	JOB DESCRIPTION
DUTY SUPERVISOR

	[image: ]



Department		Engagement 
Position type	Permanent, 21 hours pw over 3 days including regular weekend working and occasional evenings with the possibility of extra hours if they are available and offered to you.
Responsible to		Senior Duty Officer.
Salary	£15,040.54 (£26,500 pa FTE).
Location			Thackray Museum of Medicine, Leeds LS9 7LN.
Closing date		Wednesday 18th November 11.59pm.
Interview date		Tuesday 1st December.

 
THACKRAY MUSEUM OF MEDICINE
Help shape a better tomorrow.
Thackray is a welcoming, safe space where we share our unique collection to help shape a better tomorrow. We empower people to understand their own healthcare choices and inspire future generations of changemakers by platforming told and untold stories of medicine and society. By embracing and representing our community, people will see themselves and better understand each other.
Situated in the bustle of a lively East Leeds inner-city community, and adjacent to St James’s Hospital – Europe’s largest teaching hospital, the Museum showcases innovation and collaboration in medical endeavour through its collection of over 50,000 objects and some 23,000 written works, covering all aspects of the history of medicine.
An Arts Council England National Portfolio Organisation (NPO) since 2018, the Thackray has undergone a dramatic redevelopment, investing over £4m in its eleven new galleries, and transforming the Museum’s public spaces with a new café, shop, community engagement hub 
(the Core), learning space (the Nerve Centre) and conferencing and events facilities.
Welcoming 70,000 visitors through the year, the Museum’s exhibitions and programmes are 
built on the foundation of democratising the collection and co-curating with our community. Medicine touches the lives of all humankind, and the museum uses its collection as a focal point 
to share stories through people from all parts of society, past and present.




ROLE OVERVIEW
Our Engagement team looks after our museum visitors throughout their time at Thackray, developing relationships that see a wide range of people come back to the museum again and again. Through this work, the team generates essential income to support the development of our work including with schools and community groups, and an exhibition programme that speaks to everyone within our community.

As a Duty Supervisor, you will join an established team at a hugely exciting stage of development, working alongside colleagues to ensure all visitors to our building have a safe and enjoyable visit and leave feeling inspired and informed. You will act as the public face of Thackray, responsible for the smooth delivery of all public facing activity whilst on shift. You will be able to work calmly under pressure, as confident welcoming visitors and selling tickets as you are dealing with health and safety concerns and building logistics. We’re looking for team players with proven customer service experience at a supervisory level, a passion for the museum’s mission and ethos and who are confident and motivated when leading a team. 

Key responsibilities:
· To be the public face of Thackray, supporting all Engagement staff to deliver an excellent visitor experience for all.
· Lead the Engagement team on shift to maximise income from ticket sales, including upsells and Gift Aid.
· Overseeing the daily operations of the museum whilst on shift, including liaising with relevant teams to assist in the smooth running of any learning, community and commercial activity (conference, café and shop). 
· Be first point of call for any accidents, emergencies, or issues whilst on shift including acting as Duty First Aider and Senior Fire Warden.
· 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.
· To ensure all security and cash handling procedures are affectively implemented and adhered to.
· Whilst on shift, be first point of contact for all suppliers, contractors and external facilitators visiting the building.
· To be a key holder and be responsible for opening up/closing the building.

We are looking to recruit a Duty Supervisor who will share duty responsibilities throughout the week alongside the Senior Duty Officer across the 7 days a week we are open.

You will be required to work flexibly Monday to Sunday on a rota basis agreed in advance, and should be able to work weekends, bank holidays, and some evening openings to meet operational demands, as well as attending occasional out of hours meetings and training. 

[bookmark: _Hlk193459249]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. 
We’ve got your back! The Thackray Museum of Medicine is committed to those who live and work locally, any candidate who meets the essential criteria and belongs to our local community (LS8, LS9) will be guaranteed an interview.
HOW TO APPLY
Applications can be made by providing a CV and supporting statement of up to 1,000 words (or a maximum of 2 sides of A4) that responds to the duties and skills and sets out your suitability for the role. You also have the option for your supporting statement to be in an audio-only format, up to eight minutes maximum.

