Job Description


	Job Title
	Customer Services Co-ordinator
	Code
	

	Subject/Service Area
	Student Learning

	Reports to
	Director of Library Services

	Accountable To
	Director of Student Learning 



	Purpose of Job

	Leading the front of house library services at The Sheppard-Worlock, Capstone and Cornerstone Libraries 

	Key Tasks / Responsibilities

	Operational Management of The Sheppard-Worlock Library and Creative Campus Library
· Day to day oversight of Customer Relations/Services
· To manage the delivery of front of house services including staffing and procedures at the Library Help Points
· To manage the delivery of related Service & Operations services including Inter-Library Loans, reservations and claimed returns
· Respond to student queries and problems which are complex and difficult and which are referred by other members of the team
· Support the Director of Library Services to set and deliver customer care standards and ensure comparable standards at all service points
· Make contributions relevant to Customer Services to Library web pages and social media
· Day to day management of student ambassador and overnight receptionist  teams with support from Senior Library Assistants
· Oversee ID card management & production for visitors and external applicants and internal groups such as school based learning
· Oversee financial processes relating to front of house services
· Oversee the day to day operation of online library systems used in front of house services
· Support the Director of Library Services to implement the development and enhancement of online library systems used in front of house services
· Oversee the graduation clearing process
· [bookmark: _GoBack]Contribute to the production of relevant management information reports to inform decision making and benchmarking and for external returns
· Keep up to date with sector developments and best practice to be able to make recommendations for future service development
· Under take continued professional development and learn from best practice in order to improve performance and contribute to the development of a high quality service

Staff Management
· Line manage the following staff with the Student Learning Team:
· Senior Library Assistants and Assistants (Services and Operations)
· Customer Services Assistants
· Overnight receptionists
· Student Ambassadors
Co-ordinate with the Director of Library Services where staff duties underpin activities in other parts of Library Services



Librarian Team responsibilities

· Duty librarian during late night and weekends providing appropriate support to the Library Help Point
· Provision of University wide sessions such as inductions 
· Contribute to project groups 
· Contribute to task and finish groups around specific projects and tasks
· Attend and contribute to Librarian team meetings including  acting as chair and taking minutes on a rota basis


To undertake such other duties as prescribed by the Director of Library Services that are reasonable in relation to the effective operation and management of the service.



	
	



