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JOB DESCRIPTION & PERSON SPECIFICATION 
 
1. 	JOB INFORMATION 
 
	Title: 	 Asset Support Officer 
CUE Band: 	       6 
Job Family: 	       Associate 
	Salary Range: 	     Competitive starting salary range from £25,204 up to £27,818 (dependent on 
                                               experience) with the potential to progress. A discretionary range for candidates 
                                               with exceptional experience can be discussed/considered.
Mode:                     Permanent, Full time 
Req:                        3495
 
 
2. 	JOB DESCRIPTION 
 
2.1 Purpose 
The Asset Support Officer provides first-line service, advice, and support to all internal customers and tenants across the University estate. Reporting to the Asset Support Manager, and the role is responsible for managing and triaging maintenance and service requests, supporting customer and tenant engagement, and ensuring high standards of service delivery. 
The postholder will be an expert user of CAFM and customer-facing systems, ensuring accurate data management and prompt resolution of issues, and will escalate complex or unresolved matters to the Asset Support Manager. This is a technical role with a requirement for the understanding of databases and the use of bespoke software, and with a real flair for making sense of disparate and often confusing information. 
Strong communication and stakeholder management skills are essential for this role, enabling the postholder to effectively engage with a diverse range of internal customers and tenants. The role supports the development of digital portals and content to enhance customer and tenant experience, and contributes to compliance, event, and operational support as delegated. 
 
2.2 Main Duties and Responsibilities 
· Provide frontline customer support for all maintenance and service requests from internal customers and tenants, via phone, email, self-service, and other digital channels. 
· Review and administer daily maintenance and service requests, ensuring prompt action, thorough review, and accurate logging in CAFM and customer systems. 
· Schedule, release, and allocate PPM tasks in accordance with operational calendars, and action tasks arising from faults or compliance checks. 
· Management and administration of all data related to maintenance calls ensuring the accurate and quick entry onto the CAFM system, liaising closely with Estates Delivery to facilitate the best possible allocation of tasks. 
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· Support the Asset Support Manager and Compliance team in the coordination and delivery of building safety and condition inspections, including logging findings in CAFM systems, following up on remedial actions, and ensuring inspection records are accurate and accessible. 
· Assist in preparing costed proposals for remedial works or tenant improvements arising from inspections, and escalate issues as required. 
· Utilise appropriate channels to inform the wider estate of major issues, and support the development and maintenance of digital portals, induction materials, and customer guidance content. 
· Collect and record customer and tenant feedback, supporting service improvement initiatives and reporting trends to the Asset Support Manager. 
· Assist with operational requirements such as event set-up, office moves, space management, and H&S and sustainability activities as directed by the Asset Support Manager. 
· Support the Asset Support Manager in monitoring SLA compliance and reporting on service delivery performance. 
· Identify and suggest improvements to processes, standard orders, and information flows to enhance service quality and efficiency. 
· To work closely with the colleagues to ensure all CAFM data is accurate and relevant, using the channels built between the Helpdesk Analysts and customers, to ensure all information is passed in the correct manner. 
· Escalate unresolved or complex issues to the Asset Support Manager, and support compliance triage as required. 
· To assist Access Control and Stores when required – and be familiar with the systems and software in those area. Help with card issuing and general walk up enquiries when required. 
 
AND such other duties as are within the scope and spirit of the job purpose, the title of the post and it’s grading. 
 
2. Supervision Received 
Asset Support Manager 
 
3. Supervision Given 
None. 
4. Contacts 
All staff, students, tenants and stakeholders. 
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	3. 	PERSON SPECIFICATION 
 
	ATTRIBUTES 
	ESSENTIAL 
	ADVANTAGEOUS 

	Education/ 
Qualifications 
	Extensive experience in an appropriate administrative sector. 
Experience of customer support or tenant management. 
	Degree in IT, Facilities Management, or related field. 

	Experience 
(Paid and 
Unpaid) 
	Excellent computer skills enabling effective use of software. 
Good working knowledge of databases and software administration tasks. 
Work experience in a fast-paced customer service or estates/ facilities environment. 
	Experience of implementing training programmes. 
Experience of managing any complex IT system or database. 
Experience of working in a maintenance or estates department. 
Experience using CAFM or similar systems for service request management. 

	Job-related skills/aptitudes 
	Ability to use Microsoft Excel, Word, Access, SharePoint and Outlook. 
Ability to learn how to use new technology quickly and teach others how to use it later. 
Strong organisational skills and attention to detail. 
	Experience of and ability to operate specialist systems. 
Experience of managing relationships with suppliers and contractors. 

	Interpersonal Skills 
	Ability to communicate effectively both verbally and in writing, adapting style for different audiences. 
Ability to prioritise workloads. 
Excellent interpersonal skills, with a collaborative approach to working with colleagues, customers, and external partners. Patient and polite when dealing with difficult customers or situations. 
Confident in sharing information, providing updates, and acting as a key point of contact for service-related communications. 
Ability to collect and act on customer feedback to support service improvement. 
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	Other 
Requirements 
	Ability to work flexibly to meet the needs of the service. 
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