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Job Description 

	Job title
	Customer Services Officer 

	Department
	Library

	Grade
	FA6




	Job purpose (a brief summary of the role)
	
This role is in the Customer Services team, within the Learner Services section of the Library.

The role provides an excellent student experience to ensure a high performing and exceptional experience in terms of enquiry and customer support across the whole Library service. The postholder will take responsibility for a programme of continuous review and management of enquires to develop services that meet customer needs, through the creation of service standards, adoption of new technologies and innovative responses to complex issues.

This role will help develop and embed customer service excellence across the Library.  The post holder will actively engage in partnership working with customers to gain feedback and drive service innovation and improvement. 

The Customer Services Officer leads and manages the day-to-day operations of the frontline Customer Services teams, across multiple Library managed spaces, over a 7-day periods (Mon-Sun).




	Duties and responsibilities
	 
1.  Service Delivery  
· To take responsibility and co-ordinate the management of enquiries and customer support across the whole Library service to ensure the provision of an outstanding and responsive service to library users.  
· To develop and maintain an in-depth knowledge of relevant library enquiry systems to ensure they are used efficiently and to their full potential, assessing the impact of new services, ensuring appropriate testing is completed and managing implementation and review. 
· To train and support staff to ensure efficient and appropriate responses to enquiries and to raise awareness of the use of these services. 
· Enhance productivity within the team to ensure relevant department KPIs and service level agreements (SLAs) are consistently met.  
· Actively engage in partnership working with customers to gain feedback and drive service innovation and improvement and work collaboratively with colleagues to lead and support process reviews to ensure a cycle of continuous improvement. 
· To support the Customer Services Manager in reviewing and analysing data to continuously improve service as well as investigating and resolving complaints. 
· To work with the Co-ordinator and Senior Library Assistants to manage day to day service delivery. Manage the access systems and security arrangements for the Library’s buildings/facilities, ensuring that staff and students can work safely, liaising with the University’s Community Safety team for escalated incidents/emergencies. 
· Working with the wider Customer Services team and other colleagues as appropriate, develop, implement, and adapt a variety of strategies to enable and increase user self-regulation of the environment. 
· To support and help at events such as Open Days and Welcome Week 
 
2) Service Development  
· Identify opportunities for continuous improvements and support the Customer Services Manager in directing implementation of the student enquiry management strategy by: 
· helping identify, plan, and implement projects in line with development / action plans. 
· research, develop, and implement appropriate methodologies including project management, horizon scanning, benchmarking techniques. 
· To seek service improvements and developments, working with library users, using digital technologies to enhance enquiry services, providing specialist advice to other Library teams, and working with IDG colleagues to deliver service improvements. 
· To work with library users to gain feedback and work with colleagues to lead and support process reviews to ensure services are stable, efficient, and accessible. 
· To undertake continuous personal and professional development.  To maintain awareness of developments in the wider environment and develop new skills to work imaginatively to improve Library services for the Warwick community. 
 
 
3. Staff management  
· To lead and manage the Customer Services team, including but not limited to recruitment, training/development, performance reviews, coaching etc. to ensure staff are equipped to deliver appropriate high-quality professional services. 
· To support the planning, delivery, and evaluation of customer service training for all Library teams, aiming to achieve and maintain Customer Service Excellence and expected professional behaviors.  
· Supervising and arranging the library’s first aid rota and provision. 
 
As required, to undertake any other duties commensurate with the post.















	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 skill level equivalent to qualifications or experience (E)
	A
	E2
	Experience and knowledge of relevant professional library experience and/or customer service work, working within a complex, high quality customer facing service (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 interpret data to help inform decision making (E)
	A,C & D
	E6
	Ability to lead and build teams effectively (E)
	A,C & D
	E7
	Ability to be responsive and proactive (E)
	A,C & D
	E8
	Interpersonal and influencing skills with a proven ability to work collaboratively and build relationships effectively (E)
	A & C
	E9
	Ability to handle complexity and competing demands, yet provide appropriate responses and solutions (E)
	A,C & D
	E10
	Ability to innovate and think laterally (E)
	A,C & D
	E11
	Excellent communication and advocacy skills (both oral and written), including the ability to explain complex information to a wide variety of audiences (E)
	A,C & D
	E12
	A working knowledge of Equality, Diversity and Inclusion legislation and experience of work in this area (E)
	A,C & D
	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
	Previous experience in utilising and embedding digital technologies (D)
	A & C
	D3
	Experience of successful project management (D)
	A & C
	D4
	
	Choose an item.
	D5
	
	Choose an item.
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