	Date:

	Aug 2025 


          

JOB DESCRIPTION & PERSON SPECIFICATION

	Post title:
	1st Line Support 

	Post number
	

	Faculty/Service:
	Knowledge & Digital Services

	DBS check required:
	N

	Employee Category:
	Professional Services

	Grade:
	4

	Post responsible to:
	Team Leader Support and Learning Spaces


	Post/s responsible for:
	None





	Job purpose

	
To deliver and support all in-person first point of help and support to students, staff and visitors across the Knowledge and Digital Services touch points. In person at an Enquiry desk, online via chat, email, telephone or other new modes implemented which may include any implementation of a “one Stop Shop” across the University. 




	Main duties and responsibilities

	Deliver high quality enquiry services, irrespective of mode, across all sections of the Department.  Our enquiries cover areas of IT, Library and Multi-media equipment.

	Take responsibility for the service area working closely with senior staff or Site Stewards (when open out of hours) co-ordinating issues around Health and Safety and security of the spaces and services 

	Use support materials and knowledge base to answer most questions received. Where this is not possible capture full details to pass to 2nd line support team.

	Identify gaps in the knowledge base and request the content is created for self-serve / use by first line colleagues.

	Monitor the service and capture feedback for continuous improvement.

	Keep up to date with service developments and ensure you are keeping up with documentation and support information.

	Deal with “loan” transactions with users (Library & MMC) and ensure customers are fully aware of any safety issues when borrowing equipment or undertaking any other activity where they may be safety issues. This may include checking customer has completed all required training and approval processes.

	Work with and part of the new One Stop approach.

	Any other duties as may be reasonably required.



	General information

	It is anticipated that this job description will change over time in accordance with the needs of the role.  The role holder will be fully consulted on any proposed amendments.

We delight in diversity in our workforce and seek those that share this value




	PERSON SPECIFICATION


	The person specification details the attributes that the successful post holder requires to enable them to succeed in this role.  

Each of the attributes are designated as either essential (E ) or desirable (D).  

In order to be shortlisted for interview, your application needs to demonstrate that you meet all of the essential (E ) attributes and as many of the desirable (D) attributes as possible that are being assessed at application (A) stage.

(I = interview, P = presentation, T = test)



	ATTRIBUTES
	ESSENTIAL or DESIRABLE
	ASSESSMENT AIPT

	EDUCATION/TRAINING
	 
	 

	GCSE A-C English & Maths
	D
	A

	EXPERIENCE
	 
	 

	Delivery of high quality customer experience
	E
	A, I

	Delivery of excellent customer enquiry support
	D
	A,I

	Working in either Library, IT support or multimedia / equipment loan or related general enquiry support service 
	E
	A, I

	Working in Higher Education sector
	D
	A,I

	KNOWLEDGE
	 
	 

	Understanding of Library IT, media or HE workflows
	D
	A

	Working within a customer focused approach to service
	D
	A, I

	SKILLS/ABILITIES
	 
	 

	Ability to undertake multiple types of enquiries - using standard operating protocols
	E
	A, I

	Excellent communication skills, face to face, phone, email and online
	E
	A, I

	Excellent team worker
	E
	I

	Use of IT to support customer enquiries and to share entry-level instructions
	E
	A, I

	Creative thinking experience in trying to solve customer enquiries
	D
	A, I

	PERSONALITY
	 
	 

	Friendly and approachable 
	E
	I

	Easy to approach and ask questions
	E
	I

	Ability to work independently (within guidelines) including lone working
	E
	A, I

	OTHER
	 
	 

	Demonstrate commitment to University Values
	E
	A, I

	Commitment to Health and Safety and always following all safety protocols
	E
	A, I
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