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Job Description

	Job title:
	Campus Experience & Switchboard Team Leader


	Department/School:
	Campus Services

	Grade:
	Grade 5

	Location:
	University of Bath 



	Job purpose

	
To lead and manage Reception and Switchboard operations across student and commercial accommodation services, ensuring high standards of customer service, procedural consistency, and staff performance. 

The role oversees recruitment, training, and supervision of reception staff, supports effective enquiry handling and communication, and ensures compliance with financial, data protection, and key/access procedures. 

It plays a vital role in enhancing the student, guest and visitor experience through cross-department collaboration, group/guest and event support, and responsive service delivery. 

Additionally, the post holder maintains accurate operational systems, manages switchboard functions, and contributes to the success of Campus Services through teamwork and flexibility.




	Source and nature of management provided 

	Campus Experience Manager 



	Staff management responsibility

	Casual reception assistants and Supervisors



	Special conditions 

	
During the summer months from June – September, the peak business period, work patterns will need to be flexible including early morning, evening or weekends (with advance notice wherever possible).  



	Main duties and responsibilities 

	
	Reception and Staff Management

	1
	Team Leadership: Recruit, train, and manage casual Reception staff, ensuring adequate coverage through timely rota preparation and when required, you will undertake reception duties as part of your role .

	2
	Performance Management: Conduct regular 1:1 meetings and annual SDPRs to support staff development.

	3
	Training & Development: Develop and update customer service and procedural training resources; ensure staff are trained in basic student accommodation procedures and signposting to support services.

	4
	Procedural Consistency: Coordinate and maintain consistent Front of House procedures across all reception areas.

	5
	Key & Access Management: Conduct key audits and ensure adherence to key/access procedures.

	6
	Financial Compliance: Ensure compliance with financial and data protection regulations; complete daily end-of-day reconciliations when required.

	7
	Reception Management: Organise and supervise student and commercial receptions for incoming business, ensuring adherence to reception procedures and accurate rota management ensuring adequate staffing levels are maintained across the team whilst not exceeding agreed budget levels. 

	8
	Office Management: To take responsibility for the management of the office, ensure purchasing is placed when required, and general housekeeping is observed by users.

	
	Student Experience & Communication

	9
	Experience Enhancement: Collaborate with the ResLife Team to improve the student accommodation experience.

	10
	Event Support: Assist in organising and supporting student events and large-volume accommodation moves.

	11
	Communication Coordination: Manage student communications regarding access or works; ensure alignment with UUK code.

	12
	Cross-Department Collaboration: Ensure consistent functions across Accommodation Hubs, fostering communication between Operations, Campus Infrastructure, and students.

	13
	Promotional Activities: Participate in events such as Open Days and Offer Holder days; ensure availability of promotional materials.

	14
	Enquiry Management: Oversee the ResLife email inbox (TOPdesk), ensuring timely responses to student, visitor and guest enquiries and monitoring issue resolution, escalating issues and incidents when required.

	15
	Communications: Distribute communications as directed by ResLife Managers and Marketing and Communications Teams, adhering to departmental tone and language guidance.

	16
	Webpage update: Review relevant arrivals and front of house webpages and digital content for accuracy of information when required.

	17
	Student Arrivals: To support the student arrivals planning and operations ensuring that all students arriving and pre arrival have the information they need, and a positive experience..

	
	Commercial Business

	18
	Bedstock System Accuracy: Ensure bedstock management software (e.g., Kx / Opera) is up-to-date at all times, maintaining accurate room availability and occupancy records.

	19
	Check-In Process Management: Coordinate the check-in process for commercial guests, students and visitors, providing information about their stay and departure, and ensuring a seamless experience.

	20
	Staff Training & Compliance: Train reception staff on commercial guest procedures and ensure compliance with operational standards and regulations

	21
	Group bookings & enquiries: Under the directions of the Campus Experience Team Leader, support the management of enquiries and processing bookings group and guest summer business

	
	Switchboard Management

	22
	Switchboard Operation:
Efficiently manage the university switchboard by ensuring calls are answered within university opening hours (Mon-Fri, 9-5) as directed, providing professional and friendly service to all callers.

	23
	Information Management:
Maintain up-to-date records of departmental contact details, extension numbers, and office changes to ensure the accuracy of internal knowledge systems.

	24
	Technical Support:
Report and follow up on system faults, coordinate with departments and technical staff, and implement necessary corrections or updates.

	25
	Communication and Confidentiality:
Handle all interactions with discretion, comply with data protection guidelines, and assist with emergency communications following established protocols.

	
	Health & Safety 

	26
	Responsible for ensuring staff are aware and adhere to all relevant risk assessments for workplace activities and services. Reporting any gaps, concerns and ensuring actions are carried out where appropriate.

	
	General 

	
	Deputise for the Campus Experience Manager  when required.

	27
	Provide back up and support within the Campus Services  team and carry out duties of another member of the team in the event of absence. Support the work of colleagues to share skills that contribute to successfully achieving targets.

	28
	Ensure that, as part of your duties, you minimise environmental impact.
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Person Specification


	Criteria:  Qualifications and Training
	Essential
	Desirable

	Educated to A Level or equivalent
	
	√

	Educated to degree level
	
	√

	Other Professional qualifications
	
	√



	Criteria:  Knowledge and Experience
	Essential
	Desirable

	Demonstrable experience of delivering excellent customer service 
	
√
	


	Demonstrable experience of training, managing and developing staff
	√
	

	Demonstrable experience in managing the needs of Student Experience
	√
	

	Experience of working within a Higher Education Institution
	
	√

	Demonstrable experience of managing priorities
	√
	

	Experience of working in or knowledge of some of the disciplines within the department/university
	
	√

	Demonstrable experience in working/using Room Service
	√

	

	Demonstrable Experience in using Microsoft Office Applications
	√

	




	Criteria:  Skills 
	Essential
	Desirable

	Proven staff management skills
	√
	

	Excellent verbal and written communication skills
	√
	

	Good organisational and self-management skills 
	√
	

	The ability to work within and contribute to a team
	√
	

	Experience of working with Database systems to support marketing activities
	√
	

	High levels of accuracy and attention to detail
	√
	

	Ability to manage expectations and workloads
	√
	






	   
Effective Behaviours Framework- Delivering the Experience

Campus Services has identified a set of effective behaviours or ‘acts’ which we value and have found to be consistent with high performance. Part of the selection process for this post will be to assess whether candidates have demonstrably exhibited these ‘acts’ previously. 


	Striving for Excellence:
Planning and organising workloads to ensure that deadlines are met within resource constraints.  Producing a high standard of work and consistently meeting objectives.  
  

	Providing Outstanding Service:
Willing and able to provide a professional, friendly and quality service to students, staff, commercial customers, visitors and suppliers. Displaying a positive ‘can-do’ attitude and tailoring the service to suit differing customer needs. 
  

	Problem Solving:
Able to remain calm under pressure and use initiative to overcome issues. Being proactive to ensure problems are not repeated and able to make suggestions on how we can improve. 
  

	Being Adaptable & Flexible:
Being open to new ideas and ways of working. Able to respond to shifting priorities and support colleagues when required.  


	Doing the Right Thing:
Being aware of how your behaviour impacts others. Showing respect and tolerance, being open and honest. Supporting environmental and fair-trade campaigns within Campus Services. 


	Caring:
Having a genuine desire to support others well-being. Being kind and compassionate to colleagues and customers. 


	Teamwork
Building effective working relationships. Working co-operatively with a wide range of inter-personal skills.   



	Developing self and others:
Showing commitment to own development. Seeking and accepting feedback.    
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