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Job Description

Job title:		Head of Library Operations and Customer Services

Post number:		IS5192 

Reports to: 		University Librarian

Department/School:	Libraries

Grade:			8

Location:	The role will be based in the Aldrich library on the Moulsecoomb campus 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 postholder is a member of the Library Senior Management Team, participating fully in the planning, policy-making, leadership and management of Libraries, having shared responsibility for ensuring the delivery of university strategic objectives. The role provides strategic leadership, motivation and direction for service and organisational improvement including staff development, training, front line services, library as space, Health and Safety and Customer Service Excellence®.
Line management responsibility for: 
Customer Service Librarians and User Experience Librarian
Main areas of responsibility:
· To provide line management and leadership for a team of staff - including recruitment, induction, appraisals, performance management to the standards set out in university policies.  
· To take strategic lead on the planning and development of physical spaces across the libraries, to ensure that spaces are designed with attention to health and safety and wellbeing considerations, that space is optimised, well maintained, consistently signposted, safe and welcoming.  
· To act as the Library Health and Safety representative to ensure local practices conform with current legislation and university H&S and wellbeing guidance, reflect best practice; and ensure staff development is relevant and timely.  
· To have strategic lead for the planning, operating and monitoring of opening hours to meet user needs. 
· To coordinate staff development for the libraries, identify opportunities for sharing knowledge and experience, identifying development needs and evaluating training to ensure effective staff development.  
· To lead partnerships to support university strategy on widening participation and community engagement with libraries. 
· To ensure the delegated resources budget is correctly allocated, monitored and operates within approved limits, university procedures and as senior member of the library management team, contribute to the annual planning cycle. 
· To lead and coordinate the development and delivery of operational plans, setting meaningful performance measures, service standards, and monitoring progress. 
· To develop and act on customer insight to recommend and implement continuous improvements to the range of library services provided, working in close collaboration with others.  
· To chair departmental committees and groups related to customer services, library operations, and communications, to initiate discussion on policies and developments relating to services; to develop, implement and monitor policies and procedures to ensure the consistent delivery of high quality, customer facing services. 
· To lead, plan and manage the annual Customer Service Excellence® submission to ensure successful retention of the standard. 
· To ensure that services support the range of academic activities of the university by actively contributing to the strategic and operational planning and management through membership of groups and by representing libraries at university Groups/Committees and other university events.   
· To participate broadly in the academic life of the university, being alert to institutional changes and developments that may impact the work of the department. 

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.
· To work in accordance with the Data Protection Act 2018 and UK GDPR


Person Specification

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


	· Excellent communication skills, both written and verbal, as suitable to the situation/audience. A, I
· Proven experience of leading, developing and managing partnered relationships with stakeholders. A, I
· Excellent organisational skills; manages conflicting priorities, meets priorities and deadlines; performs at appropriate level of responsibility.  A, I
· Thorough understanding of the impact of emerging developments within HE across research, teaching, learning and student experience on academic libraries.   A, I
· Excellent ICT skills including experience of use of MS Excel for budgeting and data management  A, I
· Analysis, creativity and problem solving: considers various perspectives and wider implications; solves problems and develops plans successfully; aware of implications and wider picture. A, I
· Demonstrable knowledge of equality, data protection and Health and Safety Guidelines. A, I 
· Demonstrable knowledge and experience of the analysis and interpretation of data to measure the value and impact of library services. 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 commitment to continuous professional self-development. A, I
· Evidence of engagement with current professional practice and developing knowledge. A, I 
· 



	Qualifications


	· Graduate with a professional qualification in library and information work or equivalent


	Experience


	· Substantial proven experience of successful staff and service management at a senior level in an academic library or similar environment. A, I 
· Significant and substantial relevant customer service experience  A, I 
· Experience of successful budget management A, I 
· Experience of change management. A, I 
· Evidence of leadership: planning and change management, leading projects, developing and implementing new services. A, I, 


	Managing people


	· Strong leadership skills with credibility and influence, and ability to build and develop teams and efficiently plan staffing resources. A, I
· Effective delegation skills and ability to motivate people without direct line management responsibility. A, I



	Physical demands and/or other requirements

	· 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 
· 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.
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