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Job Description
Reports To: Advice Manager
Salary: £28,031 per annum – Grade 5 (The stated salary is a full-time equivalent (FTE) and will pro-rated in line with contracted hours).
Contract Type: Fixed term to 31st August 2027
FTE and Hours of Work: 0.6 FTE, 21 hours per week

The First Contact Advice Worker plays a key role within Strath Union’s Advice Hub, ensuring students receive a welcoming, supportive, and effective first interaction when seeking advice and support. The postholder will provide high-quality front-line assistance, helping students to understand their options, access accurate information, and navigate appropriate support within the Union, the University, or external services.
In addition to triage and signposting, the role includes responsibility for managing a defined caseload under the guidance of senior Advice Hub staff. The postholder will support students to take informed next steps, assist with advice processes, and ensure cases are handled sensitively, confidentially, and in line with agreed procedures. The role contributes to the effective day-to-day running of the Advice Hub, including restocking supplies and supporting outreach activity such as campaigns, stalls, and events to engage directly with students.

Main Responsibilities
First Contact & Student Support
· Act as the first point of contact for students accessing the Advice Hub, in person or via email, providing a warm, welcoming, and inclusive experience while undertaking an initial assessment of need.
· Actively listen to students’ concerns to identify, clarify, and prioritise issues, using professional judgement to determine urgency, complexity, and appropriate next steps.
· Provide accurate information, guidance, and effective triage, ensuring students are directed to the most appropriate Student Adviser, Union service, University department, or external organisation.
· Manage student expectations at first contact by clearly explaining the scope of the service, likely timescales, and available support options.
· Contribute to a welcoming Advice Hub environment that encourages students to engage with Union services and activities. Organise and restock the student resources area with products and information materials.
Advice Casework
· Manage a defined caseload of lower-complexity advice cases within the Advice Hub, under the supervision of senior Advice Hub staff.
· Provide structured advice support to students on common issues such as academic procedures, finance, and housing in line with Advice Hub policies and guidance.
· Assist students to complete forms, draft basic correspondence, and prepare evidence to support their case.
· Maintain accurate, timely, and confidential case records, clearly recording triage decisions, actions taken, and agreed next steps using the Advice Hub’s case management systems.
· Apply professional judgement to identify safeguarding concerns, risk, or increased complexity at any stage of contact, escalating cases promptly and appropriately.
· Contribute to service quality by following agreed advice procedures, quality standards, and recording requirements.
Data, Administration & Engagement
· Accurately log student interactions, enquiries, triage outcomes, and referral decisions in line with data protection requirements.
· Maintain up-to-date knowledge of Union services, University support structures, and external referral pathways to support effective triage and signposting.
· Identify trends or recurring issues and share with colleagues to improve understanding of student needs and support service development.
· Participate in outreach activity such as campaigns, stalls, and events to engage directly with students, promoting awareness of the Advice Hub and how to access support.
Support & Team Working
· Work closely with colleagues in the Advice Hub, Student Engagement team, and other Union departments to ensure a joined-up approach to student support.
· Be flexible and adaptable, supporting the work of the Student Engagement teams, and contributing to cross-departmental and Union-wide projects and events where capacity allows.

General
· Ensure students’ expectations are exceeded wherever possible through high-quality, student-centred service delivery.
· Deal with feedback in a courteous, efficient, and timely manner.
· Comply with all Strath Union policies, procedures, and governing documents.
· Always work within Strath Union’s mission, vision, and values.
· Be responsible for all health and safety requirements related to the role.
· Undertake any other duties commensurate with the level of appointment that may be reasonably requested.
· Portray a positive image of Strath Union, demonstrating professionalism and integrity.
· Undertake personal and professional development as required to maintain appropriate knowledge and skills. This may include attending events away from the offices of Strath Union and outside Glasgow.
· Engage with Strath Union’s commitment to sustainability, including sustainable workplace practices and relevant training.

Key Relationships
Internal: Advice Hub and Student Engagement teams, Elected Officers, Marketing and Communications, and other Strath Union teams.
External: University of Strathclyde support services, external advice agencies, and relevant third-sector organisations.


Person Specification

Qualifications / Equivalent Experience
Essential
A1. Educated to degree level or equivalent professional experience
Desirable
B1. Mental Health First Aid training or similar
B2. Additional advice-specific training or qualifications, such as academic appeals casework.

Knowledge and Experience
Essential
C1. Experience of providing front-line support, advice, or guidance to service users
C2. Experience of supporting individuals who may be distressed or anxious
C3. Knowledge of issues commonly affecting students in higher education
Desirable
D1. Experience working within a students’ union, higher education, or advice setting
D2. Knowledge of student support systems within Scottish higher/further education

Skills and Abilities
Essential	
E1. Excellent communication and interpersonal skills, with the ability to adapt style to different audiences	
E2. Ability to explain complex information in a clear and accessible way	
E3. Strong organisational skills and attention to detail
E4. Able to work collaboratively and build trust with a wide range of people	
Desirable	
F1. Ability to analyse and report on enquiry data	
F2. Experience using case management or CRM systems (e.g. AdvicePro or similar).
	
Personal Qualities
Essential
G1. Approachable, enthusiastic, and student-focused
G2. Positive and proactive, able to take initiative and respond constructively to challenges
G3. Committed to equality, diversity, and inclusive practice
G4. Collaborative and supportive, with a proven ability to work in partnership and engage respectfully with people from diverse backgrounds and cultures.

Other
· The role is subject to a 4-month probationary period. 
· The post-holder will be eligible to join the Strath Union workplace pension scheme.
· The post may include weekend and occasional evening work.
· It is expected that the starting grade for this role would be 5.1.
· 31 days’ annual leave per year plus 11 public/bank/local holidays. This allocation is a full-time equivalent (FTE) and will pro-rated in line with contracted hours.
· Hybrid working is available for this role – it is expected that the role holder will work from Strathclyde Students’ Union at least 3/5th of working hours.

Strathclyde Students’ Union is committed to promoting diversity and equality for all and welcomes applications from candidates of all backgrounds. We particularly welcome applications from applicants with disabilities, from ethnic minority backgrounds, and those with diverse sexualities or marginalised gender identities as these groups are underrepresented.
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