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Student Guidance Officer 
Job Specification 
Date created: December 2021 

JOB DESCRIPTION 
Employment status: Permanent, full time  
 
Hours: Full time hours at UCEM are 35 per week, Monday to Friday 9.00 a.m. to 5.00 p.m. 

and this role follows this pattern  
 
Location flexibility: The place of work for this role is partly Horizons-Based (address shown above) and 

you will have a personal choice between the following: 
• Horizons-Based, spending your total working time at our head office in Reading 
• Hybrid Heavy, spending the majority of your working time at our head office in 

Reading with the remainder at home, which must be within the UK 
• Hybrid Light, spending the majority of your working time based at home, which 

must be within the UK, with the remainder at our head office in Reading 
 
Department: Digital Education & Professional Services 
 
Line manager: Linda Thompson, Student Engagement Manager 

Role summary 
An exciting opportunity has arisen for a passionate and enthusiastic individual to join our busy Student 
Engagement Team, delivering high quality support to students as a Student Guidance Officer. UCEM’s 
Student Guidance Officers are the first point of contact for students seeking information, advice, and 
guidance on a wide range of topics relating to their studies. As an online provider, student support is 
predominately provided via telephone and in writing via our Student Information Desk system (Student 
Central). In this frontline role you will support students throughout their journey from admission to graduation, 
providing an excellent opportunity for someone looking to start a career in Higher Education administration 
and/or student services.  

Role accountabilities and responsibilities 
• Respond to and resolve student enquiries on a wide range of matters within service level agreements. 

Where resolution is not possible provide timely referrals to a specialist. Information and advice could be 
given by telephone, email or occasionally in person. 

• Take ownership of student enquiries from first point of contact through to resolution, liaising with 
colleagues or other departments for information and assistance where required.  

• Record all student contact accurately using UCEM’s Student Information Desk (Student Central) and use 
a range of other databases and information sources to investigate and resolve student queries. 

• Initiate student referrals to relevant UCEM support teams where appropriate (e.g. Disability and Welfare 
Team, Academic Team)  

• Contribute to the creation and maintenance of team information resources and documentation. 
• Ensure student facing information, advice and guidance is regularly updated and accessible to students.  
• Maintain a good working knowledge of UCEM’s Academic and General Regulations, Code of Practice 

and relevant policies/procedures. 
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• Support with online events such as Welcome Week, and Welcome Back Week. 
• Proactively participate and make a positive contribution to team meetings and training sessions.  
• Take part in semesterly wash-up meetings and positively contribute to the development of new ideas 

and solutions to problems.  
• Undertake other such duties of a similar nature that fall within the scope of the role, and which may be 

required. 
 

Line management responsibility: NONE 

Budget responsibility: NONE 

In this role you will liaise with:  

Academic Registry Team, Disability and Welfare Team, Finance Team, 
Admissions Team, Business Development Team, Programme Leaders, 
Academic Facilitators, Apprentice Outcomes Officers, Core Services 
Team, IT Team.  

 

PERSON SPECIFICATION 
Assessment Criteria:     A = Application    I = Interview    T = Test 

X denotes both essential and desirable requirements plus how these will be assessed 
 

Qualifications and training Essential Desirable A I T 

GCSE Maths and English Language Grade C or 4 or 
above X  X   

Further or higher education qualification(s)  X X   

Customer service and /or telephone skills training  X X   

Please be aware that as part of onboarding processes, we will seek original documentary evidence of the 
relevant academic and/or professional qualifications which you include within your job application 

Previous experience Essential Desirable A I T 

Office and administration work, relating to providing 
excellent customer service X  X X  

Working with students or customers in an advisory 
capacity X  X X  

Experience within the Higher Education sector  X X   

Experience of using a database  X X X  

Skills, knowledge, and aptitudes Essential Desirable A I T 

Excellent verbal and written communication skills X  X X  

Strong listening skills, with a commitment to providing 
excellent customer service X  X X  
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Ability to establish positive and effective working 
relationships with staff at all levels and across a broad 
range of areas 

X  X X  

Ability to use own initiative to undertake and progress 
work, adhering to deadlines and displaying good time 
management and organisational skills 

X   X  

A passion for continuous improvement, including the 
adoption of new technologies X   X  

