Job Description

This form is used to provide a complete description of the specific job (or role) and defines the skills,
knowledge and abilities required to undertake the specific and generic role profile.

Section A: Specific Role Profile

The specific role profile provides key information relating to the salary and working conditions e.g.
location of a job, along with the current focus of the job role and a brief description of the main duties.

Role Details

Job Title: Senior Customer Services Assistant JEID R0269
Salary Grade: Scale F

Team: Libraries

Service Area: Customer Services (Face to Face)

Primary Location: Countywide

Political Restriction | This position is not politically restricted

Responsible to: Library Team Leader or Hub Team Leader

Responsible for: Not Applicable

Role Purpose

To supervise the Customer Service Assistants and volunteers in delivering effective
services to customers.

e To support customers, enabling them to access council and partner services online, face
to face and via the telephone.

e To support the service's focus on priority groups by delivering and supervising events
and activities such as Rhyme Times, Reading Groups and other targeted promotions.

e To ensure a positive experience for customers of all ages and maintaining excellent
working relationships with all partners.

This post has been designated as requiring an Enhanced Disclosure from The
Criminal Records Bureau. It is therefore essential that you are willing to
complete a Disclosure form if offered the post.




Role Responsibilities

1. To be responsible for the day to day operational activities at designated service points
including the supervision and support of Customer Service Assistants and volunteers.

2. To co-ordinate the activities of the Customer Service Assistants to ensure effective staff
deployment and day to day tasks are completed.

3. To prepare and operate staffing rotas as required.

4. To present and promote the service in accordance with agreed quality standards.
5. To participate in direct service delivery and customer support.

This may include, but will not be exclusive to:

e Shelving & tidying stock items

¢ Answering enquiries and supporting customers to access services including
providing support in using self-service technology, public computers, book

stock and other media.

e Providing digital assistance to customers enabling them to access services and
information online.

e Provide a signposting service for Warwickshire Police and other partners as
Required

* Actively promoting online resources, books, reading and events.

e Supporting volunteers and partners working within the service point and at
other service points as required

6. To participate in stock maintenance and promotional activities as directed and in
accordance with agreed strategic objectives.

7. To participate in recruitment & selection as required.

8. To be responsible for supervision, induction, training, motivation and development of staff
as appropriate.

9. To carry out various duties in relation to computerised information, for example entering and
updating records on the library management system, the customer relationship
management system and other databases and documents as required.

10.To carry out, as required, cash handling and banking activities and ensure that
administrative and clerical routines are carried out accurately and efficiently and, where
appropriate, to comply with all financial regulations.

11.To assist in the day to day monitoring, reporting of faults and maintenance of buildings and
equipment, ensuring that they meet Health and Safety standards at all times and to report
any incidents and accidents in accordance with WCC guidelines.




12.To ensure relevant data and performance management information is gathered for quality
standards.

13.To liaise, as required, with other partners in the library building on a day to day basis to
ensure the smooth running of services.

14.To participate in working groups or projects, as required.

15.To ensure effective communication within the team, and between the team and other staff
as necessary.

16.To ensure that policies and procedures are maintained including the Equal Opportunities,
Health and Safety, Safeguarding and maintaining confidentiality policies, ensuring their
understanding and implementation by staff for whom you are responsible.

17. Willingness to undertake training and development opportunities.

18.To take responsibility as a key-holder and be willing to be called out to buildings outside
normal working hours where required.

19.To undertake any other duties as required which are commensurate with the grading of the
post.

Section B: Person Specification

The person specification provides a list of essential and desirable criteria (skills and competencies) that a
candidate should have in order to perform the job.

Each of the criteria listed below will be measured through; the application form (A), a test / exercise (T),
an interview (I), a presentation (P) or documentation (D).

