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Job Description 

	Job title
	Customer Services Co-ordinator 

	Department
	Library

	Grade
	FA3




	Job purpose (a brief summary of the role)
	To coordinate the operational delivery and development of excellent frontline customer services, that support all the Library’s diverse customer communities. To take responsibility for providing a high quality and inclusive first contact enquiry, information, and support service via a range of channels. 


	Duties and responsibilities
	Service Delivery: 

· To coordinate the operational delivery and development of excellent frontline and enquiry services to support the Library’s diverse communities, ensuring the delivery of a seamless, efficient, and effective enquiries, information, membership, and support service. 
· Ensure the delivery of robust induction and training in terms of customer service and enquiry management, utilise user experience feedback from participants and customers, and oversee training gap analysis. 
· Carry out process reviews and make recommendations for service improvements, and to ensure a cycle of continuous improvement, working to the department’s key performance indicators and service level agreements. 
· To review and develop service information for the Library website and other communication channels e.g. social media. 
· To provide day to day operational support for the access systems and security arrangements for the Library’s buildings/facilities to ensure these are adequate and appropriate, supporting in escalated incidents/emergencies. 
· To manage access and co-ordination of the Safepod service, ensuring Safepod co-ordinators are trained and access to the Safepod is maintained for researchers. 
· Working with the wider Customer Services team to implement and a variety of strategies to enable and increase user self-regulation of the environment, thereby supporting the management of the Library environment.  
· To support and help at events such as Open Days and Welcome Week 

 Service Development: 

· Overseeing the online enquiry services co-ordinate software updates and make service recommendations for improvements.  
· To support service improvements and developments using digital technologies to enhance enquiry services, providing specialist advice to other Library teams. 
· To undertake continuous personal and professional development; to participate in networks outside of the Library and develop contacts with professional bodies, library staff and other relevant colleagues at other Higher Education institutions.  

 Staff management: 

· To take responsibility for the supervision of Customer Services staff including the recruitment, performance review, discipline, staff development and training and, where appropriate, to ensure the Customer Services Team adhere to the Library and the University of Warwick policies, practices, procedures, and requirements, 
· To participate actively in Library wide projects as required and when required work across Library operations to support service delivery. 

 

As required, to undertake any other duties commensurate with the role.









	Person Specification
The Person Specification focuses on the essential and desirable knowledge, skills, experience and qualifications required to undertake the role effectively.  This is measured by (a) Application Form, (b) Test/Exercise, (c) Interview, (d) Presentation. 


	Essential Criterion No.
	Essential Criterion Description 
	Measured by

	E1
	Degree (or equivalent) or significant relevant experience (E)
	A & C
	E2
	Customer focused with a strong commitment and experience to the provision of high-quality service within a busy customer orientated environment
	A & C
	E3
	Recent experience in an academic library or in a customer service role delivering to a diverse local and international customer base (E)
	A & D
	E4
	Substantial experience of service delivery, performance review and reporting. Able to translate business plan into clear objectives involving others. (E)  
	A & C
	E5
	Experience of recruiting, managing, supporting, and developing staff teams and taking responsibility for organising larger projects/work areas. (E)
	A & C
	E6
	Experience of organising own workload, and progressing a range of tasks and projects at one time; using initiative and working quickly and accurately under pressure to meet deadlines, with a positive approach to changing priorities to achieve targets (E)
	A & C
	E7
	Experience of ensuring a safe environment (and obligations related to Health and Safety) from both the employee and customer perspective, being conversant with the risks associated with the workplace and service delivery in a large public building (E)
	A & C
	E8
	Strong communication and interpersonal skills, including the ability to build effective working relationships and the ability to deal with staff and customers in a sensitive and professional manner (E)
	A & C
	E9
	Excellent customer service skills with evidence of an innovative approach to service delivery/provision to support a diverse community (E)
	A & C
	E10
	Proficient IT skills (including Microsoft Office, spreadsheets, email, presentation software, internet use, specialist databases and familiarity with automated systems (E)
	A & C
	E11
	Proven team working and team leading skills including the ability to work independently, collaboratively and to motivate staff teams (E)
	A & C
	E12
	Good problem-solving and decision-making skills applying creativity to work through potential solutions (E)
	A & C
	E13
	Commitment to personal development to enhance effectiveness in job role (E)
	A & C



	Desirable Criterion No.
	Desirable Criterion Description 
	Measured by

	D1
	Have or be working towards a relevant qualification or substantial relevant experience (D)
	A & C
	D2
	Knowledge of Financial Systems (D)
	A & C
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