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JOB DESCRIPTION

	Job Title: 
	
User Experience Coordinator 

	Department / Unit:
	Library Services

	Job type 
	Permanent - Professional Services

	Grade:	
	6

	Accountable to:	
	Head of Customer Services

	Accountable for:    

	Line management of Grade 4 Information Assistants 

	Purpose of the Post

	Working as a key member of the Library Customer Services team, this role is pivotal to providing an excellent experience to a diverse base of Library Users both in person and online.

The postholder will work closely with the Head of Customer Services and the User Experience Coordinator (Extended Hours) to deliver a seamless, high-quality service and will play a key role in the ongoing development and continuous improvement of services. 

[bookmark: _Int_TDozjNuE]This role is key to the day-to-day operational delivery of the service, line managing a small, and effective customer focused team to ensure the high level of customer experience our students, staff and visitors have come to expect. The post holder will achieve this through a proactive approach and by building relationships both within the Library and with teams across the University.




	Key Tasks

	
The core responsibilities will include: 

1. Line management and supervision of the Information Assistants to include professional development, performance management, leading regular team meetings, regular 1:1’s, annual leave and absence reporting.

2. Working with the Head of Customer Services to ensure services are reviewed and developed to meet the changing needs of our diverse range of users.

3. [bookmark: _Int_xE4Q7PNJ]Ensuring the delivery of a consistent frontline service both physically and digitally via our Helpdesk, LiveChat and EMS (Enquiry Management System). Where necessary, liaise with colleagues within the Library and across the University to resolve enquiries promptly achieving high levels of satisfaction.  


4. Support members of the Customer Service team with the resolution of complex enquiries using appropriate procedures and initiatives, liaising with other Library and external teams as appropriate.

5. To maintain timetables to ensure sufficient levels of staffing and the smooth running of the service.

6. [bookmark: _Int_yqXvGiR7]Operational responsibility for the Library space and service delivery on a day-to-day basis to ensure continuity of service. Support the Head of Customer Services with the management of library security staff during core hours. Support the User Experience Coordinator (Extended Hours) with the extended hours rota when required.

7. Managing the library environment to ensure the presentation and use of the space supports students' study, including reporting of facilities issues, behaviour management and monitoring of self-service and IT equipment.

8. Responsible for monitoring service performance and the collection and analysis of data, to inform improvements to working processes within the library.

9. Support key frontline digital services, such as the Library Management System and student group study booking system and work with the Library Systems Manager to ensure housekeeping processes are effective and continuously improved. 

10. Actively participate in cross-service projects to ensure the library’s strategic aims and goals are met.

11. Work collaboratively with the Head of Customer Services and User Experience Coordinator (Extended Hours) to ensure the continual development of the service.

12. Responsible for overseeing internal and external library memberships.

13. Undertake regular frontline and office process reviews (circulation and administration) to ensure efficient working procedures

14. Network and engage with professional development opportunities both internal and external to keep up-to-date with sector trends and best practice to develop the customer service experience. 

15. As appropriate, participate in Library working groups on specific projects relating to enhancing the student experience.

16. Work alongside colleagues in the University to support and enhance the wider student experience. Including, for example, Disability and Neurodiversity Service, Student Services, Building Management.





	Other Duties

	The duties listed are not exhaustive and may be varied from time to time as dictated by the changing needs of the University. The post holder will be expected to undertake other duties as appropriate and commensurate with their grade, as requested by his/her manager.

The post holder may also be required to work at any of the locations at which the business of Royal Holloway is conducted.



	Internal and external relationships

	The post holder will be required to work closely with colleagues in the library and the wider University as detailed in the list below:

· Academic Schools
· Student Services 
· Marketing & Communications
· Human Resources
· Finance
· IT Services
· Disability and Neurodiversity Service and Student Wellbeing
· Commercial Services and Estates
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	Details on the qualifications, experience, skills, knowledge and abilities that are needed to fulfil this role are set out below.

	
	
	
	

	Job Title:  Library Customer Care Co-ordinator
	Department: Library

	 
	Essential 
	 Desirable
	Tested by             Application Form/Interview/Test

	Knowledge, Education, Qualifications and Training
	 
	 
	 

	Educated to A level or equivalent with practical experience, that demonstrates relevant levels of knowledge and skills for the role
	x
	
	Application Form

	Skills and Abilities
	 
	 
	 

	 Proven ability to work collaboratively as part of a team to achieve joint goals
	 x
	 
	Interview 

	 Ability to plan and prioritise work under your control and problem solve in a busy environment
	 x
	 
	Interview / Test

	 Strong verbal and written communication skills
	 x
	 
	Application Form / Interview

	Confident to work independently to develop and implement policies and procedures based on evidence from data and statistics.
	x
	
	Application Form/ Interview

	Excellent IT skills and proven ability to learn new systems and programmes.
	x
	
	Application Form/ Interview

	Experience
	 
	 
	 

	Working in a library/higher education environment
	 
	x 
	Application Form 

	Excellent customer service skills and experience of responding to enquiries and requests from a diverse range of service users.
	x
	
	Application Form/ Interview 


	 Experience of managing and delivering a front facing and digital customer service environment to a diverse group of users
	 x
	 
	Application Form/ Interview 

	 Experience of effective line management of individuals to inspire and motivate
	 x
	 
	Application Form 

	Other requirements
	 
	 
	 

	 A desire to continue to develop yourself and the team professionally
	 x
	 
	Interview 

	An interest in networking both internally and externally with a view to improving services
	 x
	 
	Interview 

	A commitment to use EDI values to ensure a supportive and fair working environment.
	 x
	 
	Interview
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