment
Experience of responding to face-to-face, telephone and email enquiries
Experience of recognising the needs of individual customers and responding effectively
Experience of working within clear policies and procedures
Desirable
Experience working within an educational environment.
Knowledge of relevant systems, equipment, processes and procedures – including student data systems (for example Quercus, Salesforce, Heritage, CRM, and/or case management systems).
Understanding of the types of student support that are required – particularly the types of support needed for International Students.

	Your Knowledge
	High degree of IT literacy, to include proficiency in the use of Microsoft Office and customer databases

	Your Qualifications
	Willingness to learn and develop self.
Level 2 qualification or higher (equivalent to 5 GCSEs Grades A-C including English and Maths) and relevant professional experience

	What you’ll bring to QAHE
	Excellent customer service and a focus on student experience.
A positive and calm manner.
Ability to use own initiative and judgement to resolve problems independently.
Ability to contribute towards continuous improvement to develop service.
Ability to understand and resolve challenging customer enquiries and issues with confidence.
Ability to communicate with customers from diverse cultures and backgrounds effectively.
Ability to apply a consistent approach to problems and make consistent decisions based on guidelines and procedures.




	4. WORKING AT QA HIGHER EDUCATION

	QAHE is a private UK higher education provider working in partnership with UK universities to recruit to and deliver a range of programmes from foundation level to undergraduate and postgraduate degrees. We currently teach over 17,000 students from all over the world. 
We work with our partner universities cover course subject areas including Accountancy, Business, Computing, Cyber, Digital Marketing, Events Management, Project Management and Web Development all delivered in city centre locations.
We believe everyone should be given access to outstanding higher education and our aim is to make that possible.
QAHE is committed to safeguarding and promoting the welfare of children, young people and adults with care and support needs. We hold the expectation that all staff share this commitment in creating a safe and inclusive environment and as an organisation, we comply with relevant legislation and best practices in safeguarding.
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