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	Job title  
	Apprentice Library Services Assistant

	School / department 
	Library Services

	Grade
	Grade 3

	Line manager 
	Customer Experience Librarian.  Supervision will also be provided from managers within Content and Scholarly Communications and Academic Support teams whilst undertaking rotations.  

	Responsible for
	N/A

	

	Main purpose of the job

	Provide consistent and high quality first point of contact customer service around the libraries. Also helping to create learning materials to support the learning activities of UWL schools and colleges, administration of reading lists and support of print and digital collections processes. 


	

	Key areas of responsibility

	
Throughout 18 months:
1. Undertake a range of front-line services as set out in a timetable/rota and as directed by a Customer Experience Supervisor or Customer Experience Librarian. 
2. Assist users with general, directional and procedural information delivered face-to-face, through email, social media, via the telephone and other mechanisms. General enquiries will include assistance in using the Library discovery software, access to the Digital Library, assistance in the use of self service functions and basic IT enquiries. When needed refer enquiries onward as appropriate.
3. Through roving, help ensure that Library users adhere to the agreed codes of behaviour for the library zoning areas, obtaining support from managers if required. 
4. Take responsibility for helping maintain a suitable Library environment as directed by the Customer Experience Supervisors/Librarian including keeping the library space and furniture tidy and carrying out shelving.
5. Support the operation of the service including opening and closing of the libraries in the absence of any immediate supervision. 

Customer Experience Team (6 month rotation)
6. Help to support agreed processes that enable the timely recall of reserved items and materials on loan to graduating students.
7. Help to support the work of the Library Marketing Group by contributing to book displays and events.
8. Support the Library Chat service; communicating information to users in a clear and concise way in real time and referring enquiries onward as appropriate.
9. Helping to maintain statistical information by entering data into spreadsheets and databases with accuracy.
10. Help deliver library tours for Library visitors and student inductions as required.
Academic Support Team (6 Month rotation)
11. As part of the reading list team, create and edit reading lists from information provided by academic colleagues and purchase print and digital book material to add to the library collection. 
12. Support students’ library enquiries that come to the team about referencing or using library resources.
13. Contribute to design and development of learning materials and workshops to support students' knowledge and skills development.
14. Support access to and audience engagement with the Archive collections including supporting research appointments, exhibitions, blog posts, social media content, and other outreach activities. 
15. Accession new Archive collections and catalogue existing Archive collections in line with archive standards, particularly ISAD(G), using AToM software and ensuring the appropriate documentation is completed.
16. Identify conservation needs of the Archive collections and carry out necessary preventative action and rehousing, ensuring Archivist is informed if there is a need identified for specialist conservation tasks.  

Content and Scholarly Communication (6 Month rotation)
17. Assist the Assistant Librarians in cataloguing and classification to MARC21 standard and help to maintain quality control measures are followed in relation to accuracy of holdings information.
18. Provide support during all stages of the digital resources life-cycle including purchase, renewal, cancellation and maintenance of accurate management information of library subscriptions. 
19. Create and manage purchase order requests within the University procure-to-pay system for Library Services, processing the resulting invoices and ensuring compliance with the financial regulations of the University.
20. Undertake processing, repair and labelling of library materials and assist in other clerical activities required to support services and resources in the libraries.
General
21. Undertake a programme of continuing personal development, including development of specialist skills and knowledge required for particular service areas.
22. Ensure personal compliance with all of the University’s procedures, policies and regulations, especially those relating to data protection, legal and statutory compliance, information security, IT change control, health and safety and procurement.

In addition to the above areas of responsibility the position maybe required to undertake any other reasonable duties relating to the broad scope of the position.

		

	Dimensions / background information 

	Although based primarily at a particular campus, the post holder is required to work at any of the University sites as necessary.

Assistants will be expected to work a regular fixed pattern within the usual staffed hours of the library service. Annualised hours will be applied to this role and staff may be requested to work outside of their usual pattern where required in the interests of maintaining the service.

Specific University-branded clothing is to be worn as part of this role. Name badges and ID cards will also be required to be worn at all times.



Person Specification
	Criteria
	Essential 
	Desirable

	
Qualifications and/or membership of professional bodies
	GCSE Maths and English at Grade C or above or a Level 2 Functional Skills qualification in Maths and English
	

	
Knowledge and experience
	Experience of working in a library, information, IT or customer care environment

Awareness of equality and diversity issues relating to customer care
	Awareness of the typical range of IT and information resources available in Higher Education libraries


	
Specific skills to the job
	Excellent customer service skills

Excellent interpersonal skills

Excellent verbal and written communication skills.

Ability to use and demonstrate a range of software applications, including MS Office, Email and social media

Ability to use a variety of IT hardware, including PCs and mobile devices

Data entry into computer systems to 
a high level of accuracy

Willingness to learn and use new ICT technologies

	

	
General skills
	A flexible and proactive approach to work

Team player capable of working with minimum supervision

Good clerical skills with the ability to perform tasks accurately with attention to detail

Ability to problem solve on the spot, to apply lateral thinking and to work unsupervised 

Ability to work collaboratively, to take initiative and show judgement

Ability to deal calmly and effectively with Library and IT customers

Ability to ensure that information is passed on to the appropriate people in a timely fashion

Possess good time management
	

	
Other
	Must be capable of lifting books and move boxes and trolleys unaided

Willingness to undertake training and development in customer care, first aid, fire awareness and health and safety processes

Positive outlook and commitment to the University values and behaviours

Willingness to work flexibly, as the service requires, with some occasions of weekend and evening attendance
	

	Disclosure and Barring Scheme
	This post does not require a DBS check

	
Essential Criteria are those, without which, a candidate would not be able to do the job. Applicants who have not clearly demonstrated in their application that they possess the essential requirements will normally be rejected at the shortlisting stage.

Desirable Criteria are those that would be useful for the post holder to possess and will be considered when more than one applicant meets the essential requirements.
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