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	Job title
	Visitor Services Assistant

	Salary, Grade and SCP

	£13.26 - £14.13 per hour
Grade 3 (SCP 7 - 11)

	Service/Team

	Heritage, Museums and Arts

	Responsible to
	Visitor Services Management

	Main purpose of job 
	To deliver high standard front of house services and provide operational support to ensure a welcoming, safe, and rewarding visitor experience across Cultural Venues.


	Key responsibilities 
	Ensure the smooth operation of visitor services prioritising the needs of the visitor across cultural venues including Arts Centre Washington, Sunderland Museum and Winter Gardens and other cultural venues as required.

Maintain a healthy, safe, and secure environment to ensure the safety and security of visitors, staff, contractors, museum collections, exhibition/theatre and gallery spaces and associated buildings.

Be proactive in regards to safeguarding and reporting.

Actively and consistently promote Museum, Heritage and Arts activities (and other citywide cultural activity/venues) including programmed exhibitions, performances, activities, and events.

Facilitate the opening and closing of buildings and galleries.

	Key tasks 





	Communicate effectively and efficiently with customers to provide exceptional standards of customer care meeting the needs of both the visitor and the organisation. 

Deal sympathetically with queries and complaints, escalating issues where appropriate and in line with procedures. 

Provide visitors with information about the venue, displays, collections, exhibitions and other attractions, and demonstrate working/interactive exhibits.

Be knowledgeable about forthcoming events, activities, promotions and internal updates, ensuring information is shared appropriately.

Engage with visitors to improve their visitor experience and seek feedback in the form of visitor surveys.

Ensure all publicity and interpretation material is up to date at all times and presented to the highest of standards in galleries and public areas.

Operate procedures for opening and closing buildings and activating alarm systems.

Proactively promote and support income generating activities including shop, café, room hire, ticketed events and donations, actively upselling as required.

Undertake general reception duties including greeting individuals and groups of visitors, responding to enquiries, taking bookings, and receiving contractors and deliveries in accordance with operating procedures. 

Operate event and ticketing software (Artifax, Spektrix), public address systems, multimedia, CCTV and other IT equipment.

Provide general financial and administrative support as required including maintaining accurate records e.g. visitor figures, incident reports, monitoring forms for facilities and equipment.

Undertake retail duties including till operation (EPOS System), cash handling and reconciliation; maintenance of displays; and receive, check, requisition and stock take goods in accordance with retail and financial procedures. 

Prepare spaces in readiness for events, activities and meetings by moving and arranging furniture and equipment, cleaning and tidying.

Assist with moving and handling of collections and 
exhibits and the installation of exhibitions including display construction, painting and lighting adjustment. 

Assist with environmental monitoring of galleries and collections.

Ensure the cleanliness of public/storage areas, interactives and displays. 

Patrol and invigilate public and gallery spaces to monitor and protect buildings, collections, artworks, goods and equipment from damage, vandalism, theft and fire.

Provide support with basic building and equipment maintenance reporting any defects or potential hazards.

Ensure visitors respect and behave appropriately within venues reporting any disruptive or anti-social behaviour, health and safety or safeguarding concerns.

Act as Fire Warden and be familiar with the procedures, location and use of fire-fighting and other safety equipment needed to protect staff and visitors in an emergency. 

Support First Aid arrangements and undertake the necessary training.  

Attend meetings, briefing sessions and appropriate training as required.

Promote and champion a positive organisation-wide culture that reflects the Council’s values.

Any other such duties as are commensurate with the level and nature of the role.


	Other duties/specific policies e.g. DBS

	The post holder must carry out their duties with full regard to the Council’s Equal Opportunities Policy, Code of Conduct and all other Council Policies.

The post holder must comply with the Council’s Health and safety rules and regulations and with Health and safety legislation.

The post holder must comply with the principles of the Freedom of Information Act 2000 in relation to the management of Council records and information. 

To comply with the principles and requirements of the Data Protection Act 2018 and GDPR in relation to the management of Council records and information and respect the privacy of personal information held by the Council.
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