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Job Description

Job title:		Customer Services Librarian (Generic)

Post number:		<Post number>

Reports to: 		Head of Library Operations and Customer Services 

Department/School:	Libraries

Grade:			6

Location:		XXX


The role will be based in the X library on the X campus in Brighton, but will require the flexibility to travel to and from other university sites, as and when required for which expenses will be paid in accordance with the university’s Staff Expenses Policy.  


Purpose of the role
The Customer Service Librarian manages the range of library services offered in accordance with University and Library policies, to ensure the provision of high quality, responsive, customer-focused library services. The post holder will participate in the planning and implementation of services to ensure the provision of a high quality customer experience within a safe and secure environment, contributing to a continuous improvement culture to maximise customer usage and student success and retention. 
This post is one of three Customer Service Librarians, each post acts as specialist to support the Head of Library Operations and Customer Services in one of the following workstreams:
· Communication, internally and externally to Libraries. Ensuring all our messaging is clear and correct, including social media. 
· Staff training ensuring consistency and quality of customer service across all libraries. Assisting with the organisation of staff training and staff update sessions within Libraries and the wider Information Services department.
· Community engagement, EDI, external membership, organising placements plus student participation in library services projects.


Line management responsibility for:  Senior Library Assistant and Library Assistants at XXXXX Library

[bookmark: _Int_UV0Bkkg3]Main areas of responsibility:
· Manage the range of library services offered in xxxx library, to ensure the provision of high-quality, responsive, customer-focused services so that all users of the library service are treated fairly and maintain university policy regarding Equal Opportunities.
· Proactively manage and develop the library’s Library Assistants and Senior Library Assistant(s); to include recruitment and selection, induction, training, performance management and annual appraisals. 
· Monitor and maintain oversight of daily activities and operations, planning appropriate staffing levels throughout the year; to ensure sufficient and relevant staffing provision at Help Desks and other service areas.
· Work with the Head of Library Operations and Customer Services and User Experience Librarian to ensure that a safe and healthy environment is maintained for library staff and users, that all equipment in library areas conforms to university health and safety standards and that appropriate action is taken with relevant university departments and external suppliers; to maintain the quality of the library environment.
· Work in partnership with stakeholders to contribute to the planning and implementation and evaluation of library services locally and in the wider university.
· Provide and publish key communications, in all formats, to promote both current services and forthcoming developments ensuring university staff and library users are fully informed.
· Deputise for the Head of Library Operations and Customer Services and act as a representative for Libraries, project a positive image. 
· Pursue an active programme of self-development and continuous updating of skills and understanding of ICT and its relevance to learning, teaching and research; in order to contribute to the promotion of a continuous improvement culture and provide support to the teaching and research endeavour of the university.

General responsibilities

These are standard to all University of Brighton job descriptions.
· To undertake other duties appropriate to the grade and character of work as may be reasonably required, including specific duties of a similar or lesser grade.
· To adhere to the University’s Equality, Diversity, and Inclusion Policy in all activities, and to actively promote equality of opportunity wherever possible.
· To be responsible for your own health and safety and that of your colleagues, in accordance with the Health and Safety at Work Act.
· [bookmark: _Int_rHOdHRQN]To work in accordance with the Data Protection Act 2018 and UK GDPR


Person Specification

[bookmark: _Int_WcR3V5vD]The person specification focuses on the knowledge, skills and abilities, qualifications, and the experience required to undertake the role effectively. Please ensure that your application demonstrates how you meet the essential criteria. You will be assessed by your completed application form (A), at interview (I) and in some instances through an exercise (E); these are shown at the end of each criteria.
Essential Criteria

	Knowledge, skills, and abilities


	· Thorough working knowledge and sound understanding of electronic information sources, discovery tools, library management systems, standard office applications and the confidence to learn, and train others, in new ICT skills. A, I
· Practical working knowledge of Equality, Data Protection and Health & Safety guidelines I
· Excellent Customer Service skills, ability to assess customer needs and identify trends impacting on the wider organisation and make recommendations to improve service standards/ delivery. A, I
· [bookmark: _Int_vEteKRvn]Organised, able to prioritise conflicting demands, scheduling and planning work for self and others in order to meet objectives and standards, within deadlines with a minimum of supervision. A, I
· Project management skills and ability to undertake project work to successful completion. I
· Current awareness of developments in academic libraries. A, I
· Able to build partnerships and work collaboratively in a team and where appropriate across or with different professional groups within and external to the university. A, I
· Evidence of engagement with current professional practice and developing knowledge. A, I 


	Qualifications


	· Graduate with either a professional qualification in library or information services or equivalent experience in a relevant library role. A



	Experience


	· Significant and substantial relevant customer service experience. A, I
· Experience of change management and developing and implementing new services. A, I
· Experience of liaison with stakeholders. A, I
· Experience of interpreting more complex information and giving appropriate advice and assistance to staff and students based on own specialist knowledge and experience. A, I, 


	Managing people


	· Staff management, leadership, and teambuilding ability to successfully manage, coach and develop a team. A, I
· Listens well and understands the perspectives of others, showing awareness of the need to ensure equality of opportunity and to respond as appropriate with advice, support, or referral. A, I
· Act as a role model to promote a positive image of the workplace. I


	Physical demands and/or other requirements

	· Ability to work occasional evenings and weekends. A
· The role will require occasional travel to other university sites and locations. A
· Flexible approach to working and responding to the changing work environment. A, I




 






Additional Information

· Any appointment is generally made at the bottom of the salary range for the grade dependent upon experience and previous salary.
· The University of Brighton welcomes job sharers. Job sharing is a way of working where two people share one full-time job, dividing the work, responsibilities, pay, holidays, and other benefits between them proportionate to the hours each works, thereby increasing access to a wide range of jobs on a part-time basis. The advert for the post for which you are applying will indicate whether applications from job sharers can be considered (this may not be possible for a post that is already part time for example). Refer to the ‘Balancing Working Life’ section on our website here: Benefits and facilities.
· Annual leave entitlements are shown in the table below and increase after 5 years’ service. In addition, to the eight Bank Holidays, there are university discretionary days between Christmas and New Year. All leave, including bank holidays and discretionary days, is pro-rated for part time employees.

	Grades
	Annual entitlement per grade
	Grades
	After 5 years’ service

	1-3
	23 days
	1-3
	28 days

	4-7
	25 days
	4-7
	30 days

	8-9
	27 days
	8-9
	30 days

	Band 10 and above
	30 days
	Band 10 and above
	30 days



· More information about the department/school can be found here Professional Services Departments or here Academic Departments. 
· Read the University’s Strategy 2019 - 2025 
· [bookmark: _Int_JTEEwHHy]The University has an attractive range of benefits, and you can find more information about them on our website.

DBS (Disclosure & Barring Service)

If you think a DBS check is required for this post, please provide further information in answer to the questions below and the HR (Human Resources) Recruitment Team will assess if a check is required.

1) What does the job role entail?
2) Where is it carried out?
3) Who is it working with, children, adults, or both?
4) Please provide full details of what contact the applicant will have with vulnerable groups.
5) How frequently will this work be carried out (e.g., daily, weekly, monthly, or one-off occasion)?

<remove if DBS not required>The nature of this role will mean that a DBS check will be required (to be included only if the role requires a DBS check. Further information can be found here: https://www.gov.uk/government/organisations/disclosure-and-barring-service. It will be stated on the recruitment advert if the post requires a DBS check.


Date:  May 2024
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