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Head of Library Experience

	Department:
	Library

	Grade/ Salary:
	Grade 8

	Contract Type:
	0.8 FTE, Permanent

	Hours:
	

	Location:
	New Cross, London



Closing date for applications: 	
Interviews: 				
Job description

Reporting to:		Deputy Director of Library Services
Responsible for:	Library Supervisor, Senior Library Assistant
Summary:
The Head of Library Experience strategically leads and manages the Library’s service model delivery, physical and digital spaces, access, collections, and communications, ensuring these effectively support teaching and learning and research across the university.
The postholder is responsible for the sustained delivery and continuous enhancement of front-facing services, shaping the Library as a welcoming, accessible, and student-centred environment.
This role is pivotal to the successful delivery of library services, involving collaboration and relationship-building with both internal and external teams to coordinate efforts and lead informed discussions on resource allocation, driving business and projects forward. The role champions user experience (UX) and service design principles, leading initiatives that enhance engagement and promote the Library’s visibility, reputation and impact within the institution and externally. They oversee membership and access services, significantly contributing to Goldsmiths’ civic engagement strategy.
As a member of the Library Management Team (LMT), the postholder influences and contributes to the strategic planning of the service and represents the Library in internal and external collaborations

Main Duties:
1. Lead and manage the Library Experience team, including recruitment, induction, probation, staff development, performance management and appraisal; ensuring effective deployment of staff and delegation of work and responsibilities and that staff understand their contribution to the department and to Goldsmiths’ Strategy.
2. As a member of the Library Management Team (LMT), contribute to Library strategic planning and service development, and lead and manage cross-team projects, project teams, and task and finish groups in support of strategic objectives.
3. Lead delivery of high-quality and inclusive customer experience across all service points, supporting staff to be confident, helpful and consistent in their interactions with users.
4. Oversee daily Library operations and spaces, ensuring in-person services including circulation and shelving run smoothly, and that physical environments are welcoming, safe and well-maintained.
5. Lead a strategic approach to user feedback, enquiries and service evaluation, using insights from UX methods, performance data and engagement channels to identify trends, inform decision-making and drive continuous improvement across Library services and spaces.
6. Lead the Library’s communication and engagement across digital and physical channels ensuring clear messaging, effective use of social media and thoughtful responses to user feedback and complaints.
7. Coordinate the Library’s contribution to university events including Open Days, Welcome Week and Graduation, ensuring Library representation and involvement.
8. Manage student, staff and external membership schemes (including SCONUL Access) from recruiting and supporting our Student Library Reps, to ensuring our access and membership offers are well run, user-friendly and contribute to Goldsmiths’ civic engagement strategy.
9. Collaborate with peers and staff across the Library to ensure integrated services supporting teaching and learning and research (including Academic and Digital Skills, Special Collections and Archives, and Open Research and Content), as well as effective enquiries management, booking processes and communication related to Library Experience provision.
10. Lead change management via review and enhancement of workflows and processes within Library Experience provision to Library customers and stakeholders.
11. Build and maintain strong relationships with key internal and external stakeholders, including academic Schools and Faculties, the Development and Alumni Office, Estates and Facilities, IT & DS, University of London federal member institutions and other relevant bodies. Act as the senior point of external stakeholder liaison for Library Experience, ensuring Goldsmiths’ interests are represented.
12. Represent the Library at university meetings and committees, and external events as required.
13. Deputise for the Director of Library Services or Deputy Director of Library Services in their absence.
14. Any other duties as may reasonably be required by the Deputy Director of Library Services.