The museum recognises that using AI is becoming part of everyday life for many people. We acknowledge candidates may use AI in their research and preparation for applying for and interviewing for a role however, we expect the final supporting statement and CV to be originally written by the candidate.

Once completed, please send your application to recruitment@thackraymuseum.org by 11.59pm Wednesday 18th November. Invitations to interview will be sent out no later than Thursday 26th November with interviews taking place on Tuesday 1st December.

If you have any questions about this application form or would like an informal chat about the role, please contact recruitment@thackraymuseum.org
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Duties and Skills
	Duties
	Essential skills, experience, qualities, qualifications
	Desirable skills, experience, qualities, qualifications

	To be the public face of Thackray, supporting all Engagement staff to deliver an excellent visitor experience for all.
	Proven experience of implementing and inspiring excellent standards of customer service.

Must have experience managing or supervising staff.

Being empathetic, with a strong service ethic.

Ability to understand and respond to the needs of diverse audiences.

Demonstrate a positive and flexible approach to working environment.

Experience working in customer service.
	Customer care and visitor experience training, eg NVQ Level 3 or equivalent in Customer Services 











Experience working in the heritage or hospitality sector.

	Support the Engagement team on shift to maximise income from ticket sales, including upsells and gift aid.


	Experience of working with ticketing systems and computerised till operations.

A solid understanding of financial and cash management processes within a visitor attraction setting.

A good standard of literacy and numeracy and the ability to maintain accurate records.

Experience working towards targets and KPIs.
	

	Overseeing the daily operations of the museum whilst on shift, including liaising with relevant teams to assist in the smooth running of any learning, community and commercial activity (Conference, Café and shop). 

	Proven ability to deal with complaints and difficult situations.

Assertive, calm and reliable under pressure.
Highly adaptable to change in a dynamic
workplace environment with the ability to multitask and prioritise.
	Knowledge and understanding of current practices in relation to operations including all normal and emergency operating procedures.

Working knowledge of POS systems, preferably Spektrix or Shopify.

	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.
	Great attention to detail and methodical working.
	Knowledge of museum policies and procedures in relation to galleries.

	To ensure all security and cash handling procedures are affectively implemented and adhered to.
	Experience of cash handling and operating tills.
	Knowledge of museum policies and procedures in relation to cash handling and security.

	Supporting the Conference and Events Manager in the daily operation of the conference centre
	
	Experience of working in hospitality 

	Whilst on shift, be first point of contact for all suppliers, contractors and external facilitators visiting the building.
	
	Experience of working with external contractors/ stakeholders.

	Be first point of call for any accidents, emergencies, or issues whilst on shift including acting as Duty First Aider and Senior Fire Warden.
	Demonstratable knowledge of health and safety requirements of a public-facing organisation.

Ability to diffuse difficult situations.
	A working knowledge of visitor attractions and their operations.

DBS certificate

First Aid certificate

Basic Health & Safety certificate

	To be a key holder and be responsible for opening up/closing the building.
	
	Experience of opening and closing a public building



General Responsibilities
A commitment to equality, diversity and inclusion; and health and safety.
Actively contribute to the successful achievement of departmental and charity-wide goals.
Adhere to all Thackray Museum of Medicine policies and procedures.
Be passionate about protecting the longevity and reputation of the Thackray Museum of Medicine.
Carry out any other duties as reasonably requested, including late-night working, commensurate with the general level of responsibility within the organisation.
All employees must be:
· Self-motivated, enthusiastic, and energetic
· Honest, reliable, and flexible
· Organised, confident and assertive
Benefits and Conditions
· 25 days annual leave entitlement pro rata plus 8 statutory holidays
· Regular weekend working required, plus occasional evenings

Other terms and conditions in line with the Thackray Museum of Medicine standard Contract of Employment
Additional Notes
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.
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