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Role:          	   	Head of User Engagement

Department:		Library Service

Grade:                     9

Responsible to:	Director of Library Service and University Librarian

Campus:		Belfast/Coleraine/Derry~Londonderry 

Job Purpose 

The role holder will provide strategic leadership and be accountable for the delivery of an excellent user experience across the Library Service at Ulster University.  This will comprise the delivery of a first-class, end-to -end, user experience with the user at the heart of service delivery.   

The role holder will be a member of the Library Leadership Team and will be expected to make a significant contribution to strategic planning for library service delivery to include service and cultural transformation. 
 
Main Duties 

In the performance of duties within the Library Service, there is an underpinning expectation of proactive collaboration and teamworking across all parts of the service, and an expectation to embrace continuous service improvement. The Library service commits to providing learning and development to support this expectation.

1. Provide solutions- focussed strategic leadership for the User Engagement teams across all campus libraries. 
2. Lead the development of a collaborative, enabling culture at a service-wide level and across the User Engagement Team with an emphasis on facilitating strong staff engagement, a focus on demonstrating organisational values and the provision of an excellent user experience. 
3. Develop and implement appropriate professional and quality service standards with a view to achieving and maintaining the Customer Service Excellence standard. 
4. Lead, manage and motivate the User Engagement Team to provide the highest possible standard of service delivery through the development of a User Engagement workplan to support the objectives of the Library Service Operational Plan. 
5. Lead on relevant projects to achieve objectives derived from the Library Services Operational Plan which may result in the development and implementation of new services/processes across the campus libraries. 
6. Lead on change management plans for projects or change initiatives in the specific area of responsibility to include managing risks and impact of change. 
7. Liaise and collaborate with key stakeholders to identify opportunities for continuous service improvement to meet current need and anticipate future requirements.  
8. As a member of the Library Leadership Team, make a strong contribution to the development of library, policy, and practice, and contribute to the annual operational planning process as an enabler for the University’s strategic plan.
9. Work in partnership with the University’s People Development Team to support and develop individuals to achieve their full potential to meet current and future service objectives and work within appraisal and staff development structures to achieve this. 
10. Benchmark and evaluate existing service provision through the analysis of usage patterns and customer preferences with a view to establishing key performance indicators, monitor progress, and manage service delivery to include taking corrective action where necessary, to achieve the agreed standards. 
11. Update and develop policies to underpin user engagement where required as a core element of the policy framework and wider governance of the Library Service. 
12. Assess complex issues and problems and develop solutions to problems based on a sound understanding of the impact of change on the user experience.  
13. Establish and oversee service standards and procedures with particular reference to service design and transition to ensure operational effectiveness.  
14. Ensure the provision of high-quality, student-centred library learning spaces in alignment with pedagogic approaches to learning and teaching in the University. 
15. Apply constructive, analytical, and interpretive thinking skills alongside a high degree of personal initiative to make timely and appropriate decisions to meet business need. 
16. Contribute to, and prepare reports for the Library Leadership Team and other University committees, presenting and interpreting complex information for specific audiences as required.
17. Support the University Librarian to complete business cases and other funding applications. 
18. Manage the borrowing and access schemes, ensuring outreach with the wider community. 
19. Represent the Library Service, where appropriate, with key stakeholder groups. 
20. [bookmark: _Hlk138098702]Ensure compliance with legal obligations to include health, safety, equality, diversity, inclusion and GDPR. 
21. Any other duties appropriate to the grade and nature of the post.  
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	[bookmark: _Hlk50494350]Selection Criteria
	Evaluation method
	Supplementary
Criteria

	
	Application
	Interview
	

	Education and Professional Qualifications
	Essential
	Educated to degree level 
	
          ü
	
	

	
	Desirable
	A relevant qualification in librarianship, information studies or information management 
A qualification in leadership or management 
	
	
	






	Previous Experience/ Training
	Essential
	Significant experience and proven expertise at senior level of leadership and management in a user-focussed  service environment to include: 
· Delivering substantial transformational change (people and processes) with demonstrable evidence of success 
· Experience of service enhancement to include evidence of the ability to generate and implement ideas and approaches to enhance service delivery 
· Experience of strategic planning 

	

	
	

	
	
	Proven evidence of leading projects from design to delivery stages 
	
	
	

	
	
	Significant and demonstrable experience of people management to include: 
· The development of training and development programmes 
· Demonstrable evidence of the ability to resolve complex HR issues 
· Demonstrable evidence of successful conflict resolution in the workplace.
	
	
	

	
	Desirable
	Knowledge and understanding of User Experience (UX) methodologies as applied to Libraries 
	
	
	



	Job Related Achievements
	Essential
	Evidence of advanced analytical and problem-solving capability to identify and deliver solutions across broad management functions  
	
	
	

	
	
	Evidence of the application of effective and successful change management processes.
	
	
	

	
	Desirable
	
	
	
	








	Interpersonal Skills
	Essential
	Proven high level communication, interpersonal and presentation skills to include: 
· Evidence of excellent written and oral communication skills 
· Evidence of excellent influencing and negotiating skills to achieve objectives and outcomes.
	
	

	

	
	
	Proven leadership ability to include evidence of strong teamwork and the ability to create a sense of unity and partnership across a specific service area, building positive relationships with stakeholders and motivating others to deliver excellence.
	
	

	

	
	
	Demonstrable evidence of the ability to develop robust and effective working relationships at senior level within the University and with external organisations 
	
	
	

	
	
	Evidence of highly developed personal planning, organisational and prioritising skills 
	
	
	



	Other
	Essential
	Willingness to travel across the University’s campuses to meet the needs of the post with flexibility in working hours where necessary. 
	
	
	

	
	
	Commitment to working to the University’s values (https://www.ulster.ac.uk/peopleandculture/values) 
	
	
	

	
	
	Evidence of proactive continuous personal and professional development within the profession and using this knowledge to inform developments in a service environment.
	
	
	

	
	Desirable
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