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Job description and Person Specification

Library and Information Assistant


	Department 
	[bookmark: Text1]Library and Information Assistant (Localities)
	

	Service 
	Norfolk Library and Information Service 
	

	Grade
	D
	

	Reports to
	Library Manager
	

	Responsible for 
	
	

	Job reference
	10728
	



	Job Purpose – 


	Deliver high quality frontline library services by being the first point of contact for customers’ literacy, reading, information and learning needs.  Make a positive impact on people’s lives by understanding and interpreting their needs and ensuring that they are signposted to trusted sources of information and appropriate support in the community. Deliver the Government’s vision for digitally enabled citizens by assisting customers with online transactions and building their digital skills and confidence. Provide excellent customer service to all members of the local community.
 
Lone working is a key factor in this job role. Primary front line duties will be carried out by Library and Information Assistants, including promoting stock, supporting a range of activities, and making day-to-day decisions to provide an attractive and efficient service.

	Context – 


	This post is responsible for working in frontline library services, contributing to the Council’s priorities. 

Norfolk County Council has a clear set of priorities based around “Caring for our County”:- 
•	Caring for your money
•	Caring for your family
•	Caring for your community
•	Caring for your health and well being
•	Caring for your roads and environment
•	Caring for your economy.

This role will work within national guidelines for public libraries, and local initiatives for meeting the needs of communities, and bringing in new audiences.




	Accountabilities - 

	Be the first point of contact for customers and make sure all users are welcomed and enabled to access appropriate resources, information and support.    


	Organise and deliver library activities to support reading, literacy, learning, health and well-being, for children, young people and adults. 

	Ensure requests for help are resolved accurately first time, by interpreting customer needs, providing information, advice and guidance and signposting them appropriately to Council and other partner organisations. 

	Raise digital literacy locally by encouraging customers to make the most of  online Council services, and use self-service and Open Library  options with confidence.

	Ensure that the library environment is safe and welcoming and that the range and choice of material on offer is appealing, to increase library use and meet the needs of customers.

	Organise, coach and supervise volunteers and ensure rotas are in place to ensure that a range of library activities are delivered in a friendly and professional way.

	Promote the service on library social media platforms to promote the engagement of customers and the responsiveness of your library. 

	Contribute to your library performance targets for issues, visits, activities and income generation and suggest and implement service improvements.  

	In the absence of a manager and when lone working, ensure that you make decisions and take action to ensure the health, safety and security of customers, staff and the building.     

	HEALTH & SAFETY
Ensure the safety, security and maintenance of the buildings, information systems, fittings and equipment as required by Health & Safety legislation.  
Ensure the logging and reporting of defects.  
To be responsible for own safety, that of other staff, and any member of the public who may be affected by your acts and omissions at work.
Understand what is meant by safeguarding vulnerable groups and how to raise concerns.
Work with library manager to develop and review relevant risk assessments

	




	Person Specification


	Qualifications:

	Essential
	Desirable

	
• General education to Level 2 (GCSE A-C) or equivalent 

• Level 2 qualification in English or equivalent

• Commitment to personal development and development of customers and volunteers
	
	
· Level 2 Customer Service

	Knowledge/Experience:

	Essential 
	Desirable 

	· Experience of front-line face to face customer service
delivery

· Experience of engaging people from different backgrounds in using your product or service

	· Experience of working in a library

· Experience of working with families and children

· Evidence of supervising a building and its users in a safe and secure way

· Experience of applying Health and safety risk assessments would be an advantage


	Skills:

	Essential
	Desirable

	· Positive approach to all ages and sections of the community
· Understanding of lone working principles
· The ability to engage others to make the most of services provided by libraries
· Confident communication skills and personal presentation, resulting in excellent customer service
· Listening skills and ability to understand specific needs
· An interest in literacy, reading and learning
· Confidence in using IT 
· Ability to help customers find information
· The ability to take personal responsibility, take on a variety of complex tasks and use initiative to organise your work and be accurate
· Flexible and positive attitude with excellent customer care skills 


	· Coaching skills




.

	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information 


	Some lone working may be required. 
Some lifting of materials involved. Appropriate physical strength to lift and move materials to a limit of 10 kg.  
Flexible working pattern when necessary
Evenings and weekend work





	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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