ROYAL BOROUGH OF WINDSOR AND MAIDENHEAD

Job Accountabilities

	Job Title:  
Enquiries and Digital Assistant

	Job number:

AC0171


	Directorate : 
Operations and Customer Services

	Service Area:
Culture, Libraries and Registration Service


	
	

	JOB PURPOSE

	To work as part of the Information and Digital Delivery Team (IaDD) to:
· Provide high quality information and enquiries service through direct delivery, post, phone or electronic means
· To develop and promote to all potential users the benefits of 24 hour electronic access and resources

· Contribute to the development and delivery of Culture, Libraries and Registration Service (CLaRS) 




	POSITION WITHIN SERVICE STRUCTURE

	Head of Culture, Libraries and Registration Service

Team Leader: Information and Digital Delivery

Enquiries and Digital Assistant


	JOB ACCOUNTABILITIES

	Service delivery – the accountabilities for this role are linked to the following council strategic objectives: 

Putting residents first

· To deliver an enquiry service in person, phone, email or other electronic means, taking referrals from other libraries in a way that is designed to increase use and range of users of the service whilst undertaking direct customer service delivery for up to 75% of a working week, providing the highest levels of customer care.
· Respond to the different needs of users to ensure that enquiries are satisfied within corporate guidelines and using the most appropriate methods and tools
· As first point of contact ensure customer complaints are resolved as quickly as possible to ensure high levels of customer satisfaction levels are maintained
· Have sufficient skills, experience and expertise to use, maintain and update Library Databases (EDI ordering etc.) and support customers in the use of Internet, email, MS Office and other electronic stock resources and electronically delivered services.
· To actively participate in the promotion of the benefits of ICT equipment and systems to staff and customers of CLaRS as required maximising use
· To maintain technical understanding of public PC hardware and e-delivered services provided in CLaRS and assist in the provision of training for Unit staff in key skills for effective delivery of services for customers.
· Participate in the planning, delivery and implementation of a training programme for enquiry work and techniques for all levels of staff to ensure highest levels of customer service are provided. 
· This post will engage with a range of RBWM residents and customers and utilise strong influencing skills which are in constant use to effectively engage and promote RBWMs 24 hour electronic services and resources.
· Assist in ensuring services do not exclude categories of potential users and are accessible by all
· To have a flexible approach to work and be able to work in any library to ensure that unplanned closures are kept to a minimum.
· Regular involvement in Reading Development activity to encourage more use and use by a wider range of customers.
Delivering value for money

· To be competent in the use of the Library Management System and RFID self-service kiosks and able to deliver first level training to staff under the direction of the Team Leader: Information and Digital Delivery to maximise the use of the system for the benefit of the customer.
· To have responsibility for an agreed area of stock ensuring that supplier selection criteria are regularly reviewed and updated when required. Monitoring of allocated stock budget and ensuring the best performance of stock.
· The post holder will be required to develop and promote creative ideas for income generation opportunities and be responsible for income generation to meet a service wide target. 
· Ensure volunteers are appropriately supported to add value and to extend CLaRS services.
Delivering together with our partners
· Assist in the development of the Library Management System, in partnership with other South East Library Management System (SELMS) consortium partners, to improve services for customers and enhance the benefits of consortia working.
Equipping ourselves for the future

· Assist in the development of services provided by the Information and Digital Delivery team to meet customer demands and ensure more effective service delivery.
· To support the Team Leader: Information and Digital Delivery in the management and delivery of electronic and information systems with CLaRS
· To actively promote 24 hour electronic service provision to staff and users and under the direction of the Team Leader: Information and Digital Delivery, go out and engage with users and non-users in the community to gain wider use of e-resources
· Contribute to suitable project working as part of a group to assist in improving services to customers of CLaRS reflecting higher satisfaction responses.
· Assist in demonstrating the impact of CLaRS through appropriate recording and monitoring of activity in order to sustain investment and development funding of the service 
· Assist with investigating technical solutions for service delivery as requested by the Team Leader: Information and Digital Delivery and under the general direction of the Unit Management Team
Standard accountabilities/responsibilities that apply to all council staff or specific groups are set out in the Employee Handbook, these include:

· Corporate management

· Information governance compliance

· Whistleblowing

· General Safeguarding Statement

· Project and work management

· Working in a team

· Risk management including Health & Safety

· Equality of Opportunity

· CREATE- our corporate behaviours
· Budget management

· Specific responsibilities for those working in services for children or adults
· Specific responsibilities for managers
The hand book can be viewed here.
Local operating procedures and specific activities/tasks will be supplied by the service.



	


Person specification

	Key Criteria


	Essential
	Desirable
	How assessed

	Qualifications and training


	Information and Communications technology skills with minimum European Computer Driving Licence (ECDL) level.
Good general education, literate and numerate.
	Higher ICT qualification
	Application Form and Interview

	Job

Competence summary

(knowledge, skills, abilities, experience)


	Previous experience in a Customer Service role or ability to understand the requirements of working with customers.

Competent in the use of PCs and their software.
Good verbal communication skills in person and by phone.

Good written communication skills including use of emails.

Ability to deal with a range of enquiries.

Excellent Customer Care skills.

Ability to work as part of a team.

Able to identify first line ICT faults and carry out corrective maintenance. Able to undertake basic system administration.

Ability to work on own initiative.

Takes a proactive approach to meeting the needs of customers – presenting alternatives wherever appropriate.

Knows who their customers are.

Is approachable and helpful when dealing with customers

Acts with honesty and integrity and discretion.

Takes ownership for and resolving customer queries.

Displays drive and energy to achieve results – Works systematically and challenges existing processes.

Sets and agrees and delivers on objectives.

Plans their workload.

Contributes to effective team work – Communicates proactively to achieve shared outcomes.

Understands and supports others

Aligns behaviour to the needs/priorities/goals of the organisation as a whole – 

Deals and copes with change.

Recognises and manages pressure.

Deals with ambiguity.


	Customer service experience in a library or information environment.

Experience of using other systems such as print management or booking software.

Experience of using a Library Management System, museum or similar catalogue system.

Experience of using enquiry technique.

Experience of basic ICT system administration.
Ability to research information to develop e-services of CLaRS


	Application Form, interview and practical test.

	Other requirements

(eg unsocial hours working, driving licence, fit to drive Council vehicle etc)


	Ability to visit any location in the Borough for work.
Capable of manual handling after relevant training or using necessary adjustments
	Access to own transport
	Application Form and Interview


