
 
 

 

JOB DESCRIPTION     
 

 

SU PURPOSE: To represent, support and enhance the lives of University of Sheffield 
students. 

DEPARTMENT: Advice and Representation 

DEPT PURPOSE: To provide high quality advice and guidance and use our expertise to 
support student representation and drive changes in the student 
experience 

JOB TITLE:  
Advice Support Assistant 

REPORTING TO: Student Advice Centre Manager 

DIRECT 
REPORTS:     

 

N/A 

PURPOSE OF 
ROLE: 

To provide support to the service by dealing with lower level advice 
queries, assist reception to provide direction and support to student’s 
initial enquiry, whilst managing the appointment and diary system. 
 

IN PARTICULAR: 
 

1. Identify and understand the needs of students, provide accurate 
information, signposting and advice (up to an agreed level) 
 

2. Facilitate the smooth running of the service including diary 
management. 
 

3. Undertake administrative tasks to support the SAC including 
managing and answering email enquiries and co-ordinating cover for 
the reception desk. 

 

 
MAIN RESPONSIBILITIES KEY RESULT AREAS 

1.  Identify & understand the needs of students, provide accurate information, 
signposting and advice (up to an agreed level) 

 
to be the first point of contact for students seeking 
information, support, guidance and/or support 
from the student advice centre 

 students receive 
appropriate and effective 
support 

 high satisfaction with 
service 



 service is seen as 
approachable 

 
to assess the needs of students and appropriately 
provide accurate information, self-help support or 
signposting to appropriate services 

 students receive 
appropriate and effective 
support 

 students are able to access 
self-help materials 

 
to, where appropriate, provide support to resolve 
non-complex student issues 

 students receive 
appropriate and effective 
support 

 students are able to access 
self-help materials 

 
To work with colleagues from across the Advice & 
Representation Department to develop and design 
materials to support students to resolve their own 
problems 

 students receive 
appropriate and effective 
support 

 students are able to access 
self-help materials 

2.  Facilitate the smooth running of the service including diary management. 

 
to manage the flow of students through the 
student advice centre, ensuring that they receive 
the right level of support in a timely manner 

 students receive 
appropriate and effective 
support 

 cases are effectively 
prioritised to maximise 
resources 

 
to work with the Advice Centre Manager to 
manage advisers’ diaries to ensure that students 
can be seen in a timely manner 

 students receive 
appropriate and effective 
support 

 cases are effectively 
prioritised to maximise 
resources 

 
to ensure that those students deemed to need 
urgent support are provided with it 

 students receive 
appropriate and timely 
support 

3. Undertake administrative tasks to support the SAC including managing and answering 
email enquiries and co-ordinating cover for the reception desk. 

 
answering email enquiries in coordination with the 
relevant advisers 

 students receive 
appropriate and effective 
support 

 students are able to access 
self-help materials 



 students are enabled to 
deal with problems 
themselves 

 
to coordinate general communications to students 
and other stakeholders on behalf of the service 
through relevant media 

 students are aware of the 
service and all that it offers 

 students are able to access 
self-help materials 

 
To work with the Student Advice Centre Manager 
to ensure that administrative tasks in support of 
the service are completed, including the consistent 
staffing of the front desk function during all 
opening hours 

 students receive 
appropriate and effective 
support 

 high satisfaction with 
service 

4. General Duties 
 

Maximise the potential of effective internal 
communication. 

 Appropriate channels and 
targeted messaging is used 
to engage with the variety 
of audiences. 

 
Contribute to the positive image of SSU with 
students, University, other stakeholders and staff. 

 High satisfaction responses 
to surveys, NPS, awards 
etc. 

 
Work with colleagues to ensure a full effective 
service is provided at all times. 

 Maximum availability of 
services. 

 Embrace the culture of 
SSU and its values. 

 
Ensure personal knowledge and skills are updated 
to ensure effectiveness in meeting work 
objectives.   

 Evidence of attendance at 
training events, seminars, 
conferences etc. 

 Embrace change and 
development in positive 
manner. 

 
Is committed to promoting equality, diversity and 
inclusion, health and safety and sustainability 
issues. 

 Evidence of embracing 
these areas in a positive 
manner. 

 
Such other duties as may be reasonably prescribed 
by SSU, appropriate to the grade and 
responsibilities of this post. 

 Embrace all opportunities 
in a positive manner. 

 Willing to use new 
methods and approaches. 

 Enthusiastic towards 
changing circumstances. 

 Staff behaviours are 
demonstrated. 



 

WORKING HOURS & FTE: 14 hours (0.4FTE) Monday-Wednesday (to be agreed) 

SALARY RANGE/GRADE: £15,708 - £18,942 pro rata 

 

 

 

PERSON SPECIFICATION 

 

 

KEY: A = Application Form; I = Interview; R = References; X = Exercise; E = Essential; D = 
Desirable 

 
 

CRITERIA 

E 
/ 
D 

Assessed 
Via 

Specialist 
Skills:  

Understanding of the issues currently facing students at the 
University of Sheffield 

D I/A 

Ability to assess and prioritise the issues students present to 
the service with 

E I 

Ability to support in the development of proactive 
communications and materials to support students with 
frequently presenting issues 

E I 

General Skills:  Has excellent time management and organisational 
skills, with the ability 
to work under pressure and meet deadlines while 
maintaining attention 
to detail. 

E I/A 

Is self-motivated, able to work independently and use 
own initiative. 

E I/A 

Is passionate about continuous improvement and 
making a difference. 

E I/A 

Possesses excellent professional communication skills 
(verbal and written) and is personable in their approach. 

E I/A 

Strong IT skills including office packages and social 
media 

 
A 

Experience: Experience of leading a front desk, welcome or 
reception service 

 
A 

Experience of delivering and developing administrative 
processes to support effective service delivery 

 
I/A 



experience of diary management and scheduling 
 

I/A 

Attitude:  Commitment to work in line with our Staff Behaviours , 
Management and leadership framework (SHAPE) and in 
line with our Service Excellence standards (SEED). 

E I/A 

Is able to embrace change, encourage flexibility within 
the team and is realistic in their approach to work. 

E I/A 

Qualifications 
/  
Training:  

C grade GCSE in English & Maths, or equivalent 
professional experience 

E A 

Provides evidence of a strong record of development 
and is willing to undertake development related to the 
role or which supports Sheffield Students’ Union 
priorities. 

E A 

 

 

Staff Behaviours 

The following behaviours have been developed in line with our organisational strategy for staff to aspire to, and be measured against, as part of 
their annual performance review and ongoing development: 

 Delivers service excellence 

 Communicates effectively and works as a collaborative team 

 Builds strong working relationships 

 Demonstrates social responsibility, recognises ethical and environmental working and complies with legal requirements 

 Creates and maintains a ‘can do’ culture 

 Demonstrates financial awareness and optimises the use of resources 

 Demonstrates creativity and innovation 

 Demonstrates effective decision-making and problem-solving               
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