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Community Library Partnerships (CLP) Volunteer profile and tasks: Customer Service Volunteer role
• The Customer Service Volunteer role is designed to enable Community Library Partnerships to open and operate
with no paid staff support – either to extend opening hours as part of a ‘hybrid’ staffing model, or in a volunteer-run
Community Library Partnership.
• Customer Service Volunteers would generally work alongside a Team Support Volunteer, but would focus on serving
and supporting customers and dealing with more complex tasks, enquiries and transactions (although many of the
tasks are common to both roles).
• Customer Service Volunteers would need to be comfortable using IT, as the role involves primarily serving
customers using the Library Management System.
Library Volunteer – Customer Service
‘Volunteers bring a wealth of knowledge, experience and skills to volunteering in Libraries’
Skills
•
•
•
•
•
•
•
•

People skills and able to interact with all
ages and needs.
Create a welcoming environment.
Trouble shooting and responding to a
wide range of customer requests.
Recording information and Statistics
IT skills – confident using IT.
Numerate, able to carry out basic
financial tasks e.g. simple reconciliations.
Good organisational skills.
Patience and a sense of humour – not
everything in libraries runs smoothly!

Experience
• Working with people and communities
• Working as part of a team/group
• Sourcing information – particularly through
the internet
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Knowledge
• IT skills, while some skills can be acquired
in role it would be helpful to have a basic
knowledge of how to source
information/use a range of applications
(e.g. Microsoft Office; internet; social
media). Customer Service Volunteers need
to be confident using IT.
• An awareness of Somerset Libraries and
the range of services we provide
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Tasks
Dealing with a wide range of customer enquiries

Initial training provided
This will be covered as part of the induction process
on how to source information for customers, and
use the Libraries Management System.
Skills on IT will be essential in order to search on
the Library Management system and through other
internet systems.

Ongoing support when required
Regular visits from SCC staff and telephone-based
support from a link library to provide ad-hoc advice
and guidance. Guidance and training would be
available online at all times. Access to the libraries
ICT helpdesk would be available to deal with any
technical problems.

Shelving Library books, keeping the Library tidy
and looking well presented for customers

Information provided as part of the induction,
however there may be an opportunity to attend
further courses or to visit other Libraries to share
knowledge and new ideas.

Regular visits from SCC staff, who would advise on
how to keep the library looking well-presented.

Using the Library on line catalogue to source
information for customers on the range of books
available, Authors etc. as well as being able to
reserve stock for customers.

This will be covered as part of the induction process
on how to source information for customers, and
use the Libraries Management System.

Online access to the e-learning module
‘LibrariesConnected - Talking With Readers’ would
be available at all times. Regular visits from SCC
staff would provide occasional support.

Supporting customers to use the Self Service
Kiosks

This will be covered as part of the general induction
process.

On occasion when the systems go down support
can be provided by an SCC link library on how to
operate and maintain a service.

Able to support customers with accessing
information relating to their accounts, borrowing
history (a record of books previously borrowed).

This will be covered as part of the induction process
on how to source information for customers, and
use the Libraries Management System.

Any concerns regarding blocked accounts and
debts can be referred to a link library over the
phone.

Supporting customers with access to the public
computers, including how to search, set up new
email accounts and deal with basic enquiries.
Able to support customers with photocopying and
scanning documents. Assisting customers to
access printing facilities.

This will be covered as part of the induction process
on how to source information for customers, and
use the Libraries Management System, however
some knowledge of IT and the internet will be
essential.

Access to the libraries ICT helpdesk would be
available to deal with any technical problems.
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Supporting Library Activities and Events – these
may vary, but would always include the annual
Summer Reading Challenge.
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Initial training provided
Induction and opportunities to visit and link with
other Libraries to see the range of activities and
events provided.

Ongoing support when required
Occasional advice and support from the Libraries
Outreach Officer and a wide range of support,
materials and templates provided by SCC.

Stock Management – unpacking new Library
stock, preparing books for circulation. Recording
information on the system.

This will be covered as part of the general induction
process.

Regular visits from SCC staff and telephone-based
support from a link library to provide ad-hoc advice
and guidance. Guidance and training would be
available online at all times.

Handling cash – taking income, recording and
potentially banking income (banking income will
be dependent on the requirement of the
Community Library Partnership).

This will be covered as part of the induction process
on how to source information for customers, and
use the Libraries Management System. Community
Library Partnerships will need to consider their own
financial procedures and requirements for training
where appropriate.

Regular visits from SCC staff and telephone-based
support from a link library to provide ad-hoc advice
and guidance. Guidance and training would be
available online at all times.

Set up new Library Memberships, provide
information on the range of Library services
available.

This will be covered as part of the induction process
on how to source information for customers, and
use the Libraries Management System.

Any concerns or complex queries can be referred
to a link library over the phone.

Opening, closing and securing the building.

This will be covered as part of the induction process
on Health and Safety, premises and regulatory
issues.

A wide range of events and activities are provided
through Somerset Libraries. Team Support
Volunteers could get involved in these,
alternatively a dedicated Events and Activities
volunteer role could be used in Community Library
Partnerships.
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Tasks
Support customers to access the Libraries West
web site and install the Library App.

Initial training provided
This will be covered as part of the induction process
on how to source information for customers, and
use the Libraries Management System.

Ongoing support when required
Regular updates through the Libraries circulations
regarding new promotions, services and events

Health and Safety – maintaining an awareness of
any issues which may impact on customers use of
the Library, and undertaking a visual check of the
library e.g. to prevent trip hazards, accidents, etc.

This will be covered as part of the induction process
on Health and Safety, premises and regulatory
issues.

The Community Library Partnership would be
responsible for Health and Safety risk
management, but SCC would provide guidance and
training on an ongoing basis. If SCC staff are
working in the library as part of a Community
Library Partnership agreement, they would take a
lead role in managing day to day health and safety
risks on behalf of the Community Library
Partnership (but only when on the premises).

Sue Sheppard
SCC library service
July 2018
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