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				Job Description

Role Title: 			Weekend Customer Service Supervisor	
School / Dept:		The Library, Careers & Skills
Directorate:		Professional Services
Reference:		MPF 1184		
Grade:			Grade 5
Full or Part time: 	Part time 
Hours: 			0.6 FTE / 21 Hours
Reports to:		Customer Service Team Leader
Responsible for:	Weekend Information Support Assistants

Overview
Welcome to the Library, Careers & Skills – 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 purpose: “Innovating to enrich lives.”  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. We’re also responsible for working collaboratively with academics to develop students’ learning and employability.  
 
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 Library, Careers & Skills 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. 
 
Due to the nature of this role the post holder will required to work on campus.  This is a part-time role of 21 hours per week and covers Friday, Saturday, Sunday.  The standard hours are 11am – 7pm, however flexibility will be required to cover between 8am – 9pm when there are absences to maintain service.

Role Purpose
The Weekend Customer Service Supervisor will be responsible for supporting the Weekend team in the day-to-day operations of Library Services in the Clifford Whitworth Library during weekends. This includes acting as an escalation point for the team, liaising with Security colleagues when needed, ensuring the delivery of excellent customer service and working collaboratively towards the continual improvement of Library Services. The role requires someone who can work well as part of a team, stay calm and resilient under pressure, and respond confidently to challenging situations. They will need strong organisational and interpersonal skills, a flexible approach, and the ability to support colleagues in delivering consistent, high-quality customer service. 

Principal Duties & Responsibilities
Customer Service, Escalation and Weekend Operations 
· Provide a consistently high level of customer service and support the Library Services Weekend Team in delivering agreed service standards, query response times and a welcoming experience for students and colleagues. 
· Act as a point of escalation for behaviour-related or challenging situations, responding calmly and professionally, de-escalating where appropriate and liaising with Security colleagues and Customer Service Team Leaders when follow up is required. 
· Coordinate day-to-day weekend tasks and priorities, including delegating activity, supporting colleagues to manage workload and identifying any barriers to effective service delivery. 
Team Leader Support, Feedback and Team Development 
· Work closely with Customer Service Team Leaders by sharing feedback on service delivery, staff development, training needs and performance matters to support follow-up conversations and consistent team practice. 
· Support Team Leaders by providing observations that may inform development conversations, goal setting and continuous professional development, while recognising that formal goal setting remains the responsibility of the Team Leaders. 
· Role model excellent proactive customer service, resilience and professional judgement, supporting colleagues to respond confidently and consistently during weekend service delivery. 
Service Improvement, Communication and Collaboration 
· Work co-operatively with managers and colleagues to improve communication across Library Services and support consistent ways of working. 
· Work closely with colleagues to develop and deliver effective, efficient and customer-centred processes, systems and policies that support the smooth operation of Library Services. 
· Participate in customer feedback activity, including online forms and student focus groups, and use insight to support practical service improvements. 
· Monitor the implementation and effectiveness of University policies and procedures, ensuring compliance with University requirements and informing continuous improvement of internal frameworks and procedures. 

Generic Duties
· Perform any other duties appropriate to the grade as may be required by the Head of School/Head of Division etc. 
· Comply with the personal health and safety responsibilities specified in the University Health and Safety policy. 
· To engage with the University’s commitment to put our students first and deliver services which are customer orientated, represent value for money and contribute to the financial and environmental sustainability of the University when undertaking all duties and aspects of the role. 
· Advance equality, support our work towards eliminating unlawful discrimination, foster an inclusive study and work environment for students, staff and visitors in accordance with our public sector equality duties and university policy. 
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 follows on next page 



Person Specification
The successful candidate should demonstrate the following, which are ‘Essential’ (E) or ‘Desirable’ (D) 

Qualifications 
1. At least five GCSEs with grades A to C in English, Maths and Science, or equivalent.
(E) 
2. An undergraduate/ postgraduate degree or equivalent qualification.
(D) 

Background and Experience
3. Experience of coaching and role modelling within a customer service team  
(E) 
4. An ability to manage several improvement projects with competing deadlines delivering against agreed timescales and milestones.  
(E)  
5. Experience of remaining calm and resilient under pressure, including de-escalating challenging situations in a customer-facing environment. 
(E) 
6. Experience of collecting meaningful feedback and implementing service changes as a result of this. 
(E) 
 

Knowledge
7. Understanding of the importance of customer service within a library setting  
(E)  
8. Understanding of the role of the Library on the student experience. 
(E)  
9. Understanding of the importance of equity, diversity and inclusion within a Higher Education setting. 
(E) 

Skills and Competencies
10. Exemplary customer care skills, including the ability to build an understanding of customer needs and de-escalate difficult situations calmly and professionally. 
(E)  
11. 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)  
12. Ability to adapt quickly, demonstrate resilience under pressure, and take the initiative in making decisions based on sound professional judgement. 
(E)  
13. Strong digital literacy, easily adaptable to new technologies and systems. 
(E) 
14. Strong problem-solving skills and a willingness to challenge conventional methods. 
(E)  
15. Excellent influencing and negotiating skills.(E)  
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