
  

Job Title: Visitor Experience 
Assistant 

Job Category: Visitor Experience 

Department/Group: Operations Position Type: Part time casual 
opportunities 

Location: The Thackray Museum 
of Medicine, Beckett 
Street, Leeds, LS9 7LN 

Hours, benefits 
etc: 

As required.  Holiday will 
accrue at rate equivalent 
of 33 days annual leave 
incl of in lieu allowance 
for 8 statutory holidays 
pro-rated for less than full 
time. 

Other terms and 
conditions in line with the 
Thackray Medical 
Museum’s standard 
Contract of Employment 

Level/Salary Range: £8.72/hr Travel required: Limited travel required 

HR Contact: Rachel Emmott Date Posted: 30/10/2020 

Will Train Applicant(s): Yes Posting Expires: 13/11/2020 

External Posting URL: https://thackraymuseum.co.uk/ 

Internal Posting URL: https://thackraymuseum.co.uk/ 

Applications Accepted By: 

EMAIL: 

Email: Judith.knox@thackraymuseum.org 

Subject Line: Recruitment – Visitor Experience 
Assistant 

MAIL: 

Judith Knox 

The Thackray Museum of Medicine 

141 Beckett Street, Leeds, LS9 7LN 

Job Description 

YOUR JOB IS TO HELP MAKE SURE THAT EVERY VISITOR FEELS WELCOME, RESPECTED AND CONNECTED TO A MUSEUM 

THAT VALUES THE PART THAT EVERYONE PLAYS IN THE STORY OF MEDICINE AND HEALTHCARE. 

WHO WE ARE 

The Thackray Museum of Medicine is a place that inspires people with the passion and purpose of 
medicine and healthcare, past present and future.  We comprise collections, built heritage and a 

https://thackraymuseum.co.uk/
https://thackraymuseum.co.uk/
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unique community.  We’re the UK’s largest independent medical museum, situated in a Victorian 
workhouse infirmary, with a collection of over 60,000 objects, books and ephemera.  

These are exciting times to join the Museum as it re-opens in autumn 2020 following a major 
redevelopment to rejuvenate our galleries and improve our visitor experience. 

From re-opening, the Museum will be open to the public 7 days a week, 10am – 5pm.  We have 11 
new galleries, a café, shop, community engagement hub (‘The Core’), Education centre (‘The Nerve 
Centre’) and a conference & events facility. 

You will be a key member of a team that understands and loves our museum and has a passion for 
sharing it with a diverse public 

ROLE AND RESPONSIBILITIES 

You will report to the Visitor Experience Manager, although you will also be expected to work closely 
with the rest of the Museum team (including volunteers) as appropriate. 

You will be flexible and happy to work across a number of functions within your role as Visitor 
Experience Assistant, including reception and welcome, ticketing, retail, conferences and events and 
exhibition galleries 

In your front of house duties, you will:  

• deliver excellent customer service to diverse audiences. 

• welcome all visitors, including those who arrive via our Education entrance, orienting them 
and identifying and supplying their particular visit needs (eg families/ disabled etc)   

• process visitor information in our ticketing system: booking-in pre-booked sales, 
administering walk-in sales, capturing relevant customer data, optimizing gift aid 
opportunities, and upselling where possible, for example on secondary spend in the Museum 
shop and café or events 

• undertake administrative duties as applicable 

• ensure that you understand and care for our collection and interpretation and share this with 
visitors to enhance their visit including delivering introductory talks  

• undertake regular on-gallery duties, making sure all exhibits, interactives and spaces are 
resourced, well-maintained and secure, free from rubbish or obstructions, and that issues are 
recorded and escalated appropriately and in a timely manner 

• engage with visitors on gallery, and deliver welcome talks on a regular basis as requested 

• safe-guarding 

• emergencies 

• locking and unlocking 

In your retail duties, you will: 

• efficiently process shop sales through the shop till, upselling where appropriate 

• maintain shop displays so that they are well-stocked and tidy 

• undertake retail administration as applicable 

In your conference and events duties, you will: 

• ensure the effective operation of conferences, events, seminars, functions, private viewings 
and openings 
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• serve refreshments as applicable to delegates/attendees 

• set up conference rooms and other events spaces, for example ensuring tables, chairs and 
equipment are set out as required 

• keep the conference centre clean and tidy 

 

In addition to the above, you will: 

• ensure customer complaints and comments are recorded, responded to and communicated 
to colleagues as appropriate. 

• adhere to the excellent customer service and accessibility standards the Museum employs. 

• undertake training and development as required 

• always follow health and safety practices and procedures 

EXPERIENCE AND SKILLS REQUIRED 

Essential: 

• a good standard of literacy and numeracy and the ability to maintain accurate records 

• a good understanding of how to deliver excellent customer service 

• Excellent communication skills 

• Friendly and open manner and confidence speaking to a wide range of people 

• An affinity for the museum’s audiences and community 

• Understanding of access needs of diverse audiences and how to meet them 

• Ability to work independently and as part of a team 

Desirable: 

• Experience of working with ticketing systems, cash handling and computerized till operations  

• Proven experience of implementing and inspiring excellent standards of customer service 

• Customer care and/or visitor experience training, eg NVQ Level 3 or equivalent in Customer 
Services 

• Basic Health & Safety certificate 

• First Aid certificate 

• Training in disability awareness 

• Introduction to basic signing (eg BSL level 1) 

QUALIFICATIONS AND EDUCATION REQUIREMENTS 

N/A 

ADDITIONAL NOTES 

The successful applicant will have a unique opportunity to apply their skills to the development and 
implementation of new systems, processes and procedures across the operations of the Museum and 
to ensure that the Museum is well positioned to maximise income generation opportunities whilst 
operating efficiently and effectively. 

As well as the experience and skills outlined above, we expect all of our employees to uphold the 
values of the Museum and to be passionate about protecting the good reputation of the Thackray 
Museum of Medicine. 
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 All employees must be: 

• Self-motivated, enthusiastic, and energetic 

• Honest, reliable, and flexible 

• Organized, confident and assertive 

Finally, they must have an excellent standard of personal appearance. 

This job description will be reviewed as part of the post holder’s annual appraisal and is not intended 
to be a complete list of responsibilities. 

You may be required to perform other duties within your capacity, commensurate with the general 
level of responsibility within the organisation. 

The Thackray Museum of Medicine is actively committed to promoting Equality, Inclusion 
and Diversity. We are a Disability Confident employer and welcome applications from all 
sections of the community. 

    

Reviewed By: Rachel Emmott Date: August 2020 

Approved By: Nat Edwards Date: September 2020 

Last Updated By: Rachel Emmott Date/Time: 29/10/2020 

 


