		[image: A logo for the royal society of medicine

Description automatically generated]
Library Customer Services Manager 
Library & Knowledge Services

Full time, 1 year fixed term (maternity cover)
The Royal Society of Medicine (RSM) is a UK charity and membership organisation dedicated to advancing health.
Through learning and collaboration, we empower a global community of healthcare professionals to enhance their practice and improve patient outcomes, while promoting a broader understanding of health through public engagement. 
Founded in 1805, the RSM has a long history of bringing individuals with diverse experiences together to share knowledge and pioneer new approaches to medicine and healthcare. Today, our membership connects the full spectrum of healthcare disciplines and career stages, with our educational events programmes and learning resources supporting healthcare professionals worldwide. 
Our members, partners and collaborators work collectively, drawing on one another’s expertise to raise standards and develop innovative solutions.
Together, we are transforming healthcare, and lives, for the better.
Job Purpose
Responsible for the day to day co-ordination and delivery of all front-line (face to face and virtual) enquiry services to members and visitors to the library. 

Oversee, co-ordinate and promote document delivery and inter library loan services, liaising with external clients and partners to maintain service standards and ensure customer satisfaction. 

Liaise with colleagues with responsibility for facilities, membership and marketing, to ensure the delivery of a pro-active, high quality customer services in all library service areas. 
Tasks & responsibilities
· Day to day management of the library’s enquiry, document delivery and inter library loan services ensuring all areas are adequately resourced through appropriate timetabling and enquiries, problems and issues are addressed and resolved. 
· Active participation in all library customer service areas listed including the retrieval, scanning and sending of documents; and staffing the enquiry desk on a regular basis.

· Co-ordinate the library’s document delivery and inter-library loans services, overseeing service procedures, delivery standards and timescales; and compliance with copyright and licensing requirements.
· Oversight of library space, study environment, procedures and facilities (including self-service book issue, members’ printing and guest PCs), liaising with internal service providers to resolve any problems as they arise; to develop existing services and propose new services.
· Develop, modify and optimise service procedures, implementing continuous service improvements to enhance the member experience

· Co-ordinate the promotion of the library and its’ services and activities; including the collation of news content for marketing activity, organising library stands at conferences and training events and attending member’s receptions and other events.
· Participate in and monitor stakeholder feedback activities, including complaints-handling, the collation of comments and regular survey and feedback activities.
· Assist the Senior Information Manager with strategy and annual planning by regularly advising on opportunities in all areas within the scope of this role.
· Line management of the customer services team and any work experience placements or trainee roles including induction, regular reviews, and advising on and implementing training and development needs for the customer services team. 
· Lead a regular customer services team meeting, contribute to business meetings and occasional project groups.
· Delegate and produce reading lists to the Library team for upcoming RSM events. Select suitable sources by searching through several Medical databases and online catalogues.
· Ensure the regular collation of statistics and financial information for all library customer service areas: 
· Oversee the accurate recording and input of service data and KPIs to library systems including members’ data, library borrowing records and client information via the CRM platform, MS Dynamics.

· Manage delegated budgets for consumables and small capital items; tracking expenditure and monitoring income from services; liaising with senior budget holder and finance staff as required.

· Ensure regular reporting from MS Dynamics to enable the correct billing of clients at month end; and from other library systems and records, for management reporting purposes including assisting with the development of library performance metrics and impact stories.

· Assist with ongoing library projects such a stock weed and stock relocation projects, artwork and heritage asset audits and the assessment of new e-resources; allocating staff resource on timetables and contributing to project outcomes;

Person Specification & Competencies 
· Degree level or equivalent experience 
· Evidence of continuing professional development to maintain professional recognition
· Knowledge of regulatory environment and experience of ensuring compliance with regulatory and organisational policy and guidelines
· Experience of managing and developing a team and/or of supervising a team 
· Experience of using library systems and databases (input, retrieval and search strategies) 
· Experience of working with stakeholders of varying seniority and resolving issues 
· Experience of implementing policy and procedures at an operational level
· Proven IT skills including use of MS Office and library systems
· Problem solving skills in relation to library enquires and research practice  
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