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Role:          	   	Senior Information Assistant, User Engagement

Department:		Library Service 

Grade:                     5

Responsible to:	Campus Library Manager

Campus:		Belfast/Coleraine/Derry~Londonderry 

Job Purpose 
 
To lead the front facing team and support the delivery of high quality and customer-focused library services. The role holder has responsibility for ensuring that services are delivered to agreed standards and will undertake general business support and administrative activities.  

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. Lead and supervise an Information Assistant team to deliver an efficient, effective, friendly, and responsive service for library customers.
2. Deliver excellent customer service by providing a welcoming, supportive, and efficient service to all library customers.  
3. Participate in the provision of customer facing library and ICT services at the Information Point and maintain a suitable environment for learning and research.  
4. Deputise for the Campus Library Manager in relation to support for user engagement activities.  
5. Contribute, maintain, and review guidance and operational procedures to support teams in customer service delivery.
6. Contribute to and implement changes to customer service provision as required, ensuring that the service meets agreed quality standards.  
7. Respond to routine problems in accordance with library policies and procedures, adapting the approach to produce suitable and appropriate solutions, referring to the line manager as necessary.  
8. Identify when problems reported by customers need escalated further to Digital Services/Library lystems team. 
9. Supervise the team on a cross functional basis to enable tasks to be completed efficiently and effectively in line with work plans and agreed priorities.  This may include deputising for other Senior Information Assistant roles. 
10. Make effective use of staff resource by production of rosters and work plans and appropriately deploying team members.   
11. Train and update the team in a range of tasks including enquiry handling; operational procedures; interpersonal and customer service skills; working with software as appropriate; working with equipment, library resources and basic ICT.   
12. Contribute, maintain, review and disseminate guidance and operational procedures to ensure the team is kept up to date.
13. Manage the oversight of staff issues for those in allocated teams including supervision and support, review of performance, and conducting regular 1.1s and team meetings.  
14. Work in partnership with Subject Support Team to help deliver inductions, information literacy programmes and classes throughout the year and provide support for applicant events and open days.  
15. Participate in rosters at Library information points, including evenings and at weekends, when required.
16. Liaise with Digital Services/Systems Team about service initiatives, operational matters, training in providing appropriate IT support to users and using a range of systems and applications.  
17. Liaise with the Library Systems Team as appropriate to inform the configuration of library desktop applications, mobile devices, and peripherals.  Assist with the investigation of problems affecting customer service delivery or the use of library applications.
18. Liaise with Library Digital Services Team to inform the configuration of library desktop applications, mobile devices, and peripherals. 
19. Assist with the investigation of problems affecting customer service delivery or the use of library applications.  
20. Participate in Library Information Point duties, including evening and at weekends. 
21. Support the department in promoting and marketing library services to promote customer engagement.  
22. Contribute to and provide support for Library wide project initiatives.   
23. [bookmark: _Hlk138098702]Ensure compliance with legal obligations to include health, safety, equality, diversity, inclusion and GDPR. 
24. 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
	A good standard of numeracy and literacy as demonstrated by qualifications at GCSE grade ‘C’ or equivalent, or by relevant work experience.  
	
          ü
	
	

	
	Desirable
	IT qualification e.g., ECDL 
	
	
	



	Previous Experience/ Training
	Essential
	Proven customer service ethos and experience of handling a complex range of customer enquiries face-to-face, by telephone and electronically with an ability to identify their needs and propose solutions.   
	

	
	

	
	
	Experience of working in a library service team in a complex customer environment to achieve a high standard of service delivery.  
	
	
	

	
	
	Experience of using a library management system, IT systems and software applications in delivery of an enquiry service.  
	
	
	

	
	Desirable
	Evidence of ability to provide first line IT support to customers. 
	
	
	

	
	
	Experience of successfully liaising across teams to improve service delivery. 
	
	
	

	
	
	Experience of supervising/ managing staff. 
	
	
	










	Job Related Achievements
	Essential
	Evidence of ability to lead and supervise a team. 
	
	
	

	
	
	Evidence of ability to induct new staff and train existing team members.  
	
	
	

	
	
	Ability to work calmly and systematically in a busy environment, to prioritise work and to meet agreed deadlines.  
	
	
	

	
	
	Problem-solving and analytical skills with the ability to approach and resolve problems. 
	
	
	

	
	
	Proven ability to work flexibly as part of a team.  
	
	
	

	
	
	Proven commitment to continuing professional development.   
	
	
	

	
	Desirable
	Practical IT skills, including a good working knowledge of common applications and digital information services. 
	
	
	



	Interpersonal Skills
	Essential
	Evidence of good listening, verbal, and written communication skills, including the ability to communicate effectively with colleagues, students, and visitors.  
	
	

	

	
	
	Evidence of a positive, flexible approach to leading a consistently excellent service while adapting to a changing environment.  
	
	

	

	
	
	Evidence of building and maintaining good relationships to motivate and support your team to achieve team goals.  
	
	
	

	
	
	Proven ability to manage challenging situations. 
	
	
	

	
	Desirable
	Evidence of understanding the role of a team-leader/ supervisor. 
	
	
	

	
	
	Evidence of having produced written guidance/procedures for staff. 
	
	
	



	Other
	Essential
	Willingness to undertake evening and weekend duty as required. 
	
	
	

	
	
	Evidence of ability to provide guidance to users individually and in small or large groups. 
	
	
	

	
	Desirable
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