Essential Criteria Assessed By:
4 GCSE passes, grade C or above or equivalent, to include English and Maths A D
Good numeracy and literacy which includes the ability to work with decimal AT
numbers and the ability to sort alphabetically

Experience of working with members of the public in a customer service AT
environment

Experience of administrative routines AT
Experience of using ICT and Windows based computer packages AL T
A systematic, methodical and accurate approach to work AT T
Courteous and effective communication skills, in person, by telephone and in LT
writing

Ability to work with initiative and little supervision. Al
Ability to work effectively under pressure and to meet deadlines Al
Ability to organise workloads, to plan and implement programmes of work and to A LT
delegate effectively




Ability to use own initiative to respond independently to problems and unexpected AL T
situations

Ability to work effectively within a team and with staff at all levels ALT
Ability to participate effectively in the recruitment, selection, induction, training, A LT
motivation and supervision of staff

Ability to share enthusiasm and knowledge of books and reading with customers Al
Ability and willingness to create and deliver promotional activities for customers of ALT
all ages

Ability to access and support users to access online services such as government A LT
websites, application forms, web email accounts and other similar services

Ability to travel effectively around the County Al
Ability to work flexibly- including Saturday, Sunday, evening and call-outs as Al
required.

Appreciation of/sensitivity to Equal Opportunities issues Al
Have a positive attitude to change and challenge and suggest improvements and Al
encourage others to embrace change.

Willingness to undertake training and development opportunities AT
Ability to maintain confidentiality Al
Ability to move and handle library resources AT
Experience of cash handling and banking activities Al
Desirable Criteria Assessed By:
Experience of working in a Library environment Al
An awareness of Health and Safety in a public building environment Al

Section C: Working Conditions

The working conditions relate to those non-contractual elements of the job that may impact on the
holder of the position, as well as those workplace-based responsibilities that are part of this job. These
are not contractual but provide a guide to the working conditions and the potential hazards and risks
that may be faced.

Health & Safety at Work

To take responsibility for your own health, safety and wellbeing, and undertake health and safety
duties and responsibilities for your role as specified within Warwickshire County Councils Health and
Safety Policy, and all other relevant health and safety policies, arrangements, procedures, systems of
work as specified for the post/ role.




Potential Hazards & Risks

The potential significant hazard(s) and risk(s) for this job are identified below (those ticked). The
purpose of recording this information on the job description is so that the health status of the
potential and actual post-holders can be assessed with regard to the significant hazards and risks.
These hazards and risks should be based on the appropriate activity, process and/or operation risk
assessment whereby all of the significant risks are identified, recorded and appropriately controlled.
The list below is therefore not an exhaustive list because it is the risk assessment that details all
significant risks that could arise out of or in connection with the work activity, but any others will be

identified in the ‘other’ section.

[] Provision of personal care on a regular basis

[] Driving HGV or LGV for work

[ ] Regular manual handling (which includes
assisting, manoeuvring, pushing and pulling)
of people (including pupils) or objects

[] Any other frequent driving or prolonged driving
at work activities (e.g. long journeys driving
own private vehicle or WCC vehicle for work
purposes)

[] Working at height/ using ladders on a
regular/ repetitive basis

[ ] Restricted postural change — prolonged sitting

[] Lone working on a regular basis

[ ] Restricted postural change — prolonged
standing

[ ] Night work

[ ] Regular/repetitive bending/ squatting/
kneeling/crouching

[] Rotating shift work

[] Manual cleaning/ domestic duties

[] Working on/ or near a road

[] Regular work outdoors

[] Significant use of computers (display screen
equipment)

[ ] Work with vulnerable children or vulnerable
adults

[] Undertaking repetitive tasks

[] Working with challenging behaviours

[] Continual telephone use (call centres)

[] Regular work with skin irritants/ allergens

[ ] Work requiring hearing protection (exposure
to noise above action levels)

[] Regular work with respiratory irritants/
allergens (exposure to dust, fumes, chemicals,
fibres)

[] Work requiring respirators or masks

[ ] Work with vibrating tools/ machinery

[] Work involving food handling

[ ] Work with waste, refuse

[] Potential exposure to blood or bodily fluids

[ ] Face-to-face contact with members of the
public

[] Other (please specify):