Proficient in the use of Microsoft Office applications X  X X X 

Knowledge of SITS or similar student or customer records 
database  X X X  

A positive and enthusiastic team player X   X  

Other requirements or special requirements Essential Desirable A I T 

Alignment to the UCEM core values of Passion, Integrity, 
Excellence and Support; all employees are expected to 
demonstrate our values at work: 
https://www.ucem.ac.uk/core-values/ 

X   X  

Commitment to delivering positive outcomes for our 
students; we want our students to be successful X   X  

You must be prepared to undertake compulsory online 
training should you be appointed; this includes Data 
Protection, Health & Safety, Safeguarding, and Prevent 

X   X  

 

PAY & BENEFITS 
• Actual salary circa £23,000 per annum. 
• 24 days paid holiday (rising to 27 with service) plus paid bank/public holidays plus up to 5 paid closure 

days; all per holiday year Full Time Equivalent. Our holiday year runs from 1 August to 31 July. We also 
have a holiday buy and sell scheme in place. 

• Pensions auto-enrolment to the People’s Pension salary exchange scheme (the term we use for salary 
sacrifice). You may opt out of salary exchange but remain in the scheme, or you may choose to opt out 
altogether. 

• Wellbeing support and full access to the Employee Assistance Programme. This includes mental health 
support; several UCEM employees are trained Mental Health First Aiders. 

• Car parking may be available at our Horizons office; this depends on your designated place of work and 
working pattern, as well as parking availability; you may ask to join the waiting list. Do not assume you 
will have parking when you start employment; you must plan for alternative travel to work if attending 
Horizons. 

• Cycle to Work salary sacrifice scheme and access to Tax-Free Childcare (Government scheme). 
• Life assurance cover. 
• Voluntary healthcare scheme. 
• Charity giving options available. 
• As a UCEM employee you will have access to Microsoft Office 365 applications for personal use. 

 
 

On the Join the team page of our website, you will find the full list of employee benefits at UCEM 
 
 

https://www.ucem.ac.uk/core-values/


Job Specification 

Page 4 of 4 
 

APPLICATION PROCESS 
All job applications must be sent to recruitment@ucem.ac.uk and if you apply via a jobs board, please make 
sure you have sent all required documents otherwise we will be unable to consider your application. 
 
Please send the following to recruitment@ucem.ac.uk (you will receive an auto-response): 
 
1. Your up-to-date CV; 
2. A covering letter or email message outlining your suitability* for the role; AND 
3. A completed Recruitment Check Form which is available from the Current vacancies page of our 

website. 
 
The above items constitute a complete job application. *We hope you take time to consider the UCEM 
values when you prepare your job application. You may also wish to consult our vision and strategy 
document: https://www.ucem.ac.uk/our-vision/ 
 
Internal applicants are advised to inform their line manager of their application. 
 
NO AGENCIES: We are not using agencies for this vacancy, and we cannot accept any CV submissions. 
Please do not contact us as we can only repeat this message. 

Informal discussion 
If you are unsure whether to apply, perhaps because you do not meet all essential criteria, we encourage 
you to call the hiring manager to discuss this further (details below). If you are excited by this vacancy do not 
rule yourself out; it still might be worth applying. 
 
For an informal discussion about the role please contact Linda Thompson on 0118 921 4381 or email 
l.thompson@ucem.ac.uk   
 
For any other enquiries please contact HR on 0118 467 2433 or email recruitment@ucem.ac.uk 

Closing date and next steps 
Wednesday 26 January 2022 at noon. 
 
HR will screen all applications in person and all applicants will receive a response confirming the status of 
their application. We value the time taken to make a job application and the interest shown in UCEM. 

Interview details 
Dates for interview will be advised to you later in the process. 
 
Please indicate on your Recruitment Check Form any dates that you cannot make, up to 4 weeks from the 
closing date. This helps us to plan interviews should you be shortlisted, prior to contacting you. 
 
Applications may be reviewed prior to the closing date and occasionally, you may be invited to interview 
ahead of the closing date. 
 
Interviews are normally carried out over Zoom or Microsoft Teams; however, we may invite you to visit our 
Reading office. 
 
Please be prepared for a two-stage interview process, held on different dates. As part of the interview 
process, you will meet with a member of the Senior Leadership Team. Sometimes we may conduct a 
telephone interview at first or second stage. 
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