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Job Description 

	Job title
	Customer Services Senior Library Assistant

	Department
	Library

	Grade
	FA3




	Job purpose (a brief summary of the role)
	
The postholders in this front facing Library team manage the day-to-day operations of Customer Services Library Assistants (including Archives) responsible for enquiry handling and customer support. They provide support for a range of face to face and virtual enquiry services acting as a point of escalation for complex enquiries.  The Customer Services Senior Library Assistants also support the operational delivery and development of excellent frontline customer services, including all the Library’s diverse customer communities. 




	Duties and responsibilities
	
Service Delivery:  
· To provide and ensure provision of an excellent (first line) customer enquiry service, in person and online, referring specialist queries.  
· Ensure the delivery of an efficient and effective reception service, dealing with complex membership and access enquiries. 
· To maintain accurate records of procedures and guidelines relating to the service, ensure all staff are aware of and follow the policies, practices, and procedures. 
· In the absence of relevant personnel, take operational responsibility for the Library building, facilities, occupants and service, maintenance of services, managing service interruptions, equipment failures, security or safety incidents as these arise, taking appropriate action as needed.  
· Supporting the Customer Services Co-ordinator and Customer Services Officer in terms of escalated incidents/emergencies, including first aid provision. 
· To proactively manage customer behaviour and space availability in accordance with agreed procedures to help maintain the study environment. 
· Take responsibility for health and safety matters in relation to the area/Library as appropriate.  
· To act as Safepod co-ordinator as required, ensuring access to the Safepod is maintained for researchers.  
· To assist with promotion of the Library’s enquiry and information service internally within the Library, University and externally, contributing to the Library website and other student communication channels as required and providing service updates.  
· To support and help at events such as Open Days, Welcome Week, school visits etc. 
· To actively monitor the performance of the service on an ongoing basis, providing management information and statistics as appropriate. Maintain accurate records of performance and procedures, such as incidents, utilising these as appropriate to inform service development. 
 
Staff Management 
· To be responsible for the day-to-day line management of Customer Services Library Assistants, managing workflow and procedures to ensure service standards are met.  
 
Financial Responsibilities 
· To ensure adherence to University and Library financial procedures and audit requirements, particularly in respect of credit card transactions, invoicing for lost books/non returned items. 
· To take responsibility for the reconciliation and banking of all monies raised from the library service; recording and balancing of weekly, monthly, and yearly figures and accounts; stock control and management of credit/debit card system; preparation and completion of sales and purchase invoices.  
 
 
Service Development 
· To contribute to the planning and development of the service and wider Library service, participating in Library projects and activities as appropriate. Actively research developments in the sector/service, propose and help implement new systems and procedures to improve the service. 
 
As required carry out 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
	Educated to GCSE level, including English and Mathematics or relevant experience. (E) 
	A
	E2
	Recent experience of working in a front line, client focused service or support role in the context of education, user experience or customer service, working with a diverse customer base. (E) 
	A & C
	E3
	Effective supervisory experience demonstrating good staff management and experience of motivating teams and individuals. (E)
	A & C
	E4
	Has a service oriented and flexible approach, with a track record of changing own working practices as required. (E) 
	A & C
	E5
	Has good presentation and interpersonal skills and demonstrates confidence when dealing with people at all levels. (E) 
	A & C
	E6
	Has the ability to work alone, without supervision, and resolve situations to a satisfactorily conclusion independently. (E) 
	A & C
	E7
	Ability to work collaboratively and build relationships effectively, contributing actively towards team goals. (E)  
	A & C
	E8
	Is self-motivated and able to work independently, planning, prioritising, and organising own workload. (E) 
	A & C
	E9
	Proficient IT skills with demonstrable application of commonly used IT applications and tools, including word processing, spreadsheets email and other digital communication channels. (E) 
	A & C
	E10
	Customer focused with a strong commitment to the provision of high-quality service within a busy customer orientated environment, adaptable and resourceful in meeting the demands of the service. (E) 
	A & C
	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
	Experience of finance systems e.g. SAP (D) 
	A
	D2
	Experience of delivering on-the-job and group training/presentations to staff and students. (D) 
	A & C
	D3
	
	Choose an item.
	D4
	
	Choose an item.
	D5
	
	Choose an item.
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