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Job Description 

	Job title
	Customer Services Manager 

	Department
	Library

	Grade
	FA7




	Job purpose (a brief summary of the role)
	This successful postholder will be at the forefront of the service, leading the Customer Services team, working with a variety of customers and stakeholders to drive forward customer service excellence across our library services. This role is all about understanding customer needs to provide inclusive and safe environments across the Library’s physical and digital spaces. Working closely with other senior managers, the Customer Services Manager will provide a blend of excellent communication skills, be process driven, innovative and outcomes focussed, with a mindset of continuous improvement.

As part of the Extended Library Management Team, they will collaborate on the development and delivery of new strategies and processes in line with our strategic plan as well as the institution’s changing needs and priorities.






	Duties and responsibilities
	
1. Service Delivery  
To manage, direct and co-ordinate activities within the Customer Services section., overseeing the day-to-day operations of all of the section’s services to ensure the provision of an outstanding and responsive service to library users. Ultimate responsibility for the recruitment, training, discipline, and appraisal of the staff delivering the service. 
 
2. Service Development  
To initiate, plan for, and manage change in Customer Services, utilising industry and sector best practice and innovations and tailoring services offered to the benefit the Library’s user communities and to meet the changing needs of the user and academic environment. 
 
Service improvements and developments using digital technologies to enhance Library student support and enquiry services ensuring continuous review to improve and develop services.  
Nurture and encourage student voice to understand the user experience, respond to feedback and measure success using satisfaction data, foster open communication with the student community, engaging in co-creation and forming and developing partnerships from within the University and beyond. 
 
Proactively seek feedback and performance information to analyse, monitor and improve the overall service delivery experience, promoting and marketing services facilities to the student community. 
 
3. Service coordination & Deployment  
To determine overall priorities and ensure the proper co-ordination and deployment of staff and services, based on user experiences to meet changing user needs and the needs of specific user communities. 
 
4. Budget & Financial Management  
To take responsibility for staffing, project, and non-pay financial allocations of the team to ensure resources are used effectively, and within budget. To seek out opportunities and apply for funding (internal and external to the University) to fund projects to develop the services’ offerings. 
 
5. Supporting the management of wider Library services.  
To work with the Associate Director and Head of Learner Services to provide consistent and co-ordinated customer facing services for the University, ensuring the appropriate deployment of Customer Services staffing and operational budgets allocated. As a member of senior Library staff, contribute as required to the wider management of the Library service beyond the section. To work with colleagues to ensure the complement of Customer Services and Library spaces are developed in line with strategic priorities and customer needs. 
 
6. Governance & Compliance  
To ensure that Library Rules, Regulations and Codes of Practice are implemented and applied equitably and suitably to uphold the policy framework within which the Library operates. To be responsible for ensuring that all Customer Services activities, including any financial transactions, are carried out responsibly and in accordance with University guidelines. 
 
7. Management Information 
To provide statistical and management information for internal and external purposes and develop and apply such new statistical analyses as might become appropriate.  
 
8. CPD  
To undertake continuous personal and professional development. To participate in networks outside the Library and develop contacts with professional bodies and other relevant colleagues in the sector. To maintain awareness of developments in the wider environment and develop new skills to work imaginatively to improve Library services for all the Warwick communities. To promote developments to the wider profession, as appropriate and in discussion with the Associate Director and Head of Learner Services. 









































	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 skill level equivalent to qualifications or experience. (E) 
	A
	E2
	Significant relevant customer services or professional library experience in a user-facing, frontline service role, preferably within HE, public services, or commercial/retail environment. (E)  
	A,C & D
	E3
	Experience of managing staff and a proven ability to motivate and lead teams through change. (E) 
	A,C & D
	E4
	Excellent IT skills and a demonstrable interest in ongoing skills development in this area. (E)
	A,C & D
	E5
	Ability to lead and build teams effectively and experience of cross team or matrix working. (E) 
	A,C & D
	E6
	Ability to be responsive and proactive. (E) 
	A & C
	E7
	Interpersonal and influencing skills with a proven ability to work collaboratively and build relationships effectively in a complex environment with a range of partners and stakeholders. (E) 
	A,C & D
	E8
	Ability to handle complexity and competing demands yet provide appropriate responses and solutions. (E) 
	A & C
	E9
	Ability to innovate and think laterally. (E)
	A,C & D
	E10
	Excellent communication and advocacy skills (both oral and written), including the ability to explain complex information to a wide variety of audiences, and write formal papers and reports. (E)
	A,C & D
	E11
	
	Choose an item.
	E12
	
	Choose an item.
	E13
	
	Choose an item.
	E14
	
	Choose an item.
	E15
	
	Choose an item.



	Desirable Criterion No.
	Desirable Criterion Description 
	Measured by

	D1
	Have or be working towards a library or information management qualification, customer service, business management/management & leadership or equivalent qualification. (D)
	A
	D2
	
	Choose an item.
	D3
	
	Choose an item.
	D4
	
	Choose an item.
	D5
	
	Choose an item.
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