Generic Duties: 
1. To promote the activity of Library Services by working across professional service departments, academic departments, the Students’ Union, and external stakeholders.
2. To participate in a rota to cover a variety of service points and tasks across the full range of staffed library opening hours.
3. To contribute to teamwork to ensure business continuity within the team following the failure of, or damage to, vital services or facilities.
4. To contribute to an enhanced student experience by supporting student engagement including attendance at events, supporting engagement initiatives (including Open Days, Applicant Visit Days, Welcome Week, Graduation Ceremonies, and relevant Corporate Events). These may include evenings and/or weekends.
5. Maintain a high level of professional awareness of best practice and innovation both within the LIS sector and more broadly, and engage in internal and external CPD activities, professional networks and organisations in order to raise the profile of Goldsmiths and to share best practice across the sector.
6. To understand the principles of accessibility and equity, diversity and inclusion (EDI) and proactively apply these to your area of expertise.
7. To understand the principle and ambitions of the Liberate our Library programme and work actively to develop and embed anti-racism in your area of expertise.
8. To ensure that Critical Information Literacy is understood and reflected in all interactions with students and staff, as the Library’s default practice.
9. To engage with data, statistics and feedback to enable data drives decision making across library services.
10. To ensure that you are aware of and aligned with Goldsmiths’ Regulations, Strategy, and Objectives to work together to proactively advance Equality and Diversity.
11. At all times to help maintain a safe working environment by participating in training as necessary and following the Goldsmiths’ Health and Safety Codes of Practice and Policy.
12. At all times to comply with relevant data protection legislation, and university and Library procedures and policies.

Person Specification
Detailed below are the types of qualifications, experience, skills and knowledge which are required of the post holder. Selection will be made upon evidence of best-fit with this criteria.
The Essential criteria sections show the minimum essential requirements for the post, therefore if you cannot demonstrate in your application you meet the essential criteria categorised below, you will not be invited to interview.
The Desirable criteria sections show additional attributes which would enable the applicant to perform the role more effectively with little or no training. 
The Category column indicates the method of assessment:
	A = Application form 		C = Certificate
	I = Interview		R = Reference
	T = Test  / P = Presentation
	
	Category

	Essential Criteria 1 - Qualifications
	

	Educated to degree level, or equivalent experience
	A, C

	Professional qualification in librarianship or information science or customer service, or equivalent experience
	A, C

	Desirable Criteria 1 – Qualifications
	

	AdvanceHE Fellowship in any category, or willingness to attain Fellowship within three years
	A, C

	Essential Criteria 2 - Experience
	

	Experience of managing, leading and developing customer services and service models in an academic or research library setting
	A, I

	Experience of team leadership and staff management
	A, I

	Experience of leading a strategic approach to user feedback, enquiries and service evaluation, including managing enquiry services and engaging with customer services standards or frameworks
	A, I

	Experience of designing and delivering teaching, training or workshops on accessing and utilizing library services in a library or higher education setting
	A, I, P

	Experience of UX methods and engaging with users to develop, customer-focused library services
	A, I

	Experience developing and delivering community-focused events and initiatives in collaboration with local partners
	A, I

	Experience of managing physical environments, applying health and safety principles and compiling risk assessments
	A, I

	Experience of coordinating internal and public-facing communications and engagement activities, including via social media
	A, I

	Essential Criteria 3 – Knowledge
	

	Knowledge of current issues and developments within research or higher education libraries
	A, I, P

	Knowledge of current and emerging technology relevant to role
	A, I, P

	Knowledge of Critical Librarianship or critical information literacy and its role in academic libraries
	A, I

	Knowledge of equity, diversity and inclusion principles relevant to the role
	A, I

	Essential Criteria 4 - Skills
	

	Excellent multimodal communication skills required for liaison with students, staff and wider Goldsmiths teams
	A, I, P

	Excellent interpersonal skills with the ability to build strong working relationships across a large organisation
	A, I

	Ability to act collegially, working as a team member to deliver service objectives
	A, I

	Ability to prioritise and manage workload in support of delivery of wider Library strategic objectives and aims
	A, I

	Desirable Criteria 4 - Skills
	

	Preparation of multimodal content for online delivery of subject support
	A, I

	Essentia Criteria 5 - Additional Attributes
	

	Commitment to the delivery of exemplary service and a high level of user satisfaction
	A, I

	Commitment to own continuing professional development
	A, I
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