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	Role Title

	Visitor Assistant

	Job Family
	Culture and Heritage, Economic Growth

	Competency Level
	All Colleagues

	Scale
	Scale 5

	Purpose
· To contribute to a thriving cultural borough through delivery of high quality, distinctive and inclusive culture and heritage services to meet the Public Service priorities, economic recovery, growth and culture-led regeneration.
· To provide a professional, proactive, customer focussed, information and support for cultural venues including the William Morris Gallery, Vestry House Museum and Archives and Local Studies service, and One Hoe Street
· To maximise income from sales and related commercial opportunities.
· To respond to the Climate Emergency


	Generic Accountabilities
	End Results/ Outcomes

	Communicate effectively with internal and / or external customers/ service users.  Act as point of contact for the service.   Provide information and resolve problems, within scope of role, escalating to line manager as required.
	Resolve non-routine customer/service queries.

Customers are satisfied with the response, or aware that issue has been escalated.

Assess and prioritises telephone and personal callers and responds appropriately.

Relevant, accurate, understandable and timely information is provided.

A positive image of the Council is promoted.

	To work with colleagues and team leaders to identify areas for improvement, ensuring the support offer remains appropriate for all service users. 


	Service users express satisfaction with service provided.

	Organise and maintain records and documents using the appropriate council process / system.

	Received documents, correspondence etc. are recorded, distributed and processed correctly.

Photocopying, faxing, shredding, enveloping, franking etc. are completed to required standards and productivity.

Records /information are well organised and accessible.

Records are kept up-to-date.

Follow-up with internal/external customers to obtain missing/outstanding records.


	Create document, reports, correspondence from the information provided, using standard formats and software


	All materials are produced to the required legislative and or Council standards and timescales.

Recorded information is accurate.

	Database maintenance – access and update relevant databases and generate reports for management information.
	Reports are accurate, complete and meaningful.



	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.



	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.


	All policies and procedures are complied with.



	Job Specific Accountabilities:

	To deliver high quality culture and heritage services to meet the Public Service priorities, economic recovery, growth and culture-led regeneration 


	The service delivers a high quality, distinctive

cultural and heritage offer in Waltham Forest for

maximum benefit of Waltham Forest residents and

business.

More residents from across a diverse range are

engaged with cultural activity in the Borough

contributing to their improved wellbeing.

The cultural programme contributes to Waltham Forest

as a destination.

	Open and secure the site and prepare it for operation, and also close down the site after end of operations, preparing for any activities and events, including out of hours, in line with Museum accreditation standards where relevant

	Assist, when required, with the preparation and dismantling of events and displays. 
An effective and supportive presence is provided during hours of operation, including light cleaning, resetting of event rooms, and the opening and closing of gallery and museum spaces. 
Site is secure at all times and maintenance and security issues are relayed and processed in line with protocols. 
Rooms are prepared for use, for hires and internal events, including arrangements of furniture and light cleaning as required.
Vestry House Museum and the William Morris Gallery retain their museum accreditation standards



	To deliver excellent customer care to all visitors

To invite customer feedback
	All visitors feel welcomed

Feedback is used to ensure continual service improvement

	Resolve enquiries at the first point of contact referring complex queries appropriately, efficiently and effectively.
	Queries are addressed in line with Service Standards.
Enquiries are signposted to other council services where relevant

	Deliver effective front-line archive and local studies library services services; support general operational activities 
	Support users in access to relevant resources in person, via email, on the phone
Prepare the searchroom for public use and check equipment is in good working order

To provide a reprographic service for service users

Escalate complex issues to the Archives Manager

	Work effectively as part of a team. Co-operating and assisting with various departments across the whole of Waltham Forest Council.
	Positive and constructive supervision and support of Garden, Events and Visitor Volunteers as well as occasional work experience students and volunteers.
Flexibility to work as part of a large team, supporting other departments when required.

Liaise with staff across the council to ensure service standards are met.

	Deliver a dynamic sales service for the onsite and online shops, and contribute to its effective operation

Promote and support venue hire

Provide an effective link with the café
Encourage donations
	Income targets are achieved

Effective records are maintained

Ensure the retail area is well stock and presented at all times; minimise loss through theft
Effective site visits are delivered for potential venue hire clients, to maximise venue hire bookings and income.

All sales from both the onsite and online shop are completed professionally and within expected time constraints. 

The service supports and links into the on site café operator to create a seamless customer journey and boost sales

Donations are encouraged

Payment methods, including card and cash, are processed accurately, safely and securely.


	To remain aware of the climate emergency and to adjust delivery accordingly
	Outcomes are delivered with an environmentally sustainable approach.



	

	Nature of Contacts 

Involves supporting and guiding residents, visitors, stakeholders and third parties to ensure a successful service 

Will involve direct contact with members of the public including visitors to our cultural venues, venue hire clients, groups including schools, tourists and contractors.

Dealing with challenging situations where influence may be needed.

Liaise with and/or advise senior members of staff regarding service issues, problems and processes.

Deal with people at all levels confidently, sensitively and diplomatically.

	Procedural Context

Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements.  Works within laid down procedures but needs to deal with day-today problems without always referring to others.   

Decisions will be made based on Council procedures.

This post demands a high level of flexibility, a positive attitude and ability to adapt to changes due to service needs. 
Occasionally the post will be expected to work from other locations than One Hoe Street,  William Morris Gallery and Vestry House Museum.

Reports to: Operations Supervisor


	Key Facts and Figures 

Waltham Forest is a highly diverse outer London borough, the 35th  nationally most deprived out of 326 boroughs.  The Culture and Heritage service sits within the Economic Growth directorate.  It is responsible for running several cultural venues include in the award-winning William Morris Gallery and Vestry House Museum, delivering high quality community led arts and events across the borough, and culture led regeneration.  Key projects include the delivery of Fellowship Sq, as a cultural hub for the borough and the forthcoming reopening of the EMD in partnership with Soho Theatre.

	Resourcing

Budget Responsibilities:  Nil
Supervisory Responsibilities:  

Responsible for supervising volunteers

Supervision of contractors completing work on site

Responsible for card and cash handling, reconciliation and banking

	Knowledge, Skills and Experience
Experience of having worked in a fast paced, customer focused environment. 

Excellent customer service skills

Awareness of, and commitment to, the promotion of equal opportunities and the recognition of diversity 
Experience of working in a commercial sales/retail environment

Excellent knowledge and application of IT systems and software packages.

Relevant legislative and or procedural knowledge for front line operations
Ability to work with minimum supervision, using problem solving skills and initiative to provide a customer focused support service. 

Excellent levels of literacy and numeracy. 

Ability to work flexibly, balancing competing priorities and meeting deadlines whilst understanding the needs, timescales and deadlines of others 

Ability to deal diplomatically and confidentially with a wider range of stakeholders internally and externally

Ability to identify improvements to processes and systems and to share the recommendations with the wider team. 

Able to deal with a broad range of people and resolve issues effectively 
Available to work on regular Saturdays, Sundays and occasional evenings dependent on specific post and its associated working pattern.

	Indicative Qualifications

English and Math Qualification
Relevant NVQ Level 2 or 3 qualification

	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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