[image: Logo

Description automatically generated with medium confidence][image: ][image: ][image: ][image: ]                                                		
JOB DESCRIPTION

POST: 	Student Hub Officer (York Campus)

REF:	

DEPARTMENT: 	Student Hub, Student and Academic Administration

GRADE:	5

REPORTING TO:		Student Hub Manager (Deputy manager where applicable)

SUPERVISORY RESPONSIBILITY:	Potential for: Student Ambassadors & Graduate Interns

JOB PURPOSE:

The Student Hub was a new initiative for York St John, launched in late July 2025. The Student Hub operates via a hub-and-spoke model and provides one central point of contact for students wishing to access a variety of University services from accommodation or finance to wellbeing, visa, and IT queries. The HELP Team sit at the centre of the Student Hub and provide a front line and second line support for students, referring out to 26 University teams when a third line of support is needed using our case records management (CRM) system. 

Two Student Hubs are in operation; one at the York Campus, and one at the London Campus, and whilst front of house provision is managed by the local team, all HELP Team staff will work across York and London cases. 

HELP staff will be enthusiastic, motivated, and eager to help support students throughout their journey at York St John. They will be prepared to offer guidance on a wide range of queries relating to all third line teams comprising the Student Hub; will show campus-wide expertise; and will be prepared to update their knowledge as needed to support the range of queries that changes across the full academic year.

All HELP Staff will manage student queries through our digital CRM portal, in-person queries, and via inbound calls. HELP Staff will also make outbound support calls to students at key points in the year. Officers will also provide support to the adviser team on complex case management, take ownership of complex cases where appropriate, deliver team training, and will lead on relationship building and knowledge acquisition with third line teams, and will take on project work to improve the Student Hub provision of service. 

Due to the nature of this role HELP staff are expected to work from the York campus either on the front desk or in one of the Hub offices.  Requests for agile working cannot be supported. Occasional travel to the London campus may be required.

DUTIES AND RESPONSIBILITIES:

Principal Duties:

1. Act with autonomy and authority when making decisions and model positive behaviours through the provision of excellent customer service. 

2. To adopt and promote a positive mindset in embracing change and be able to inspire other colleagues to embrace this change.

3. Showcase a strong level of teamworking. Collaborate with colleagues across the University, sharing information and supporting colleagues to ensure the effective and consistent application of processes and provision of appropriate support to students.

4. Create and promote an inclusive environment that welcomes and supports all students.

5. Assist the Student Hub Manager and Deputy Manager to deliver a professional, high-quality, effective service to all users of the Student Hub against agreed Service Level Agreements and quality standards, with a particular emphasis on the student journey.  This includes offering effective advice and feeding into process reviews.  

6. To manage and resolve complex and multi-faceted student cases as needed, supporting advisers if they need assistance, making judgement calls for particular student queries. Demonstrate a positive attitude towards delivering exemplary customer service.

7. Proactively triage Level 2 student issues and support students to navigate specialist support services where necessary, working closely with colleagues across the institution. Seek to resolve a high proportion of issues through targeted 1:1 confidential support, arranging appointments with students where necessary, and seeking input from managers in extreme cases where a higher risk has been identified.

8. Be an expert in managing difficult conversations with students, being able to clearly and concisely explain next steps if a student query requires further support from third line expert teams. This will include dealing with any cases highlighted within the CRM system through the use of keyword notifications.

9. To deliver specialist learning and development to the rest of the team to enhance the overall customer service output from the Student Hub.

10. Show a highly detailed understanding of the end-to-end student lifecycle for all students. This will involve strong understanding and knowledge of all teams that deal with student queries, as well as being an expert in policy and procedural practices which underpin these teams. 

11. Evidence a detailed understanding of all student-facing regulations, procedures and policies to provide a source of advice, query resolution, and signposting for students as appropriate.

12. Collate, present, analyse and interpret data and information from the Student Hub CRM dashboard as and when required by the Student Hub manager, to inform current state and future improvement of the Student Hub’s operating model, and be prepared to lead on presenting data analysis to other stakeholders.. Officers will suggest process improvements to the operating model to Hub management as appropriate.

13. Support students’ empowerment through encouraging and directing to self-help referral through the Student Hub’s knowledge base library.  

14. Be an expert user of the University’s CRM system (Dynamics). 

15. Be an expert user of the University’s Student Records System (SITS).  

16. Provide proactive advice and guidance to facilitate student retention and enhance student satisfaction, working closely with other professional services staff and student facing directorates.  

