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JOB DESCRIPTION

Job Title: 				Mobile & Outreach Library Driver/Library Customer Advisor
Directorate & Section/Unit: 	People Directorate – Libraries
Reporting to:   				Libraries Resource Manager
Responsible for: 			N/A
Salary Grade: 			3
DMA Management Level:  		N/A
DMA Span of Control (Direct Reports):  N/A


Our People Values:
To uphold and act in accordance with Worcestershire County Council's values:
· Customer Focus 	               - Ensure delivery of a high-quality service which meets the needs of     
                 customers
· Can Do Culture  	               - Be proactive to achieve excellence, finding solutions and creative   
                 ways of working
· Freedom within Boundaries - Make constructive change through cohesive decision making,                
      ensuring services are responsive.

Purpose of job: 	 

Work as a member of the library team to:

· Drive the Mobile Library vehicle and Outreach vehicle to deliver a timetable of outreach visits or mobile library services to customers in line with Worcestershire County Council's customer service values

· Support the delivery of the Libraries Strategy and library priorities as reflected in the annual library service plan
			
Main Activities & Responsibilities:	 
· To drive the mobile vehicle to meet the mobile library timetable 
· Participate in outreach activities as part of the community outreach offer.   
· Proactively engage and interact with customers, being visible and accessible to customers  
· Focus on the customer in a friendly, positive and confident manner using initiative
· Respond to customer queries and assist customers to make best use of the full range of library resources and services, including digital.
· Signpost customers to other council, community and partner resources and services as appropriate
· Contribute to the development and delivery of a wide range of activities and events reaching out to all areas of the community, including children and young people
· Ensure library display and presentation standards are met
· Maintain a friendly, safe, and inclusive environment
· Encourage and respond positively to customer feedback
· Work with the Library Resource Manager to proactively promote routes and  services, and feedback on usage levels to ensure routes proactively managed and maximised in line with Worcestershire Libraries Mobile Library Stop Policy 
· Communicate with transport team to ensure the vehicle and equipment is maintained to the required standard and regulations
· Participate in activities and events at other external venues, to promote local and national campaigns 
· Carry out a wide range of routine tasks to support customer service, including:-
· Security of equipment and vehicle
· Stock processing, selection, weeding and promotion
· Daily maintenance and safety checks of equipment and vehicle, reporting faults to library manager and arranging repair schedule with Fleet Services
· Answering queries and dealing with customer enquiries
· Obtaining requested items
· Issuing and returning books
· Shelving
· Cash handling
· To be the person responsible for the mobile library vehicle on a day-to-day basis
· Work in accordance with Worcestershire’s Competency Framework.


Generic Accountabilities:	

· To maintain personal and professional development to meet the changing demands of the job, participate in appropriate training activities and encourage and support staff in their development and training

· To undertake other such duties, training and/or hours of work as may be reasonably required and which are consistent with the general level of responsibility of this job

· To undertake health and safety duties commensurate with the job and/or as detailed in the Directorate’s Health and Safety Policy

· The duties described in this job description must be carried out in a manner which promotes equality of opportunity, dignity and due respect for all employees and service users and is consistent with the Council’s Equality and Diversity Policy

· The nature of the work may require duties to be undertaken which may involve lifting carrying and moving for which appropriate training will be provided. The post holder must be able to physically deliver these 

· The Code of Practice on the English Language Requirement for Public Sector Workers (the fluency duty) applies to this post. Therefore, an ability to fulfil all spoken aspects of the role with confidence through the medium of English is essential for the post. 



Contacts:

· In all contacts the post holder will be required to present a good image of the Directorate and the County Council as well as maintaining constructive relationships.

· Internal: Elected Members, Directors, Assistant Directors, senior managers, management teams, managers and staff across all Directorates.

· External: District & County Councils, Government agencies and departments, healthcare professionals, PCT, Police, Fire, Probation Service, educational settings, suppliers, contractors, service providers, 
statutory and voluntary organisations, service users, clients, customers, parents and pupils, members of the public, volunteers       
 

Additional Information:	


· The Council reserves the right to alter the content of this job description, after consultation to reflect changes to the job or services provided, without altering the general character or level of responsibility

· Reasonable adjustments will be considered as required by the Equality Act.



Author:							Date:
								Date of grading confirmation:
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PERSON SPECIFICATION


Job Title: 				Mobile & Outreach Library Driver/Library Customer Advisor
Directorate & Section/Unit: 	People Directorate – Libraries 
Salary Grade:  		3
	


EXPERIENCE: 

It is essential that the postholder has/is:
· Demonstrable experience in a customer facing role
· A good knowledge and understanding of the principles of good customer service
· Confidence and competence in using a range of digital applications including social media platforms

It is desirable that the postholder has/is:
· A thorough and applied understanding of information resources and how they are used
· Experience of driving vehicles of this size
· Good product knowledge: knows what the library service offers
· Experience of working with a diverse range of people including children


KNOWLEDGE, SKILLS AND ABILITIES:

 It is essential that the postholder has/is:
· High levels of customer focus, and can demonstrate a proactive approach to customer service
· [bookmark: _Hlk219727863]The ability to help our full range of customers find and use information resources 
· Clear and concise communication skills and able to communicate effectively with our full range of customers 
· To be able to use your enthusiasm, passion, and knowledge about our services to promote the services to our full range of customers and stakeholders
· The ability to work effectively as a member of a team, and has a 'together we can' attitude
· Highly organised, and able to respond to changes in priority efficiently and effectively, multi-tasking in a busy environment
· Demonstrable ability to work under pressure and to meet deadlines.
· The ability to have a flexible approach to issues and find the most appropriate solution to problems.
· Good digital skills, with the ability to use manage emails, use the Internet, and have a working knowledge of Microsoft packages, various social media platforms, online engagement (Zoom type platforms)
· Able to develop and maintain positive relationships internal and external partners



QUALIFICATIONS/TRAINING & DEVELOPMENT:

 It is essential that the postholder has/is:
· Qualified to a level equivalent to NVQ Level 2 in a relevant area (e.g. customer service) or considerable experience gained in a customer facing role
· A clean driving licence




ADDITIONAL INFORMATION

It is essential that the post holder has/is a:

· Lifelong learner and keen to foster own development 
· Interest in new ideas and ability to embrace change
· Able to work on a shift basis that may include evenings and weekends




Author:							Date:
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