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Overview

About us
Welcome to the Library, Careers & Enterprise – a place to learn and share ideas, a virtual hub for research and discovery, a team of friendly faces delivering excellent customer service, and a community of experts playing an important role in teaching, learning, research and enterprise at Salford. We are innovative, open, collaborative, and people-centred. Our focus is to help our students get the very most out of their Salford journey, in support of the University’s mission: “By pioneering exceptional industry partnerships we will lead the way in real-world experiences, preparing students for life.”
Across our teams, we manage study spaces and technology, provide access to print and online resources for learning and research, and help our researchers to share their work with the world. Through our Learning & Research Support team and our Careers & Enterprise team, we are also responsible for working collaboratively with academics to develop students’ learning and employability. 
As a Customer Service Team Leader you will support and coach the frontline customer service team.  Collaboratively deliver excellent customer service to our service users and facilitate the use and maintenance of Library services and spaces. You should be able to respond in a flexible way to an evolving University and HE landscape. You will be customer focused and have a passion for continuous service improvement. 
At Salford, we are proud of our diverse student population we work hard to create an inclusive culture where all our students and colleagues can bring their whole selves to the University. In the Library, Careers & Enterprise we’re committed to creating welcoming spaces, accessible resources, and open and inclusive learning experiences where students can see themselves reflected in the staff they meet and feel inspired and supported to learn. 

In recognition of our commitment to create a diverse team that draws from our widest talent pool we would particularly encourage applications from groups who are currently under-represented in the team, which in this case is Black, Asian and Minority Ethnic (BAME) applicants and applicants who identify as male.

We are open to different ways of working that provide colleagues with flexibility while also allowing us to deliver an excellent service, including flexible hours and some working from home where work commitments allow.  Due to the nature of this role the post holder will mainly be working on campus.




Applicants should be aware that although the role will be assigned to a specific department / school within the directorate in the first instance, we reserve the right to reassign the post to meet the future needs of the University. 





Role Title:  Customer Services Team Leader

Reports To:  Customer Service Manager

Role Detail:

Role Purpose

The Customer Services Team Leader will be responsible to the Customer Service Manager for the day-to-day operations of Library Services and its associated functions.  This includes responsibility for recruitment, performance and development within the team, managing Library enquiry areas (such as customer service, live chat, telephony and/or self-service provision) and working collaboratively on projects that contribute to the continual improvement of Library Services.

The skills and competencies required include exemplary coaching, supervisory and team working skills and the ability to work flexibly and effectively with key delivery partners.  In addition, they reflect strong organisational and interpersonal skills, the ability to work under pressure, well developed personal management skills, a recognised exemplar of customer service and a creative, energetic, open and collaborative work approach.

You will be a strong communicator, able to clearly articulate expected performance and deliver results on time all the time.  You will make being organised and prioritising look easy and enjoy creating and improving upon structured working practices for colleagues to perform better and more consistently every day


Responsibilities

· Provide effective support through excellent line management of a customer facing Library Services Team which includes regular effective coaching, supporting staff development and training needs, monitoring and managing performance and productivity, and delivering staff recruitment and selection activity.
· Provide a consistently high level of customer service and take responsibility for the performance of the Library Services Team in delivering excellence in all aspects of customer service (including face-to-face, telephone, email, & video calling) to agreed service levels and query response times.
· Manage the workload of the Library Services Team, delegating tasks and redistributing resource to ensure Library service levels and KPIs are met and ensuring resources are utilised effectively throughout the peaks and troughs of the academic year.
· Continually review and improve Library services to ensure they are future-proofed and fit for purpose, holding self and team accountable for achieving results.
· Work closely with colleagues to develop and deliver effective, efficient and customer-centric, processes, systems and policies that support the smooth operation of Library Services
· Create a culture that enables and energises the Library Services Team to grow their knowledge and experience, valuing and enabling continuous professional development.
· Create and participate in customer feedback via a variety of methods for example online forms and student focus groups and use this information to deliver innovative service improvements.
· Build and maintain relationships with key stakeholders, both internal and external, and develop these networks to continually improve services to students.
· Monitor the implementation and effectiveness of university policies and procedures, to ensure compliance with university requirements and inform the continuous improvement of internal administrative frameworks and procedures
· Manage events and projects as required by the Directorate, including investigation, analysis and the gathering of information from various sources, and to monitor the progress of these activities accordingly.
· Participate in University-wide events, such as Open Days, Clearing, Registration and Graduation, for which some evening and weekend working will be required.
· Participate in a planned programme of professional development in order to maintain personal growth in professional skills and knowledge.
· Deputise for the Customer Service Manager as appropriate to ensure the Library is effectively represented throughout the University and with external partners.
· Work closely with and cover for, other Customer Services Team Leaders, working flexibly as required.
· Engage with the University’s commitment to deliver value for money services that optimise the use of resources by maintaining a cost conscious approach when undertaking all duties and aspects of the role.
· [bookmark: _Hlk26525933]Support opportunities to improve the Universities diversity through recruitment or service provision and make a significant contribution to improve the accessibility of service to BAME students
· This role detail is a guide to the work you will initially be required to undertake.  It may be changed from time to time to meet changing circumstances.  It does not form part of your Contract of Employment.



