Host.

Where students are at home.

WISH TO EMPLOY:

A CUSTOMER SERVICE ASSISTANT
£19,760.00 to £21,924.00 p/a
We are an established provider of quality student accommodation and are looking to
recruit a Customer Service Assistant for our busy Leicester office.
You will be required to assist with the day to day running of the hall, deal with a wide
variety of queries at the Reception counter, maintain administration records, general
administration duties, accommodation inspections and collection of monies.
Applicants should be dedicated to customer service and possess excellent

organisational, communication and computer skills. Training will be given on all the
hall systems and equipment.

CLOSING DATE FOR APPLICATIONS 7' April 2023

To apply please download an application form from the Host Web Site at: www.host-
students.com and submit to the following address:

The Glassworks
60 Newarke Street
Leicester
LE1 5AN

Or alternatively email completed application to: theglassworks@host-students.com

The successful applicant will be subject to a DBS check



Host.

Where students are at home.

Host Student Housing Management (UK) Limited

Job Description

Post: Customer Service Assistant

Starting Salary: £19,760.00 - £21,924.00

Status: Full Time

Location: The Glassworks, 60 Newarke Street, Leicester, LE1 5AN

Line Manager: Property Manager, Assistant Manager

Responsibility: To assist with the running of front office operations at Host Student

Housing Management (UK) Limited providing exception customer service
for our residents

About us

Host Student Housing Management (UK) Ltd have more than 20 years’ experience in developing,
building, operating and owning student accommodation in the UK and Europe. In 2016 we
launched the student facing brand, Host — the HOme for STudents.

What we do

Welcoming. Happy. Helpful. We’re here to provide a stress-free living experience for students
and see them get the most out of their experience while at university or college. We’re everything
a good HOST should be.

We’re caring, knowledgeable and trustworthy. We’re modern and easy going. We don’'t make a
fuss. We keep things simple. Get things sorted. And work hard behind the scenes to create a
student home that is a calm, stress-free, fun place to be, free from the pressures and worries of
the outside world. Exactly how a home should feel.



Why work for us

We think you’ll like being with us. We’re supportive and on your level. We strive to offer the best
student experience in our market. And we work together to deliver nothing less than brilliance to
our students, our investment partners and our university partners.

We keep it casual, easy going, and fun. We’re a friendly and approachable bunch. We’re here to
offer good advice and listen, when needed. We’re here for our staff every step of the way. No
question is ever too big or too small. We value all input and contribution.

And as a result of our people’s hard work and dedication, we’re proud to have won some awards.
Not just for the quality accommodation and service we provide to our students, but we’ve also
been awarded Investors in People accreditation.

We recognise the importance and value of our people, and the incredible contributions they make
to ensure a safe, friendly and comfortable environment for our students to live in. We lead,
support and manage our people well for sustainable results.

We think of ourselves as one big family, here to make our students feel at home, working
together to show how great a true Host can be.

REQUIREMENTS

¢ Must be customer focused with experience of working in a customer focused environment

e Must possess excellent organizational and communication skills with the ability to multi-
task

e Cash handling experience desirable

e The post holder will need to be computer literate with good knowledge Microsoft Office,
emails and web searches.

e Self-motivated and possessing the ability to work on own initiative as well as within a
team

¢ Ability to manage time effectively and independently.

o Ability to meet deadlines and work under pressure effectively

e Ability to demonstrate an objective, professional and calm approach when handling
difficult situations

¢ Willingness to be flexible at key times of the year, to offer a ‘can-do’ attitude to ensure the
completion of what is required

e An understanding of advertising, sales and marketing (both online and offline) with
knowledge of the use of social media in the workplace

e A degree or similar qualification or experience would be an advantage.

MINIMUM STANDARDS OF PERFORMANCE

To assist with the following operations: -

1. Management and Administration

1.1 To be trained and use according to the appropriate site’s processes the student portal for
the purpose of monitoring bookings, payment, maintenance requests and any other
communications when covering a scheme.

1.1.  General Administration procedures — including photocopying, filing, post, etc.



1.2.

1.3.

1.4.

1.5.

1.6.

1.7.

1.8.

1.9.

1.10.

1.15.

1.16.

Receiving and distribution of mail to individual flats for residents and to ensure security of
registered and courier mail. To record deliveries for Host and its residents and to sign off
delivery notes.

Accounting for the collection of money from residents on a daily basis. This will include
rent payments, office services and payments for other recoverable sundry items.

To assist with the maintenance of administration records for residents, to include the
following: replacement keys, accurate resident and room lists.

To record maintenance problems when reported to Reception and to pass on the problem
to the relevant party, whether it be Host maintenance staff or external contractors with the
assistance of the Assistant Manager. To keep a history of all reported problems from start
to finish to ensure jobs are not outstanding.

