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	Student Services



Student Services provides a comprehensive and confidential welfare and support service for all students of the University, ranging from financial assistance, advising in disability and international issues, and specialised counselling and support.   The Unit is based over two central and ten outlying locations with one main front door – the Advice and Support Office (ASC) which it shares with two other units in the University – Registry and Student Finance.  

The unit offers an ever-increasing range of services to students very much led by student need. 

A high level of customer service is paramount in the daily working of the unit. The staff are all highly trained, have much localised knowledge as well as experience of external networks and legislation, and are committed to the vision of working together to help the students. 

Dr. Chris Lusk, the Director, oversees the unit structure and management and is assisted by her Deputy, Ailsa Ritchie and Assistant Directors, Rob Warren, Lara Meischke and Ruth Unsworth.  The unit employs 34 members of professional, support and clerical staff and 55 part time members of staff in the residences. The unit also employs over 50 personal helpers for primarily disabled students.

The present post will provide clerical assistance to all Student Services staff with particular emphasis on the reception position at Eden Court. You will be required to deliver a high quality, customer focused service to students and university colleagues by email, over the phone and face to face.
Whilst there are identified busier periods throughout the Unit, the service provided insists that members of staff are able to react to unexpected emergencies if they arise.  The team is therefore used to working closely together in an atmosphere of trust, and provide additional support to each other as and when necessary.  
The job description for this role is attached below.

	Job Description




	Job Title: 
Clerical Assistant
School/Unit: Student Services
Reporting to: Office Manager
Job Family: Managerial, Specialist & Administrative

	Working Hours: Hours as required
Grade/Salary Range: Grade 2/£15,356 per annum, pro rata
Reference No: BS2015
Start Date: when required



	Main Purpose of Role


To provide efficient clerical support in a busy customer service environment. You will be responsible for welcoming and signposting students, making appointments for students to see Support Advisers and answering general enquiries at the desk, over the phone or by email.  You will also provide clerical assistance and support to the professional staff, which will include accurate input of data to the University’s IT systems. You will have special aptitude for dealing with people in distress and offering a calm, warm welcome and, as a frontline member of staff, will maintain a positive attitude at all times.
	Key Duties and Responsibilities


1. Reception duties- to welcome and direct students and other visitors, make appointments and answer queries to student services in a prompt and efficient manner
2. Being the front face of the service being delivered from Eden Court

3. Occasionally the postholder will be asked to take over the role of one of the ASC secretaries when short-staffing or ASC staff cover is required.

4. Referral- to refer students appropriately within the service and the wider university: arranging appointments and managing the “hold” in the meantime, including further action needed to be taken by the student before the appointment. This requires knowledge of the range of services within the University
5. Assisting and referring members of University staff with queries relating to student matters
6. Accurate input of data relating to student visits and their information
7. Managing email accounts – answering basic queries and appropriate referral to other student services staff
8. Providing administrative support for the Advisory staff
9. General clerical duties such as producing letters, reports from Excel etc
Please note that this job description is not exhaustive, and the role holder may be required to undertake other relevant duties commensurate with the grading of the post.  Activities may be subject to amendment over time as the role develops and/or priorities and requirements evolve.  

	Person Specification 


This section details the attributes e.g. skills, knowledge/qualifications and competencies which are required in order to undertake the full remit of this post.  

	Attributes 
	Essential
	Desirable 
	Means of Assessment

(i.e. application form, interview, test, presentation etc)



	Education & Qualifications 

(technical, professional, academic qualifications and training required) 


	English qualifications to higher grade or equivalent
	
	Certificates

	Experience & Knowledge

(examples of specific experience and knowledge sought) 


	Experience of using IT systems and databases
Experience of working in a busy customer facing environment

Experience of reception work

Experience of working in a team
Experience of working in a caring environment: nursing, medical, social work.


	Experience of working in tertiary education

Experience of working in Student Services work – e.g. disability, finance advising, counselling etc. 
	Application form and interview

	Competencies & Skills

(e.g. effective communication skills, initiative, flexibility, leadership etc)   


	Accuracy in data processing
Excellent oral and written communication skills

Ability to work to deadlines

Flexible working
	
	Interview and test

	Other Attributes/Abilities 


	Approachable manner
Excellent telephone manner

Calm and empathetic

	Previous experience of working in a caring setting – eg as a receptionist in a  Counselling, Mental Health or GP setting
	interview


Essential Criteria – requirements without which a candidate would not be able to undertake the full remit of the role.  Applicants who have not clearly demonstrated in their application that they possess the essential requirements will normally be rejected at the short listing stage. 

