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JOB DESCRIPTION

Job Title                     Office Co-ordinator
Reporting to     
HR & Administration Manager
Responsible for
Helpdesk Supervisor and Helpdesk Assistant(s)
Place of Work            Student Centre, James College, Newton Way, York YO10 5DD
Hours of Work          35 hours per week (Permanent)
Salary                          £21,536.49- £23,777.93
_______________________________________________________________________________________________
Purpose of Role 
The provision of a welcoming, friendly and efficient front-of-house experience for all customers accessing Student Centre Helpdesk services is fundamental to building and maintaining positive relationships with the students we are here to support. The post-holder will provide consistent and dedicated leadership to our team of student staff providing Helpdesk services. They will provide an induction and training programme to support the learning and ongoing professional development of Helpdesk staff, and will inspire all team members to take ownership of their tasks and areas of responsibility to deliver service excellence. The Office Co-ordinator will be proactive in seeking information in relation to key University of York Students’ Union (YUSU) events, activities and core areas of business and will ensure the Helpdesk team are well-versed and able to provide ‘first point of contact’ resolution for enquiries. They will proactively seek feedback from our student body and implement opportunities to develop the services offered by the Helpdesk to meet the changing needs of our customers; integrating technological solutions where appropriate. The post-holder will provide administrative support to the HR and Administration Manager and will provide minute-taking support to key Trustee and Committee meetings as required. They will also take responsibility for promoting best use of the University of York Students’ Union’s (YUSU’s) offices, meeting rooms and communal spaces and will act as a single point of contact for Facilities Management issues relating to those premises.
______________________________________________________________________________________

Key Tasks

Operational Management
( Lead, inspire and co-ordinate the Helpdesk team to ensure a high standard of service is delivered and key performance indicators (KPIs) are met

 ( Ensure that the Helpdesk provides friendly, welcoming, timely and efficient customer service and efficient diary co-ordination, travel management, room booking and administrative support to officers, staff and students 

( Effectively monitor and manage call flows, resources, and work requests, reporting systems and processes, ensuring all documentation and relevant procedures are kept up to date

( Ensure that email and telephone contacts are managed in a timely and effective manner 
( Establish effective postal, visitor and records management systems that operate within the General Data Protection Regulations

( To provide signposting information to students and visitors, where appropriate and ensure these are communicated throughout the team

 ( To ensure the provision of a confidential and empathetic triage function to students seeking welfare support 
( Manage, coordinate, market and promote the summer storage programme with partner, Inner Space Storage Solutions and sell storage packages through the Helpdesk.

 ( Monitor all office expenditure to ensure best-value, take accountability for Helpdesk sales (cash and card) and associated budgets

 ( Act as contract manager for all office-related contracts (travel, stationery, post, storage etc.) and build positive working relationships with YUSU suppliers 

( Provide minute-taking and meeting facilitation support at Trustee and Committee meetings and, where applicable, in investigation meetings, disciplinary or grievance meetings

 ( Provide administrative support to the HR and Administration Manager 

( Promote best use of YUSU’s communal space and meeting rooms to maximise space utilisation, to meet the needs to our students and to ensure all communal spaces are well maintained, easy to book and accessible

 ( Ensure the provision of a centrally managed reporting system for YUSU facilities management/maintenance issues and act as key contact for all YUSU facilities enquiries

 ( Responsible for the continued development and readiness testing of the YUSU Helpdesk Business Continuity Plan
Service Improvement 
( Proactively seek information in relation to key YUSU events/activities and core areas of business and ensure relevant information is shared throughout the Helpdesk team to support ‘first point of contact’ resolution of queries 

( Demonstrate creativity and innovation in proactively seeking opportunities to develop service provision, seek regular feedback and encourage team to do the same

 ( Identify opportunities to integrate technology in providing self-service and remote access to Helpdesk services

 ( Develop the technological capabilities of the YUSU meeting rooms and communal space

 ( Act as first point of contact for all customer complaints relating to Helpdesk service provision

 ( Undertake research and prepare reports related to process development, service improvement and performance management as required 
People Development 
( Provide inspirational leadership to the Helpdesk team (performance management, access to development activities, service improvement, attendance management, welfare and wellbeing support) 
( Ensure the provision of comprehensive, fair and consistent training and development activities for Helpdesk staff University of York Students’ Union 
( Provide access to training and guidance for students, officers, members of permanent and student staff, members of societies, clubs and JCRCs in relation to helpdesk procedures
 ( Ensure the provision of a current database of guidance material relating to Helpdesk services
 ( Build positive working relationship with officers, staff and external stakeholders 

General Notes

· The principle roles and responsibilities will change from time to time and the post holder is required to undertake any additional duties as deemed appropriate.

· Staff are required to have a Personal Development plan and to participate in training, meetings or conference considered relevant to their job. Staff must carry out their duties with full regard to the rules policies and procedures and conditions of service contained in the staff information guide.
· A condition of the employment is that all staff are expected to assist in key events throughout the year e.g. Fresher’s Fair, Student Balls and any other key events, including elections if necessary. Staff are expected to portray a positive image both internally and externally of the Students’ Union by displaying standards of service integrity, punctuality, politeness and professionalism.

· To abide by YUSU constitutions and policies. 

· To work within, promote and uphold the student-led and democratic ethos of the Students’ Union. 

· YUSU envisages that this post will develop through time and that the post-holder is expected to be proactive in pursuing these changes.
Person Specification:
	Requirements
	Essential
	Desirable


	Qualifications
	
	

	HND or equivalent level 5 qualification in business administration/customer service or related field
	
	X

	Experience
	
	

	Experience within an administrative role or customer service role 2+ years
	X
	

	Experience of leading a team within a customer-facing environment to deliver service excellence
	X
	

	Experience of communicating with a diverse range of people, both individuals and groups
	X
	

	Experience of utilising research to implement change
	
	      X

	Experience of managing budgets, KPI’s and operational plans
	
	        X

	  Experience of minute-taking and facilitating meetings
	X
	

	Knowledge & Skills
	
	

	IT competent with good working knowledge of MS office, ‘back office’ and accounting software
	X
	

	Outstanding communication and interpersonal skills
	X
	

	Excellent organisational, time management and administrative skills
	X
	

	Ability to multi-task and prioritise workloads for self and team
	         X
	

	  Proactive problem-solver
	X
	

	Ability to present information clearly and concisely in writing and verbally, including the ability to write reports which identify recommendations
	X
	

	Able to work as part of a team as well as on own initiative
	X
	

	Proven ability to develop and grow services
	
	X

	 Attitude

	
	

	Positive Attitude about working in a member-led organisation
	X
	

	A flexible approach to work
	X
	

	A positive approach to problem solving , a ‘can do’ attitude and an ability to work independently
	X
	

	Commitment to delivery of high standards of customer service
	X
	

	 A Commitment  to equality of opportunity
	X
	