17. Be able to manage the production and maintenance of documentation and guidance materials for the Student Hub knowledge base, as well as identifying areas for improvement and development. Where necessary, liaise with third line teams to update documentation they own. Be proactive in initiating these conversations and chasing where required.

18. Support and assist with University activities and events such as enrolment and induction, graduate shows, and graduation ceremonies as and where possible

19. Assist the Student Hub manager with process improvements and projects, as required, to promote an ethos of continuous improvement, 

20. Be able to report back on progress of project work with a high level of detail and accuracy, including review and analysis of interaction data where necessary.

21. To work with third line teams as a HELP Team Champion. Developing strong working relationships between the HELP team and the third line teams who form the Student Hub, undertaking elements of project work to support continuous development and collaborative working to improve student and staff experience.  
Plus
· Any other duties as may reasonably be required.
· Ensure that the highest standards of professional performance are maintained.
· Ensure compliance with relevant legislation and statutory codes of practice, as advised.
· Participate in the arrangements for performance review.
· Ensure that professional skills are regularly updated through participation in training and development activities.
· Ensure all University policies are implemented within the remit of this post.

HEALTH & SAFETY

Under the Health & Safety at Work Act 1974, whilst at work, members of staff must take reasonable care for their own health and safety and that of any other person who may be affected by their acts or omissions. 


This is not a comprehensive definition of the post. Postholders are expected to undertake any work that comes with the remit of the post’s main objective. This job description will be kept under review and may be changed at any time subject to consultation with the postholder.





PERSON SPECIFICATION		

POST TITLE:			Student Hub Officer 
SCHOOL / DEPARTMENT:	Student Hub, Student and Academic Administration

The Person Specification focuses on the knowledge, skills, experience and qualifications required to undertake the role effectively. 
Education & Training 

	The postholder should be able to demonstrate:
	Requirement is:
	Assessed by:

	A minimum of 5 GCSEs or equivalent at Grade c/4 or above
	Essential
	Application

	Education to degree level or other equivalent experience
	Desirable
	Application 


Knowledge & Experience 
[bookmark: _Hlk81321202]
	The postholder should be able to demonstrate:
	Requirement is:
	Assessed by:

	Experience of working in an administrative role in the UK higher education (HE) sector
	Desirable 
	Application

	Excellent standard of digital literacy with standard software (e.g. MS Office) and ability to quickly learn new systems
	Essential
	Application

	Experience of working with a student record system (e.g. SITS) or equivalent relational database 
	 Desirable
	Application

	Experience of working with a customer relationship management (CRM) system 
	Desirable
	Application & Interview

	Experience in professional communication with colleagues and customers 
	Essential
	Interview

	Experience of triaging and managing complex queries and issues
	Essential
	Interview

	Experience of working in a customer service focussed environment
	Essential
	Interview



Skills & Attributes

	The postholder should be able to demonstrate:
	Requirement is:
	Assessed by:

	Attention to detail, to maintain accurate and reliable information 
	Essential
	Interview

	Excellent interpersonal skills enabling communication with students and colleagues at all levels 
	Essential
	Interview

	Excellent written communication enabling clear articulation and enabling the production of documents to a high standard   
	Essential
	Interview

	Excellent organisational skills with proven ability to manage conflicting priorities and work to deadlines 
	Essential
	Interview

	Ability to maintain a high level of confidentiality and discretion 
	Essential
	Interview

	Excellent team worker with the ability to work unsupervised, being able to support colleagues as and when required.
	Essential
	Interview

	Confidence to bring forward ideas for development and continuous improvement 
	Essential
	Interview

	Competence to evaluate practices/processes and adapt to, or develop, new ways of working 
	Essential
	Interview

	Experience of managing competing deadlines and demands, and being able to deliver under time pressures.
	Essential
	Interview


The Leading in York St John Framework 
 
YSJ is my University, I choose to be here, and I show my commitment by contributing to its long-term success. This Framework is used in our Recruitment & Performance Development Reviews, please take these into consideration when making your application and in your role. 
 
	Performance and Accountability 
	We hold our people, and ourselves, accountable for delivering the University Strategy 

	Leading the Organisation 
	We help the organisation, and our teams, to navigate change, complexity and uncertainty 

	Integrity, Trust 
and Inclusion 
	We demonstrate YSJ values and leadership behaviours in our professional approach 

	Communication 
and Collaboration 
	We collaborate across our leadership community, supporting each other in achieving our University Strategy 

	Support and 
Wellbeing 
	We show genuine care for our people and foster a positive culture of wellbeing 




Special Features
This post will be 100% campus based.
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