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Job Description: Professional Service Positions

	Faculty/Department:
	Academi Hywel Teifi

	Job Title:
	Information and Enquiries Assistant

	Department/Subject:
	

	Salary:
	Grade 4

	Hours of work:
	Full-time 

	Number of positions:
	1

	Contract:
	Fixed Term (Maternity Cover) 

	Location:
	This position will be based at Singleton Campus



	Background Information
	As Information and Enquiries Assistant you will provide the University’s initial response to general enquiries by members of the public. As such you will be the voice and face of Swansea University. You will play a pivotal role in addressing customer enquiries received through calls to the University’s switchboard or visits by members of the public, students and staff to Fulton House Reception on Singleton Campus. You will provide accurate information and further direct the customer towards the appropriate resources and support services available. We’re looking for a confident and resilient individual who takes pride in delivering excellent customer service using clear communication, provided in both English and Welsh. You will be motivated by teamwork as well as being self-motivated and will show a willingness and ability to always learn new information to aid customers. 


	Main Purpose of Post

	1. Operate as a welcoming and efficient first point of contact through the medium of Welsh and/or English for members of the public wishing to engage with the University either through visiting its main reception area on Singleton campus or through its phone line.  
2. Operate the University switchboard, providing clear, concise support to both external and internal callers as required, through the medium of Welsh and/or English.
3. Provide initial contact support or triage the requirements of members of the public, by providing information and solutions to their queries or be prepared to forward the customer enquiry to relevant teams.
4. Assist with Front of House activities as appropriate, including general enquiries about all University services available to students, staff and visitors.
5. Work collaboratively with a range of University teams to respond to queries raised by students, staff and members of the public, and work closely in particular with teams in Estates, Residential Services, Student Life and the Student Union.
6. Maintain a key internal contacts directory for academic faculties and professional services. 
7. Support the planning and delivery of key public events organised by Academi Hywel Teifi on behalf of the University.
8. Assist with bilingual social media and website content as required. 
9. To promote excellence in customer service.

	General Duties
	10. To fully engage with the University’s Performance Enabling and Welsh language policies.
11. To promote equality and diversity in working practices and to maintain positive working relationships.
12. To lead on the continual improvement of health and safety performance through a good understanding of the risk profile and the development of a positive health and safety culture. 
13. Any other duties as directed by the Director of Academi Hywel Teifi or their nominated representative expected within the grade definition.
14. To ensure that risk management is an integral part of your day to day activities to ensure working practices are compliant with the University's Risk Management Policy. 

	Professional Services Values
	All Professional Services areas at Swansea University operate to a defined set of Core Values - Professional Services Values and it is an expectation that everyone is able to demonstrate a commitment to these values from the point of application through to the day to day delivery of their roles. Commitment to our values at Swansea University supports us in promoting equality and valuing diversity to utilise all the talent that we have. 
We are Professional
We take pride in applying our knowledge, skills, creativity, integrity and judgement to deliver innovative, effective, efficient services and solutions of excellent quality

We Work Together         
We take pride in working in a proactive, collaborative environment of equality, trust, respect, co-operation and challenge to deliver services that strive to exceed the needs and expectations of customers.
We Care
We take responsibility for listening, understanding and responding flexibly to our students, colleagues, external partners and the public so that every contact they have with us is a personalised and positive experience.
Commitment to our values at Swansea University supports us in promoting equality and valuing diversity to utilise all the talent that we have.


	
Person Specification

	Essential Criteria:

Values:
· Demonstrable evidence of taking pride in delivering professional services and solutions
· Ability to work together in an environment of equality, trust and respect to deliver services that strive to exceed the needs and expectations of customers
· Demonstrable evidence of providing a caring approach to all of your customers ensuring a personalised and positive experience 

Qualification:
· General education to GSCE level or equivalent
Experience:
· Experience of working in a service environment, providing direct services to customers.
Knowledge and Skills:
· Excellent interpersonal and communication skills with the ability to be patient and understanding when handling a range of queries from students, staff and visitors. 
· A demonstrable enthusiasm and commitment to providing a high-quality service to customers and an interest in improving services to customers.
· Ability to provide clear answers to technical questions and to help users understand systems and processes.
· Proven ability to work in an organised fashion, within deadlines and under pressure.
· Proven ability to work as a member of a team or independently.
· Competence in using computer equipment and understanding standard PC applications such as Microsoft Office, e-Mail, Internet and social-media.
Welsh Language:
Ability to communicate in English and Welsh, as follows:

Spoken - The ability to hold an extended conversation with a fluent speaker on a familiar topic, e.g. interests or work. Express a view and exchange information on a range of topics to do with everyday life, e.g. hobbies, travel or immediate work-related topics

Written – The ability to write very simple phrases or sentences about yourself or others. Pass on a simple message or make a simple request, e.g. by e-mail

Listening – The ability to follow most conversations or discussions, even on topics you’re not familiar with. Understand most TV and radio programmes for first language speakers

Reading – The ability to understand messages about everyday things, and some very basic letters or e-mails, e.g. asking for something, or asking to pass an message on. Understand short pieces of texts.

Desirable Criteria:

· Higher or IT related qualifications or extensive experience in any related areas.
· Previous experience of working in higher education or further education, in a Media, IT or switch-board capacity, or previous experience of working in a contact centre environment.
· Experience in supporting a variety of software applications.

	Additional Information
	Informal enquiries to Lynsey Thomas l.a.thomas@swansea.ac.uk 
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