Job Description  
	Position Title & Grade
	Client Services Team Lead, Grade 6a 

	Unit
	UCC Library 

	Reports to
	Head of Academic Services

	Direct Reports
	Library Services, 10 FTE

	Indirect Reports
	Staff within the context of specific projects

	Contract Type 
	Permanent, Full-Time



Role Overview 
	The Client Services Team Lead is responsible for the management and operation of the front-facing client information points, enquiry services, and learning spaces in both Boole and Brookfield Health Science Libraries, utilising innovative and tailored approaches to service delivery to the highest standard. They will develop engaging, inclusive in-person and digitally enhanced services that meet the expectations and needs of our diverse user groups working in partnership within the Library and across campus to support, enhance and extend the University’s research, teaching and reputation as a leading national and international research institution. The Client Services Team Lead will be the lead expert on User Experience (UX) methodologies to understand library usage patterns and ensure that our spaces, services, and resources are responsive to client needs and that they are conducive to their academic success, as well as sense of belonging and well-being in the University.



Overview of Unit and Context 
	UCC Library is at the heart of the University and plays a pivotal role in supporting the learning and research activities of University College Cork community. UCC Library comprises a distinct unit that resides under the Vice-President for Teaching & Learning. Library staff work in partnership with the University community to provide access to high quality information resources, tailored programmes of student and researcher support, and a first-class learning environment.
 
The Library is entering an exciting period of transformation with a new University Librarian and the development of a new library vision and plan that will support the UCC Strategic Plan 2023-2028 ‘Securing our Future’ and the broader University aspirations.

The Client Services Team Lead is a member of the Library’s Academic Services team which is comprised of a dedicated professional team to deliver academic and student engagement, teaching and learning support and the development of technology-rich and innovative library spaces. The Client Services Team Lead will also join the wider Library Operations Forum and will contribute to and consult on overall Library strategy, operations, achievements and future directions.





Role Responsibilities and Activities
	Area of accountability
	Core Responsibilities & Typical Activities

	Client Service Operations
	· Manage and develop UCC Library front-line client information points and enquiry services, utilising innovative and tailored approaches to in-person and digital service delivery to the highest standard.
· Create and lead on a significant programme of work to enhance and modernise front-line library services and spaces as part of the wider UCC Library Vision and Plan as well as the expanding University campus footprint. 
· Develop, embed and maintain a culture of continuous evaluation and improvement of UCC Library’s client services and facilities.
· Monitor trends, devise policies and operations related to customer service and online service provision.  Prepare improvement proposals, compile usage reports & other analytics demonstrating quality and impact.
· Design and operationalise a Tier-One academic support information service to support student academic success.
· Maintain a good working knowledge of the relevant library system (currently III’s Sierra) to support the development of client services, and contribute to any working groups formed to revise, replace, or improve enterprise systems.

	User Experience & Services Enhancement
	· Adopt innovative methodologies of user experience (UX) principles to ideate, design and assess experiences within library services and buildings.
· Explore, design, and assess initiatives that optimise the library experience for all users. 
· Actively seek input from existing and prospective library users to better understand their needs, making client focus a key driver for service delivery.
· Tailor and deliver programmes of training aimed at all library staff with the aim to incorporate UX methodologies and strategies library-wide.
· Set and monitor the overall operational customer service goals and key performance indicators (KPIs) for the area in line with the Library’s strategic goals. 

	Learning Space Development and Facilities Management
	· Develop and create library study, social, and event spaces to meet changing user needs in line with Library development plans. 
· Manage and oversee the day-to-day operations of library spaces, the room-management system, and maintenance of furniture and fixings. Maintain responsive and inclusive signage and wayfinding to ensure appropriate access and use for all users and stakeholders.
· Lead on the adoption of Universal Design (UD) and Equity, Diversity & Inclusion (EDI) principles in library spaces and services.
· Ensure exceptional facilities management across all library sites actively engaging with centralised University services and external contractor partners.
· Drive sustainability initiatives related to physical Library spaces and in line with UCC’s Green Campus agenda.

	Community Engagement
	· Proactively promote Library resources and services.
· Facilitate the library’s student orientation programme and identify and contribute to other key engagement activities in collaboration and partnership within Library and with relevant UCC services.
· Lead on Student as Partner engagement activities for increased student engagement and peer-to-peer delivery of library services.
· Foster strong relationships with key stakeholders, in particular UCC Students Union, other student representatives, central services, and academic partners. 
· Proactively represent the University both internally and externally, developing strong networks and build alliances to meet Library objectives. 
· Maintain an awareness of current developments and innovation in excellent library customer service delivery and engage in professional development activities.

	Leadership and Management
	· Provide leadership and effective management of the Client Services team, promote employee engagement, and improve personal, team and operational effectiveness through collaborative work approaches.
· Be accountable for exceptional team performance, develop and upskill team members to understand and successfully deliver agreed goals and objectives.
· Work under broad direction with a considerable degree of autonomy to achieve work goals. 
· Exercise independent judgement and apply extensive professional know-how to make decisions, provide sound advice and make recommendations. 
· Ensure good governance in respect of health and safety, data protection, business continuity, risk management and any other relevant areas.
· Deputise as appropriate for the Head of Academic Services.

	Planning and project management 
	· Provide expert advice, lead and/or actively contribute to projects that support the Library’s strategic objectives and align with the broader University strategic direction, including chairing work groups as required. 

	
Workplace Culture
	· Lead, encourage and promote a culture that embraces change, equity, collaboration, client focus, communication, continuous improvement, and accountability.



Expected Behaviours
The role is expected to display personal qualities and behaviours consistent with values of the University as outlined in the University’s Strategic Plan 2023-2028.
· Compassion
· Agility
· Integrity
· Respect
· Discovery
· Equity
· Accountability
· Sustainability


Essential Criteria
1. A Degree qualification in Librarianship and Information Studies or equivalent, and at least three years’ professional experience in the workplace.
2. Experience in delivering customer service excellence in the library sector, education sector, or a comparable context.
3. Excellent interpersonal skills with a demonstrable ability to build and maintain effective, sustained working relationships with a range of diverse stakeholders. 
4. Evidence of the skills required to effectively lead, manage and motivate staff and improve team performance through monitoring and provision of staff development opportunities.
5. Commitment to exceptional, inclusive, and equitable library services for a diverse range of stakeholders.
6. Demonstrated ability to perform to a high standard in a busy and changing environment, including the ability to prioritise in line with changing needs and demands.
7. Ability to use and interpret data and take an evidenced-based approach to service development. 
8. Excellent problem-solving and adaptability skills displaying independent judgement, a solutions mindset, initiative, and creativity. 
9. Exceptional written and oral communication and presentation skills with a proven ability to using influencing and negotiation tactics to achieve desirable outcomes.

Desirable Criteria
1. Proven commitment to continuing professional development including the ability to acquire new skills and apply them effectively. 
2. Experience in developing and managing library customer services in an academic library context.
3. Experience in creating or managing a programme of activities in the areas of student engagement and library user experience.
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