Person Specification

Qualifications

	
	The successful candidate should have:
	Essential/ Desirable
	Tested by*
A, I, T

	1
		Good general education with minimum of 5 GCSEs or equivalent to include Maths and English, or relevant professional experience 



	E
	A

	2
	Demonstrable commitment to continuing professional development
	D
	A, I




Background & Experience

	
	The successful candidate should have:
	Essential/ Desirable
	Tested by*
A, I, T

	4
	Proven experience and demonstrable record of successfully managing day to day operations in a demanding customer service environment
	E
	A, I, T

	5
	Proven ability to innovate, show creativity, and develop new service initiatives within area of responsibility.
	E
	A, I

	6
	Proven and demonstrable experience of coaching and developing staff in a demanding customer service environment.
	E
	A, I, T

	7
	Proven ability of building and developing effective, high performing teams
	E
	A, I, T

	8
	An ability to manage several improvement projects with competing deadlines delivering against agreed timescales and milestones
	E
	A, I

	9
	Proven ability to create, develop and analyse performance management information and use it to improve services
	E
	A, I

	10
	Experience of managing small value budgets and using a finance management application.
	D
	A, I




Knowledge

	
	The successful candidate should have demonstrable knowledge of:
	Essential/ Desirable
	Tested by*
A, I, P, T

	11
	Understanding of the importance of customer service within a library setting 
	E
	A, I

	12
	Understanding of the role of the Library on the student experience
	E
	A, I	

	13
	Understanding of the importance of equity, diversity and inclusion within a Higher Education setting.
	E
	A, I




Skills & Competencies

	
	The successful candidate should demonstrate:
	Essential/ Desirable
	Tested by*
A, I, P, T

	14
	Exemplary customer care skills with an ability to build an understanding of customer needs.
	E
	A, I, T

	15
	Ability to contribute to high performance customer focused teams using an inclusive and open leadership style
	E
	A, I, T


	16
	Strong personal organisational and management skills including the ability to balance multiple priorities and expectations of stakeholders, with the ability to work to a range of deadlines.
	
E
	A, I, T

	17
	Ability to adapt quickly, and confidence in taking the initiative and making decisions based on sound professional judgement
	
E
	A, I

	18
	Strong Communicator that is able to build effective networks with experience of liaison with a range of contacts at different levels
	
E
	A, I

	19
	Competent IT user in Microsoft products, especially Office 365
	E
	A, I

	20
	Strong problem-solving skills and a willingness to challenge conventional methods
	E
	A, I, T

	21
	Excellent influencing and negotiating skills
	E
	A, I



*A = Application form, I = Interview, T = Test 



Important - Candidate guidance
	
Use of AI
We recognise that AI is used as a support tool when applying for roles and preparing for an interview.  We would like to remind candidates to maintain a personal touch in their application responses, even when interacting with AI, to ensure their unique qualities shine through. 

Your application will be assessed based on your responses to a set of competency questions linked to the criteria in the Person Specification above, along with your CV. We want your application to be the best it can be, so make sure you answer each question fully and provide clear examples of how you meet the criteria and clearly demonstrate your knowledge. 

Simply attaching a CV and/or stating that you have a skill or experience in an area is not sufficient. 

You will also be assessed on these criteria during the interview and as part of an exercise. 

You may wish to consider using the STAR technique to construct your responses.






If you have any questions about the role or the recruitment process, please feel free to contact Jenni Roebuck, Customer Services Manager on j.roebuck@salford.ac.uk Or, if you would like an informal discussion about the experience of working in our team, you can contact Tom Edwards (T.Edwards4@salford.ac.uk, Customer Service Team Leader)

We’re continually looking to improve our recruitment processes to ensure they’re fair and inclusive. We’d like
to complete an application review of this vacancy, and we’re hoping we can include your data.
Participation is optional - we’ll ask you to opt in or out in your application.
If you take part, this review won't affect your application.
It can take place approximately up to 6 months after the closing date. Your data would only be shared in a 
small group of authorised colleagues, and will help us monitor inclusivity, reduce unconscious bias, and 
create better experiences.
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