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Job Description 
 
 
 
	POST TITLE:
	Head of Experience and Learning Spaces
 

	GRADE:
	8a/b
 

	RESPONSIBLE TO:
	Assistant Director (Learning, Teaching & Research)
 

	LOCATION:
	Student & Library Services (SLS)
 

	JOB PURPOSE:
	To lead, develop and manage the customer experience culture and service offer within Library and Student Life ensuring that all staff are actively engaged in front-line delivery and are confident in this. To ensure that outstanding customer-centred services, physical and online spaces provide an effective gateway to Library and Student Life services. 

To be a member of LTR Extended Leadership Team who will lead on and contribute to operationalisation of the University vision and values.




DUTIES AND RESPONSIBILITIES

1. Lead and manage support for learning, teaching and research in collaboration with the LTR Extended Leadership and Management Team through a matrix management approach 
2. To line-manage the Experience and Learning Spaces Manager and other staff as appropriate
3. To lead the direction, purpose and culture of Experience and Engagement across the Service
4. To lead the active inclusion of the Student Experience Assistant Team in Library Service delivery; engage students as active partners 
5. To actively lead, champion and participate in customer support, enquiry management, skills delivery and customer engagement activity across all Student Life touchpoints
6. To lead and evolve the Student Life Model and Library support offer, ensuring that all Library staff are actively engaged in front-line delivery and are confident in this
7. To lead on the development and delivery of targeted service offers and solutions for key customer groups and engagement with them 
8. To lead on the management of customer behaviours and experience within physical and online spaces, employing UX and co-creation techniques
9. To lead on the development and delivery of digital solutions and systems to effectively manage communications, enquiry management and support including the development of UNIverse
10. To lead and develop front-line Library skills development and delivery through all customer touchpoints including the PASS Scheme
11. To lead the development and management of all SLS spaces including building facilities, organisation of collections and IT equipment/assets and to be the primary point of liaison with Campus Services, ITDS and relevant stakeholders
12. To lead on the effective delivery and development of Student Life enquiry service in-line with University standards and KPIs including leading University Student Life projects
13. Lead and participate in projects utilising staff resource and skills from across the institution, to achieve stated goals
14. To proactively advocate on behalf of the Library and Student Life to ensure that they are represented at key events and initiatives and their impact understood
15. To lead the innovative collection, management and visualisation of data and impact evidence. To lead on Student Life reporting at a University level
16. To actively participate in professional activity in order to inform decision making, service development and to contribute to sector best practice 
17. To adhere to the University’s Health and Safety Policy and guidelines and maintain a healthy and safe environment for staff and students across SLS buildings
18. To promote equality and diversity for staff and students in support of the University’s mission and vision
19. To flexibly and proactively participate in the delivery of Library/Student Life e.g. to deputise as required, to be on site as required and to undertake some reasonable travel.  You may be asked to consider on a voluntary basis, at times where there is a need for additional cover, to work outside your normal working pattern in response to the needs of the University and in-line with professional contract.
20. To undertake any other duties as reasonably required by the Director of Student and Library Services
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