Assisting in the regular inspections of all residential accommodation, throughout term time
and at the end of contracts, including the communal areas and study bedrooms, for the
purpose of verifying residents Health and Safety, checking for the misuse of facilities and
for the maintenance of correct standards of cleanliness, hygiene and provision. To report
all findings to the Assistant Manager. To maintain an administration record for findings
and follow up as necessary.

To have knowledge of Computer packages including Windows and Microsoft office
packages. To be able to use packages for letter writing, mail merge documents,
spreadsheets using Excel etc.

To have general knowledge of door entry system and its software. Training will be
provided.

To assist the Assistant Manager with the allocation of study bedrooms for the start of the
new academic year.

Registration of new tenants at the start of the academic year and throughout the contract
period. This will include the registration of residents, signing of Tenancy agreements,
issuing of keys and fobs.

To assist with the planning of the summer period which will include the reservation and
preparation of rooms for summer guests.

Not to allow entry to any unauthorised visitors.
Dealing with any property related issues in a timely manner, following up on any
unresolved matters and engaging with other colleagues and Management when

necessary.

To assist with the issuing of invoices for all monies owed, and chase arrears for non
payments in accordance with Host’s policy and procedures on debt recovery.

To assist with maximising non-core academic rental income by promoting summer
business and exploring opportunities for additional sundry revenue.

Stationery and other stock checks, purchasing and control.



2.1.

2.2.

2.3.

2.4.

2.5.

2.6.

2.7.

2.8.

3.1.

3.2.

3.3.

3.4.

3.5.

Customer Service

Dealing with day to day enquiries from residents and the public at Host both face to face,
by telephone and via online communication tools. To cope in busy situations and to be
able to deal effectively with difficult customers.

Telephone answering, dealing with all enquiries and gaining a general understanding of
the telephone system.

Providing a decisive and effective response to customer complaints, assisting in and
resolving issues and escalating as appropriate.

Assisting all customers in a professional and courteous manner, communicating
effectively both face to face and on the telephone, showing empathy and responding with
urgency to customer requests.

Assist with the implementation of a Residence Life and events programme that will
engage with residents and create positive living experiences for all living at the
accommodation and enhance student satisfaction.

To have an awareness of student welfare issues and to keep the Property Manager and
Assistant Manager informed of any matters that may arise in the accommodation relating
to this.

Develop a culture of wanting to provide the best customer service within the
accommodation, ensuring all staff know each and every student and develop a rapport
with them to ensure a personal connection is made with each person.

Receiving and distribution of mail for residents.

Compliance and Accountability

To ensure statutory obligations and Company Policy relating to Privacy and Data
Protection law are observed.

To ensure that Anti-Money Laundering documentation is collected from all residents
within the accommodation and that all guidance is adhered to in order to ensure Host
complies with our obligations.

To be aware of statutory compliance and associated best practice for Health and Safety,
ensuring all legal requirements and Host directives or procedures are adhered to.
Ensuring that all work undertaken in the accommodation meets the highest safety
standards in line.

Assist with ensuring that a record of site operations and statutory testing is accurately
maintained, this includes fire alarm tests, risk assessments, fire evacuations, water
testing, and other site-specific health and safety activities. To understand and respond to
all Health and Safety matters.

To ensure the accommodation is managed in accordance with the ANUK code of
standards.



4.1.

4.2.

4.3.

4.4.

5.1.

5.2.

5.3.

5.4.

5.5.

Teamwork

Working collaboratively to help support the overall operational team to deliver its business
plan and broader objectives.

Working in a collegiate and supportive manner with colleagues, ensuring opportunities to
share best practice are utilised.

Developing and maintaining productive working relationships with third party suppliers.
Embracing change, supporting the business and colleagues through the business

transformation.

General Role Duties

To ensure that the site is secure at all times. Ensuring safe access to buildings at all
times.

Dealing with inappropriate car parking on site and adjacent property.

To ensure all areas of the property are maintained to the highest standard. To walk the
site daily and ensure that any issues are resolved quickly and to the highest standard.

Assisting with the marketing, sales and reservation of accommodation for residents,
guests and visitors. Undertaking viewings of the property.

To actively embrace the Marketing Plan for the accommodation and ensure monthly
targets are met to ensure that the scheme is 100% occupied each year.

The postholder will need to be computer literate with the windows package and the use of
spreadsheets.

The foregoing will involve irregular hours, days and attendance, and is not intended to be an
exhaustive list of duties of the post. Tasks of a similar nature may be allocated by the Property
Manager, not least of which shall be those seen as contributing to the general overall
development of the service provided.

The post holder will be expected to be contactable out of hours in case of emergency.

Requirements Accepted: Signed:-

Printed:-

Date- s