Desirable Criteria – requirements which would be useful for the candidate to hold.  When short listing, these criteria will be considered when more than one applicant meets the essential requirements.  

	Other Information  


We encourage applicants to apply online at www.vacancies.st-andrews.ac.uk/welcome.aspx, however if you are unable to do this, please call +44 (0)1334 462571 for a paper application form.  

For all applications, please quote ref:   BS2015
The University is committed to equality of opportunity.

The University of St Andrews is a charity registered in Scotland (No SC013532).

	Obligations as an Employee   


You have a duty to carry out your work in a safe manner in order not to endanger yourself or anyone else by your acts or omissions.   

You are required to comply with the University health and safety policy as it relates to your work activities, and to take appropriate action in case of an emergency.

You are responsible for applying the University’s equality and diversity policies and principles in your own area of responsibility and in your general conduct.

You have a responsibility to promote high levels of customer care within your own area of work/activities.

You should be adaptable to change, and be willing to acquire new skills and knowledge as applicable to the needs of the role.  

You may, with reasonable notice, be required to work within other Schools/Units within the University of St Andrews.

You have the responsibility to engage with the University’s commitment to Environmental Sustainability in order to reduce its waste, energy consumption and carbon footprint.
	The University & Town 




Founded in the early 15th century, St Andrews is Scotland’s first university and the third oldest in the English speaking world. 

Situated on the east coast of Scotland and framed by countryside, beaches and cliffs, the town of St Andrews was once the centre of the nation’s political and religious life.

Today it is known around the world as the ‘Home of Golf’ and a vibrant academic town with a distinctively cosmopolitan feel where students and university staff account for more than 30% of the local population.

The University of St Andrews is a diverse and international community of over 10,500, comprising students and staff of over 120 nationalities. It has 8,200 students, just over 6,600 of them undergraduates, and employs approximately 2,540 staff - made up of c. 1,190 in the academic job families and c 1,350 in the non-academic job families.

St Andrews has approximately 50,000 living graduates, among them Former Scottish First Minister Alex Salmond and the novelist Fay Weldon. In the last 90 years, the University has conferred around 1000 honorary degrees; notable recipients include Benjamin Franklin, Rudyard Kipling, Alexander Fleming, Iris Murdoch, James Black, Elizabeth Blackadder, Tim Berners-Lee and Hillary Clinton.   

The University is one of Europe’s most research intensive seats of learning. It is the top rated university in Scotland for teaching quality and student satisfaction. In the Research Excellence Framework (REF) 2014 the University was ranked top in Scotland for quality of research output and one of the UK’s top 20 research universities.

St Andrews is consistently held to be one of the United Kingdom’s top ten universities in university league tables compiled by The Times and The Sunday Times, The Guardian and The Complete University Guide. In the 2014/15 Times and Sunday Times Good University Guide, St Andrews is ranked 3rd in the UK, behind only Oxbridge. The same guide has named St Andrews its Scottish University of the Year in 2013 and 2014. The University has eight times been named the top multi-faculty university in the UK in the National Student Survey – a direct reflection of the quality of teaching, assessment and facilities. In international and world rankings St Andrews scores highly for teaching quality, research, international outlook and citations. In the 2014 Times Higher Education World Rankings St Andrews is 14th in the world for International Outlook, 33rd for research and teaching in Arts and Humanities and 81st for Citations. It is ranked 111th overall in the Times Higher Rankings and 88th in the QS University World Rankings. 

Its international reputation for delivering high quality teaching and research and student satisfaction make it one of the most sought after destinations for prospective students from the UK, Europe and overseas. In 2012 the University received on average 12 applications per place. St Andrews has highly challenging academic entry requirements to attract only the most academically potent students in the Arts, Sciences, Medicine and Divinity. 

The University is closely integrated with the town. The Main Library, many academic Schools and Service Units are located centrally, while the growth in research-active sciences and medicine has been accommodated at the North Haugh on the western edge of St Andrews.

As the University enters its seventh century, it is pursuing a varied programme of capital investment, including the refurbishment of its Main Library and a major investment in its collections, the opening of a research library, the development of a major arts centre, the refurbishment of the Students’ Union, and the development of a wind-farm and green energy centre to offset energy costs.
