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PROVIDING EXCELLENT STUDENT SERVICES AND PROFESSIONAL SUPPORT - Providing the best quality service to all our students, customers and 
stakeholders. Building genuine and long-term relationships through everyday interactions in order to drive up service standards and to enhance their 

experience. 

Examples of behaviours that demonstrate effective performance 

Expected behaviours to 

be demonstrated by all 
members of staff 

whatever the working 
situation - Grades 1-2/Core 

Expected behaviours to be 

demonstrated when working 
alongside others - Grades 3-4 
 

Expected behaviours to 

be demonstrated when 
influencing at team 

level - Grades 5-6 
 

Expected 

behaviours to be 
demonstrated 

when influencing 
at departmental 

level - Grades 7-8  

Expected behaviours to be demonstrated 

when influencing at University level or 
when representing the University - Grades 
9-10 
 

1. Actively listens and 
understands routine tasks 
required, clarifying the 
details where necessary 

2. Summarises basic 

information clearly and 
concisely 

3. If a query cannot be 
resolved personally, listens 
carefully and records the 
detail of it accurately in 
order to identify who to 
escalate the query on to, 
when required 

4. Engage positively with 
students, customers and 
stakeholders 

1. Resolving problems efficiently 
 in a cheerful, friendly manner 

2. Ensuring knowledge of systems 
and processes are kept up to 
date to enable you to provide 

accurate information 
3. Setting appropriate boundaries 

and managing expectations 
4. Being clear about where you can 

be flexible and where you cannot 
and why 

5. Engaging positively with quality 
assessment processes 

6. Support/supervise others to 
engage effectively with students, 
customers and stakeholders 

1. Seeing things from your 
customers’ viewpoint 

2. Listening, questioning and 
clarifying in order to 
understand students’,  

customers’ and 
stakeholders’ needs 

3. Using feedback to drive 
improvements 

4. Tailoring communication 
to meet students’,  
customers’ and 
stakeholders’ needs 

5. Fostering a continuous 
improvement philosophy 

6. Delivering consistent 
service standards 

1. Establishing  
challenging 
standards to 
develop services 

and advance the 
reputation of the 
University 

2. Interpreting rules 
and regulations 
flexibly to balance 
customer and  
University needs 

3. Consistently giving 
positive messages 
about the 
University 

1. Establishing challenging standards to develop 
services and advance the reputation of the 
University 

2. Plan effectively by developing quality assurance 
procedures to support the achievement of 
strategic goals  

3. Show resourcefulness by using knowledge of 
wider developments and emerging trends to 
develop existing and new services to achieve 
strategic goals  

4. Risk assess external and internal factors that 
may impede the achievement of strategic 
objectives and take action to maximise 
opportunity and minimise threats 

5. Proactively seeking feedback from students and 
customers, developing plans for and creating a 

culture of an outstanding student and customer 
service 

Interview questions Training and development 

 How have you used feedback 
from a customer in your role? 

 What do you understand by 
the term ‘student experience’? 

 Tell me about a time 
when you had to handle 
an unreasonable request 
from a customer. What 
did you do? 

 Understanding the differing backgrounds/expectations of 
students and staff  

 Internationalisation 
 Welcome Host 
 Ref training opportunities from other support departments 

 Customer CARE 
 University policies and procedures 
 Dealing with challenging customer service 
 Customer Service Excellence Award 
 E-learning 

Examples of behaviours that may indicate a need for further development 

 Inappropriately passing problems on to others 
 Unwilling to change current procedures to improve/respond to feedback 

 Unwilling to assist student activities following reasonable requests 

 Unwilling to adapt behaviour appropriately for different people 
 Promising services which cannot be delivered 

 Treatment of customers is mood dependant 

 


