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Job Description
	
	Vacancy reference:
	

	Post Title:
	User Services Manager

	Grade:
	6

	School/Department:
	University Library

	Reports to:
	Library Experience & Engagement Manager

	Responsible for:
	User Services Team Leader, Library Assistant (with responsibility for Document Delivery)



Purpose
· To provide operational management of the Library’s frontline service.
· To provide day-to-day leadership to staff providing the service.
· To manage, co-ordinate and develop the inter-library loan (ILL) and associated document delivery operations. 

Main duties and responsibilities
· To manage the delivery of the Library’s frontline service points (Reception and Welcome Desk) day-to-day, including to deputise in the absence of the Library Experience & Engagement Manager.
· To ensure documentation and processes are regularly reviewed and updated and to advise on the local impact of University or Library policy changes. 
· To manage, co-ordinate and develop the ILL service.
· To contribute to planning and policy making for Library services generally and specifically for the development of the Circulation Control and ILL modules of the library management system (LMS).
· To take the lead on short term service development projects as assigned by senior colleagues and to contribute to Library or University projects as part of a project team.
User Services
· To manage and monitor local processes relating to registration and fines and other operational matters.
· To take responsibility, in the first instance, for any local conduct issues in the Library, escalating as appropriate to the Library Experience & Engagement Manager or Associate Director (Systems & User Services).
· To answer enquiries and provide a general information and referral service by participating in the staffing of the Welcome Desk.
· To compile and produce statistical reports in support of service usage and to evidence impact of new initiatives.
Special responsibilities
· To oversee ILL operations; training and liaising with staff responsible for ILL and providing direction to ensure all procedures are in line with Library policy.
· To act as cost-centre manager for ILL: to prepare estimates of annual expenditure and income; to monitor performance against budget and to provide ad hoc management information/reports for Library senior, and academic liaison team, managers.
· To oversee the effective operation of the ILL module of the LMS: to train staff in its use; to liaise with the Systems Manager on its configuration and maintenance. 
· To monitor external trends and developments in ILL: to assess implications for the Library and advise senior managers on policies and strategies for sourcing documents; to supply information and advice to colleagues on sources of supply and methods of delivery, covering technical, policy and economic aspects (including cost-effectiveness of alternative options).
· To arrange adjustments to services for students from under-represented groups of users as appropriate.
· To advise the Library Experience & Engagement Manager on issues to be considered for under-represented groups when developing and implementing Library policies and procedures. 
Staff management
· To line manage and supervise the Library Assistant specialising in ILL operations; to set objectives, allocate tasks and agree priorities; to provide day-to-day guidance and advice; to identify and meet training needs; to authorise annual leave, hold regular progress meetings and conduct annual performance development reviews.
· To manage and monitor the efficient throughput of work of direct reports and the User Services team in general.
· To assist in the recruitment, selection and training of staff.
General responsibilities
· To contribute to policy and planning activities in the Library, including discussions on strategic and operational issues; to participate in projects designed to review, improve or develop resources and services; to represent the team at meetings, on task forces and in special interest groups within the Library.
· To participate, as requested, in evening or weekend staffed services.
· To keep abreast of trends and developments in higher education and library/information services by scanning literature, establishing external contacts and attending professional meetings; to participate in the Library staff development hour programme both as attendee and occasional presenter.
· To undertake such other Library duties, as may reasonably be assigned, by the Director ULCS (University Librarian).
Staff are appointed to the University Library as a whole and may, if necessary, be required to work anywhere within it.
Contact
· Associate Director (Systems and User Services) 
· Systems Manager and Systems Team
· Library staff from other teams as appropriate
· University Copyright and Compliance Officer 
· Academic Liaison Team Managers
Terms and conditions
Full time, permanent.

This document outlines the duties required for the time being of the post to indicate the level of responsibility. It is not a comprehensive or exhaustive list and the line manager may vary duties from time to time which do not change the general character of the job or the level of responsibility entailed.


Person Specification

	Job Title
	School/Department

	User Services Manager
	Library


	Criteria
	Essential
	Desirable

	Skills Required


	· Strong oral and written communication skills 
· Strong interpersonal skills (team working, team leadership, customer care)
· Good general IT skills 
· Understanding of the configuration of an LMS for circulation processes
	

	Attainment 


	· A good first degree (honours) or equivalent
	· A postgraduate qualification in library/information science or equivalent subject area 

	Knowledge


	· Knowledge and understanding of document delivery processes and procedures

	· Knowledge of trends and development in higher education libraries, especially in document delivery
· Awareness of current practice and recent developments in CPD for library staff

	Relevant Experience


	· Significant experience in customer-focussed large academic or special library
· Experience of reference/enquiry work in an academic environment
· Experience of supervising or managing day-to-day operations in a library
· Management and training of staff
· Experience with the use of a large functional LMS
	· Monitoring and management of budgets
· Experience of managing cross-functional projects

	Disposition


	· Analytical and logical approach to problem solving
· Calm under pressure
· Strong commitment to a high standard of user-focused service delivery
· Proactive, self-motivated and able to encourage/motivate others
· Ability to prioritise tasks, manage time effectively and work to and meet deadlines (including management of others to do so)
· High level of attention to detail and accuracy
	


	Other


	· Ability to cope with the physical demands of the work (e.g. manual handling)
· Awareness of Health and Safety responsibilities in the workplace
	

	
	
	

	
Completed by: Sue Egleton
	
Date: 11 August 2022
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