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Job Description 
	Job title  
	Head of Library Service Delivery

	School / department 
	Library Services

	Grade
	7

	Line manager 
	Director of Library Services

	Responsible for
	Customer Experience Librarian and Reading Campus Librarian.

	

	Main purpose of the job

	
· To lead and be responsible for the consistent operation of first line service delivery across the UWL’s libraries. 
· To work on the strategic development of all aspects of first line service delivery. This includes access, circulation and enquiry services (digital and physical).  
· In liaison with the Head of Academic Support and the Head of Content and Scholarly Communication, to lead and develop effective user engagement across Library Services working with all levels of students, academic and professional services staff as well as external users and stakeholders.
· To implement the departmental plan, vision, and mission regarding the development of first line service delivery in the University libraries
· Manage the Customer Experience team to achieve a high quality first line service delivery.

	

	Key areas of responsibility

	
1. Provide professional leadership on all aspects of the work of the Customer Experience team and other staff when assigned to first line service roles, ensuring that the library’s strategic aims are translated into operational plans and successfully implemented to the required standards. In doing so, retain the library’s Customer Service Excellence award.
2. Embed an ethos of continuous improvement and develop library service level agreements, standards to support UWL strategic objectives and policies. 
3. Lead the Library’s enquiry support, feedback gathering and complaint handling (through multiple different contact methods and media) to the required service level agreements, including working with other professional service departments in the university to deliver a joined-up service offering.  
4. Lead the Library’s development of circulation policies and procedures including responsibility for the circulation elements of the library management system.
5. Lead on the management and development of learning spaces within the libraries including the provision of IT services within these. Undertake or oversee Library development projects as required and ensure the effective utilisation of space and improvements to study and working environments. 
6. Ensure that the library places inclusivity at the heart of its first line service delivery confirming a commitment to equality, diversity and inclusion is central in service design.
7. Through responsibility for managing Library marketing and communications, improve the profile of the library service and direct promotional and engagement activities via all appropriate channels and provide editorial direction for the web pages.
8. Work with the Director of Library Services to ensure the optimum disposition of the staffing establishment across the service including deployment of appropriate staffing levels to maintain opening hours. 
9. Ensure that staff are trained and developed appropriately to deliver excellent services and ensure a process of continuous improvement by encouraging staff and service users to participate fully in developing the service.
10. Develop effective relationships with key stakeholders (within schools/colleges, professional services departments particularly Property Services, IT, Communications and Marketing) and work with them to ensure that the library service provides excellent facilities and first line services.
11. Working in co-ordination with Property Services, manage health and safety for all users within the libraries, ensuring a safe working environment.
12. Be responsible for a code of conduct and library regulations and manage the processes around serious breaches of library regulations.
13. Manage budgets and other resources assigned with reference to University Financial Regulations.
14. Support the management and dissemination of statistical and other measures, including the collation of SCONUL Statistics.
15. Ensure specific physical library user group’s needs are understood through active engagement and feedback mechanisms and in co-operation with relevant other professional services departments. These include but are not limited to disabled students, alumni, local community members, walk-in users and other university members. 
16. Represent the Library on relevant University committees or working groups and externally, as required including leading or chairing as appropriate. Networks might include SCONUL, JISC, M25, CSGUK etc.
17. Maintain a high level of continuing professional development, using internal and external networks, seminars, and conferences to maintain an up-to-date knowledge of the curriculum and of the resources available to support it and continually update own awareness of relevant external developments and best practice for similar service provision with benchmark institutions.
18. Disseminate developments in UWL library service delivery at appropriate conferences, meetings and seminars and in relevant publications.
19. As member of the Library’s Management team, contribute to the overall management and direction of the library, deputising for the Director of Library Services as required in co-ordination with the other section Heads.
20. In addition to the above areas of responsibility the position may be required to undertake any other reasonable duties relating to the broad scope of the position.  There may be a requirement at times to work evenings and weekends.




Person Specification
	Criteria
	Essential 
	Desirable

	Qualifications and/or membership of professional bodies
	First degree or equivalent experience.

Postgraduate qualification in information / library studies, or equivalent experience.
	Membership of a relevant professional body.

	

Knowledge and experience

	Demonstratable senior experience working in a library or academic environment.
Extensive experience of managing staff in support of the delivery of high-quality and responsive customer services.

Experience of managing staff development and performance management.

Experience of working in a customer focused environment with a strong commitment to service excellence.

Demonstrable project management experience with a record of achievement in leading relevant projects from initiation to delivery

Proven experience of effectively managing operational and financial resources.

Proven ability to implement change and drive improvements in delivery and service standards

	
Experience of providing input to influence longer-term strategic planning.






	

Specific skills to the job

	Excellent understanding of the rapidly changing culture of higher education including the changing role of libraries

An awareness of and capability to see and exploit opportunities for innovative developments

High level strategic thinking skills to devise and implement solutions around the delivery of first line services

Ability to interpret evidence and data in support of business planning and management reporting

An understanding of learning, teaching and research and of the requirements of library users from a variety of backgrounds.

	



	
General skills

	Proven ability in leading, line-managing, and motivating a team.

Excellent written and oral communication skills including the ability to receive, interpret and communicate complex conceptual ideas and information to a variety of audiences. 

High IT literacy, including working knowledge of at least one Library Management System

An ability to prioritise and to schedule workloads in the face of conflicting demands and to be flexible in response to changing demands.

Excellent interpersonal and influencing skills to develop effective working relationships with stakeholders and colleagues at all levels of the organisation and the broader sector.


Self-awareness and self-reflection, especially relating to interpersonal skills.

	

	
Other

	A commitment to meeting user needs and a proactive, positive approach to service development.

Evidence of continuing professional development, including the ability to acquire new skills and apply them effectively.

	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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