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Reporting Relationship:
Reports to (Title):  Member Services Manager			
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Position Summary:
The Member Services Support Analyst answers incoming inquiries, responds to member libraries questions, and solves problems according to standardized procedures while maintaining a courteous manner.

Core Job Functions:
· Assists member libraries with questions and issues by performing the following:
· Asks effective questions and gathers information to determine source of problems and member library needs.
· Occasionally leads member libraries through documented process of correcting their hardware problems or network problems.
· Utilizes active listening and troubleshooting to resolve member library issues and accurately determine when an escalation or transfer is required.
· Serves as the lead operator.
· Under direction of SWAN Member Services Manager, researches problems, runs special programs, creates and tests system reports.
· Supervises special projects and programs.
· Creates and compiles daily, weekly, monthly and annual reports.
· Separates printed reports and notices and distributes them for delivery to proper library.
· Assists in training Member Services Support Clerk.
· May coordinate the debiting and crediting of SWAN members for Reciprocal Borrowing and/or Interlibrary Loan losses as part of a fee-based service.
· May coordinate the reporting of delinquent patrons to collection as part of a fee based service for the SWAN members.
· Other duties as assigned.

Knowledge, Skills, and Abilities:
Education -
· Bachelor’s Degree strongly preferred; will consider equivalent combination of education and work experience.

Knowledge/Experience -
· At least two (2) years library work experience.
· Help desk experience preferred.
· Ability to exercise initiative, good judgment, and work without close supervision.
· Ability to carry out oral and written instructions with autonomy and a high degree of accuracy; ability to follow instructions relating to operation of the computer hardware.
· Must be able to communicate effectively, both orally and in writing.
· Ability to work effectively with the staffs of the participating SWAN libraries and to maintain good working relationships with the SWAN staff, RAILS staff, and contracting vendors.
· [bookmark: _GoBack]Superior customer service interactions.

Working Conditions and Physical Requirements –
	
· Ability and willingness to work varied hours, extended hours and to travel occasionally on behalf of SWAN.
· Must have the ability to input data, read computer screens and printed material, communicate effectively in-person, via phone, videoconferencing and e-mail, and operate office equipment.
· Primarily sedentary work, but also requires standing, walking, stooping or crouching, kneeling, reaching, pushing, grasping, lifting, feeling, hearing and talking.
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