

	Competency Based Job Profile Customer Support Assistant: Libraries



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: Place
	SERVICE GROUP: Sport and Culture: Libraries, Museums and Galleries

	POST TITLE: Customer Support Assistant
	REPORTS TO: Team Leader

	GRADE: 3  
	SAP POSITION NUMBER : 


The following information is furnished to help Council staff and those people considering joining the City of Bradford Metropolitan District Council to understand and appreciate the general work content of their post and the role they are to play in the organisation.  The duties and responsibilities highlighted in this Job Profile are indicative and may vary over time.  Post holders are expected to undertake other duties and responsibilities relevant to the nature, level and scope of the post and the grade has been established on this basis. For posts where employees speak directly to members of the Public the post holder is required to demonstrate their ability to speak fluently in English.
As a candidate you will be expected to demonstrate your ability to meet the special knowledge, experience and qualifications required for the role by providing evidence in the application form for the purpose of shortlisting. Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column of this section.

The employee competencies are the minimum standard of behaviour expected by the Council of all its employees and the management competencies outlined are those relevant for a post operating at this level within our organisation. 

Both sets of competencies will be used at interview stage and will not be used for short listing purposes.  
	Key Purpose of Post: 

	To deliver a quality service to the public, offering assistance to customers in the use of all library facilities in relation to reading, learning and information with particular emphasis on ICT provision

	Main Responsibilities of Post: 

	1. Assists the public in person, by phone/fax/post or email, by ensuring that a professional image is projected and maintained at all times including working with customers on a one to one basis to give individual support in the use of the ICT facilities provided including Learning packages and initiatives .

2. Assists library customers, including registering new customers, issuing and returning loan items, answering enquiries after appropriate research, accepting and processing requests and producing reports from databases to customer requirements. Assists and advises customers with the use of library materials and facilities in particular ICT, including accessing information in hard copy and electronically and advising them on the most appropriate material to meet their needs.

3. Collects, monitors and maintains stock and information resources and equipment in the library including condition, presentation, filing and exchange. Assists in the preparation for publication or web access of various databases, indexes, leaflets, lists and customer guides, including database inputting and indexing and categorising information as necessary. Processes deliveries, invoices and receipts relating to stock and other items.

4. Organises and participates in activities to promote the library in the community including regular storytimes, school class visits, pre-retirement tours etc. Assists with planned projects as required.

5. Monitors the use of the ICT facilities and reports problems to the Team Leader or appropriate member of staff.

6. Available to work at any service point as reasonably required.

7. Undertakes any training required to carry out the range of duties detailed and participates in the induction of new staff, casuals and volunteers as required.

8. Assists in the collection and production of relevant statistics.

9. Provides a courteous and helpful service to all customers and deals with incidents of unacceptable behaviour, working in accordance with approved procedures laid down by Bradford Council. 

10. Receipts monies from the public and participates in cash procedures at the beginning and end of each session, cashing up and maintaining cash transaction records. Takes bookings and payments for meeting rooms and hire of library space and equipment as appropriate.

11. Recommends changes to existing procedures as appropriate to improve the efficiency of the service.

12. Promotes and implements the Council’s Equal Rights Policy in relation to employment and service delivery.

13. Complies with the Office’s policy on Health and Safety and current Health and Safety legislation.

14. Undertakes personal and professional development by attending relevant courses and using other means to ensure that the skills to maintain the post are continually up dated.

15. Undertakes any other duties as required which are appropriate to the work of the service and are commensurate with the responsibility and level of the post.



	

	Structure:
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	Special Knowledge Requirement. Will be used for shortlisting.  

	
	Essential

	Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column.
	

	Due to the Governments Fluency in English Duty for posts where employees speak directly to members of the public the post holder is required to meet  the Lower threshold level – where the person is able to demonstrate that they can during the interview: 

a) Use a wide range of simple words and a standard English sentence structure to express much of what they want to.          

b) Maintain a conversational flow even though they pause to think of the correct words or sentence structure in order to express themselves. 

	X

	Uses basic awareness of Health, Safety and Environment , including being risk aware 
	X

	Familiarity with computers and able to use a keyboard and mouse

	X

	Awareness of data protection and data security protocols 


	X

	Ability to adopt a process of continual improvement and suggest ways of working more efficiently and effectively 


	X

	Interprets straightforward information
	X

	Able to work within a library environment and promote the service
	X

	Able to work with internal and external customers face to face and over the telephone
	X

	Able to handle cash in line with agreed financial regulations/ standing orders
	X

	Able to provide an effective counter service to customers
	X

	Willingness to participate in childrens, promotional and other activities
	X

	Able to work alone and within a team to a consistently high standard
	X


	Relevant experience requirement: Will be used for shortlisting


	The applicant is required to provide evidence of having previously spoken fluently to members of the public in order to meet the lower threshold level outlined under Special Knowledge above.  

	Six months experience of working with the public

	Experience of using a public library

	

	

	Relevant professional qualifications requirement: Will be used for shortlisting


	

	

	

	Core Employee competencies to be used at the interview stage. 

	Carries Out Performance Management

	Covers the employees capacity to manage their workload and carry out a number of specific tasks accurately and to a high standard. 

	Communicates Effectively 

	Covers a range of spoken and written communication skills required as a regular feature of the job.  It includes exchanging information/building relationships; giving advice and guidance; counselling, negotiating and persuading and handling private, confidential and sensitive information.

	Carries Out Effective Decision Making 

	Covers a range of thinking skills required for taking initiative and independent actions within the scope of the job. It includes planning and organising, self effectiveness and any requirements to quality check work.

	Undertakes Structured Problem Solving Activity 

	Covers a range of analytical skills required for gathering, collating and analysing the facts needed to solve problems. It includes creative and critical thinking; developing practical solutions; applying problem solving strategies and managing interpersonal relationships.

	Operates with Dignity and Respect 


	Covers promoting equality, treating all people fairly and with dignity and respect, maintains impartiality/fairness with all people, is aware of the barriers people face. 

	Working Conditions: 
 

	 Must be able to work evenings, weekends and bank holidays as required by the needs of the service. Must be able to change workplace within Bradford Libraries. Must be able to attend training courses outside normal shift hours if necessary. Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the Equality Act 2010 in relation to Disability Provisions.  

	 

	Special Conditions: 

	DBS check required for this post.

	

	Compiled by: 
SR

August 17

	Grade Assessment Date:


	Post Grade:  Band 3
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