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Job Description 

	Job title
	User Experience Officer 

	Department
	Library

	Grade
	FA6




	Job purpose (a brief summary of the role)
	
This post will sit within the Student Experience Team, within the Learner Services section of the Library.  
 
The postholder will provide support for an outstanding student journey through seamless customer focussed services. This post will lead on nurturing and encouraging the student voice to understand the user experience, to foster open communication with the student community, and to form and develop partnerships from within the University and beyond.    
The postholder will manage and co-ordinate the delivery of user experience interventions - providing and promoting high quality, effective and student-focused services. They will work with Library teams to build relationships with students and staff to plan, provide and promote a range of evolving user-focused initiatives which enhance user experience.  
They will lead on aspects of student communications and take responsibility for the development and delivery of interventions to support our student communities. 
They will manage the small team which will lead on responding to feedback and measuring success using satisfaction data, such as NSS and other measures and the Library’s engagement working with students to inform service developments, fostering innovation, and forging the Library’s reputation as a trusted partner.  


	Duties and responsibilities
	
1. Service delivery 
· To take a key role, taking responsibility for and co-ordinate the management of student voice activity, across all Library teams, to ensure the provision of an outstanding and responsive service to library users. 
· To enhance productivity within the team to ensure relevant department KPIs and service level agreements (SLAs) are consistently met and informing customer service excellence.   
· To support the Digital Experience Development Manager in reviewing feedback and data from student surveys to continuously improve the student experience, using technologies such as AI to interrogate the data. 
· To deliver effective communications to Library users, including managing and co-ordinating the Library’s social media presence and wider marketing and promotion to students. 
· To lead the Library’s student team, working in partnership to co-create responsive services. 
· To co-ordinate the Library’s presence on University Open Days and at key calendar points on the student journey, such as Welcome Week.  
 
2. Service Development   
· To support and inform service development through evidence-based research and using a range of UX (user experience) methodologies to better understand the student experience by: 
· helping identify, planning and implementing end to end projects in line with development/action plans. 
· researching, developing, and implementing appropriate methodologies including project management, horizon scanning, benchmarking techniques. 
· interrogating complex data, producing regular project progress reports, including evaluation of findings and recommendations for action. 
· disseminating findings to a variety of audiences (internal and external) by a variety of appropriate means. 
· To work with all the Library’s customers and stakeholders, modelling best practice and innovations and tailoring services offered to the benefit the Library’s user communities.   
· To work with colleagues across the University to contribute to the wider University student experience, as part of a University offering, including, for example, Warwick Presents. 
· To develop the concept of ‘Library as Host’ and supporting wider engagement and citizen events and visits. 
· To undertake continuous personal and professional development; to contribute actively in networks outside of the Library and develop contacts with professional bodies, library staff and other relevant colleagues at other Higher Education institutions. 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 Student Experience team, including HR matters including the recruitment, performance review, discipline and any appropriate training and staff development to ensure staff are equipped to deliver appropriate high-quality services. 
· To manage the Library Student Partners in user experience activity. 
 
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
	Educated to degree level or equivalent experience. (E) 
	A
	E2
	Experience and knowledge of relevant library and/or customer service work, working within a complex, high quality customer facing service (E)  
	A & C
	E3
	Experience of managing staff and a proven ability to motivate and lead teams through change (E)  
	A & C
	E4
	Experience and knowledge of UX methodologies and proven track record of successful application of these. (E)  
	A & C
	E5
	Evidence of strong project management skills. (E) 
	A & C
	E6
	Excellent IT skills and experience of using digital platforms/channels and a demonstrable interest in ongoing skills development in this area. (E)   
	A & C
	E7
	Ability to interpret complex data to help inform decision making. (E) 
	A & C
	E8
	Ability to lead and build teams effectively. (E)  
	A & C
	E9
	Excellent communication and advocacy skills (both oral and written), including the ability to effectively communicate to diverse audiences via a variety of channels. (E) 
	A & C
	E10
	Ability to be responsive and proactive. (E)  
	A & C
	E11
	Interpersonal and influencing skills with a proven ability to work collaboratively and build relationships effectively. (E)  
	A & C
	E12
	Ability to handle complexity and competing demands yet provide appropriate responses and solutions. (E)  
	A & C
	E13
	Demonstrated interest in user journeys in both physical and digital spaces (E)  
	A & C
	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 & C
	D2
	
	Choose an item.
	D3
	
	Choose an item.
	D4
	
	Choose an item.
	D5
	
	Choose an item.
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