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Job Description 
	Job title  
	Campus Librarian (Reading)

	School / department 
	Library Services

	Grade
	5

	Line manager 
	Head of Customer Experience, but reporting to Head of Academic Support for some duties

	Responsible for
	Customer Experience Assistant (Reading)

	

	Main purpose of the job

	The post-holder manages the Library Services operational environment at University of West London's Reading Campus, ensuring the delivery of an effective, efficient, and high-quality customer experience at all times.
The post-holder delivers a range of support services, teaching, and collections to support the teaching and learning and research activities for the College of Nursing, Midwifery and Healthcare (CNMH) and undertakes a range of professional duties alongside members of the Academic Support Team.

	

	Key areas of responsibility

	Customer Experience Team
1. Managing workflow and procedures by allocating work to staff, ensuring deadlines and targets are achieved
2. Leadership and direct line management of local Customer Experience Team ensuring appropriate performance standards, procedures and guidelines are maintained, and learning and development needs met.
3. Provide for, and ensure, high quality customer service and support in person, by telephone and electronically.
4. Working as part of the Customer Experience Management Team, set and monitor performance standards and contribute to operational planning and strategy.
5. Maintaining all customer-facing areas and staff offices to a high standard, ensuring availability and reliability of service.
6. Actively monitor the performance of the service against agreed Library Services key performance indicators (KPIs) and service standards on an ongoing basis, including provision of management information and statistics and survey analysis as required.
7. Responding to feedback in an efficient, effective and timely manner and pro-actively working with colleagues to gain feedback on the service.
Academic Support Team
1. In coordination with the Academic Support Librarian for the College of Nursing, Midwifery and Healthcare (CNMH), promote Library strategies, policies, and services; inform and consult with academic colleagues and students about service developments, and manage their expectations around changes to Library Services; establishing effective individual relationships with the academic staff and student representatives in order to contribute to relevant academic course developments, understand their information needs and develop appropriate services to meet them.
2. In coordination with the Academic Support Librarian for CNMH, deliver and facilitate teaching and training for students in information skills relevant to their subject, taking into account current best practice in pedagogic theory.
3. Working with the Academic Support Librarian for CNMH, ensure that the information collections meet evolving School teaching and research needs through effective stock management, stock selection and deliver an appropriate balance of print and online resources.
4. Provide and develop learning materials, in a range of media through a variety of channels (but especially via the VLE and other online channels), for welcome and induction, information skills training and publicity purposes, for a diverse range of customers.
5. Support the teaching and learning and research needs of the College by contributing to the Library's physical and virtual enquiry and research support services, taking into account changing student expectations around technology and learning patterns, the demands of multiple sites services and devices, working with other University front-line services as required. 
6. Working with appropriate stakeholders, and with delegated responsibility from the Head of Academic Support, manage the budget for specified subject areas and identify subject materials for purchase in consultation with academic staff, ensuring compliance with the University's Financial Regulations. 
General
1. Represent the Library on relevant School and/or University committees or working groups and on external professional groups, as required by the Director of Library Services, ensuring an effective two-way formal flow of information.
2. Contribute to specific Library Services projects, in collaboration with other teams within Library Services
3. Actively contribute to the sharing of knowledge and best practice within Library Services to improve overall services to students and academics.
4. Maintain a high level of continuing professional development, using internal and external networks, seminars and conferences to maintain an up-to-date awareness of relevant external developments and best practice for similar service provision with benchmark institutions.
In addition to the above areas of responsibility the post-holder may be required to undertake any other reasonable duties relating to the broad scope of the position.


		

	Dimensions / back ground information 

	The breakdown of responsibilities between Customer Experience and Academic Support is expected to be 60:40. However, the post-holder is expected to be flexible in supporting both areas appropriately and according to demand.
Although based at a particular campus, the post holder is required to work at any of the University sites on a regular basis.




Person Specification
	Criteria
	Essential 
	Desirable

	Qualifications and/or membership of professional bodies
	First degree or equivalent
Professional qualification in library / information studies (or equivalent)
	Teaching or research qualification
Membership of an appropriate professional body

	Knowledge and experience
	Substantial experience of working in a customer facing library or information environment
Experience of managing or supervising staff
Experience of collection development work across print and online resources
Experience of providing enquiry support services using different communication channels
Experience of liaison or subject librarianship work in a library environment
Subject and/or resource knowledge relevant to the School
Experience using library management systems and other technologies
	Project management experience

	Specific skills to the job
	Ability to manage staff and other team members effectively and create a team ethos
An understanding of learning and teaching and research, and of the requirements of students from a variety of backgrounds
Awareness of and ability to apply appropriate new technology to service delivery
Experience of delivering library / information skills training and associated support materials
Ability to network effectively and represent the interests of library Services at departmental level and beyond
	Experience of budget management
Experience of reference management software and/or learning technologies

	General skills
	Strong commitment to providing excellent customer service
Ability to work independently and as part of an effective team 
High standards of numeracy and written and oral communication, including the ability to explain technical issues to library users of all levels 
Excellent IT skills including experience of Microsoft Office and social media
Ability to proactively prioritise complex and competing demands under pressure with minimal supervision to meet required deadlines and standards
Excellent interpersonal, negotiating and/or influencing skills
Ability to innovate and apply lateral thinking to solve problems
	

	
Other
	Physically fit, able to move trolleys, lift items to various heights using supporting aids as required
An adaptable, responsive and flexible approach and enthusiasm for a rapidly changing library and higher education environment
A commitment to meeting user needs and a strong commitment to service development
Understanding of and commitment to equality and diversity in higher education
Evidence of continuing professional development (CPD) and keeping up-to-date
[bookmark: _GoBack]Willingness to contribute to projects across Library Services
	Evidence of professional writing and/or speaking

	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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