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	Role Title
	Operations Manager

	Job Family
	Culture and Heritage Services, Economic Growth

	Competency Level
	Principal Officer/Manager

	Pay Range / Scale
	PO2 

	Purpose
To develop and deliver specialist support/advice for a defined service area. To ensure relevant legislation, regulations and policies are complied with.

· 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.
· Lead the operational strategy and review resourcing to support all activities 
· To manage the front of house team and volunteers to provide a professional, proactive, customer focussed service and business administrative service for cultural venues
· Lead the team to ensure we continue to deliver a world class visitor experience and ensure culture sites are safe, compliant and welcoming for visitors and events
· To drive sales and income generation, including retail, events and hires and maximise commercial opportunities
· To act as a key holder including out of hours support 

· To respond to the Climate Emergency


	Generic Accountabilities
	End Results/ Outcomes

	Provide advice and make recommendations based on up to date knowledge and analysis / evaluation of information.

Manage escalated or complex customer issues within the relevant area.
	Expert advice, information, interpretation and support are provided on the full range of technical / professional issues within the area of responsibility.

Issues are managed through to a satisfactory conclusion.
Risk to the Council is minimised.

	Contribute to the development of service plans to meet strategic business goals. 
	Strategic and operational input is provided to wider business planning and development.

Customer needs are identified.

Services meet legislative and policy requirements.

	Research developments in relevant area. Collate process and analyse information / data. Translate outputs into advisory reports / documents / actions as appropriate. 
	Relevant information / data are managed efficiently and accurately. 

Accurate and relevant information / reports / documentation are produced.

Trends and issues are identified and prioritised.

Statutory and procedural obligations are fulfilled. 

Management decision making is supported.

	Lead on the development, implementation, maintenance and management of systems, policies, procedures and / or standards within area of responsibility.
	Changes to systems, policies and / or procedures are identified and recommended.

All updates, amendments, developments are tested and approved prior to delivery.

Customers receive prompt, accurate policy / procedural updates.

Service standards are improved.

	Work closely with others to support/Manage the development and delivery of improvements in processes and procedures.  
	Identifies gaps in service provision/highlight policy issues and makes recommendations to resolve the issues.

Agreed improvements are developed, delivered and evaluated.

Issues and recommendations are brought to the attention of senior managers.

Benchmark against best practice authorities and center of excellence.

	Prepare and present a full range of reports (both standard and non-standard) covering area of responsibility.
	Reports are prepared, distributed / presented to the appropriate committee/ to the required standards and timescales.

Evidence based recommendations are made.

	Manage a portfolio of Projects and Reviews.
Lead on specific projects as required.
	Projects are delivered to agreed specification, timescales and budgets.

Change initiatives are successfully integrated and implemented across all impacted service areas.

Value for money is achieved.

Ongoing savings secured.

	Co-operate with and support colleagues.
	Colleagues are supported.

Required information is provided.

	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.

	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.

	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.


	To oversee the opening and

closing of culture venues currently including William Morris Gallery, the Vestry Museum with Archive buildings,

both of which are historic listed

buildings as well as One Hoe Street. Requiring appropriate

standards of care.

To supervise the team to agreed

daily checks, fire and public safety 
To ensure the safety and

protection of gallery assets

including exhibitions and

objects, which have a high

financial value

To be the designated out of hours Keyholder; responding to alarm callouts, liaising with external alarm/security contractors. 


	Culture venues are open to published opening hours and for prearranged hires and events.

The public spaces are safe and well-presented and that visitors, staff and collections are safe and secure.

Alarms, alerts, activations and emergency procedures followed in a safe and timely manner. 

Management of team including operation supervisors in day to day management of safe venue operations, and ensuring operational manuals, checklists, guides, inductions etc are fully in place and adhered to.  
This role is principally based on site at the venues working with the team to deliver the outcomes.
To work proactively with the wider team to manage and operationally open new venues as appropriate.    


	To ensure culture venues are staffed efficiently and effectively; to support front line operations and ensure BoH.keyholder cover when required, in line with museum accreditation standards where relevant.
	Rotas and working patterns are agreed – within budget.  
Culture venues are staffed safely, efficiently, effectively and economically.

Appropriate Visitor Assistant support is provided to the Archives and Local Studies Library Searchroom service.
Out of hours events and activities are staffed safely,
effectively, efficiently and economically, to support the

7-day week operation.  Including working as part of the duty team which includes weekend working. Working pattern will mostly be Tuesday to Friday or Tuesday to Sunday.  

Vestry House Museum and the William Morris Gallery retain their museum accreditation standards



	To maximise income and

oversee the day to day

management of the busy online

and instore retail shops.  
Ensure effective cash handling
and daily banking, and associated financial
management.
Contribute to the ongoing development of the retail offer both online and offline including but not limited to pop up shops.
Responsibility for Operational budgets as assigned including monitoring, ordering, reporting etc  


	The shops at the William Morris Gallery and Vestry

House Museum are well displayed and stocked and income is maximised.

Banking of takings is undertaken in an accurate, secure and timely fashion.

Sales and operations from the online shop are dealt with efficiently and effectively.
Management of the EPOS system, stock control and associated systems.    

Reporting regularly and accurately on sales/income, expenditure, margins etc.

Manage budgets and report as required also including use and approval of purchasing system.  

	Provide an effective day to day link with the café operators, to include upholding of health and safety standards.
Development of café/catering offer.  


	The service supports and links into the on site café operators to create a seamless customer journey and boost sales, and ensure compliance with council and wider compliance including health and safety.  
Ensure a fully rounded cost effective offer is in place including new initiatives, promotions, one off events etc. 


	To promote, plan and facilitate the delivery and operations of

commercial venue hire events,

including weddings, at

William Morris Gallery,
Vestry House Museum and One Hoe Street (and other venues as required) working with internal and external partners.  
To be on site as lead manager as required.
	All events at William Morris Gallery, Vestry

House Museum and One Hoe Street are staffed safely, efficiently, effectively and economically. Income is maximised.

Events are consistently delivered to a very high

standard and all clients receive an excellent level of

service. Clients are satisfied with the service and

facilities provided.

Event spaces are well presented and maintained at all

times.

Health and safety standards are maintained for all

events.


	To deliver excellent customer care to all visitors

To invite customer feedback and act upon feedback.  
Lead on access agenda, implementing awareness, staff training and best practice.  


	All visitors feel welcomed
Customer issues and complaints are resolved effectively and swiftly

Feedback is used to ensure continual service improvement

Ensure access requirements and enhancement, staff training and any accreditations including for example dementia friendly venue status.  



	To lead all day to day operations and be the designated Building / facility Manager for cultural venues including the William Morris Gallery, Vestry House Museum and One Hoe Street. 
Ensure all facilities, Health and Safety requirements and building inspections are undertaken and identified issues resolved.  Be the link with wider council departments on building related issues and concerns.  
Room set up and day to day tasks including emergency repairs.   

Ensure the presentable appearance of exterior and interior areas liaising with wider teams as needed.  


	All users of the public spaces at cultural venues within remit, are safe and secure.

Culture venues within remit are compliant with relevant statutory requirements.

Lead and implement venue wide compliance as in force from time to time e.g. Covid19 response.  

Facilities, maintenance and repairs managed, logged and overseen on all above sites.

Quarterly building checks and annual Premise Health and Safety Checks undertaken and regularly reviewed to ensure managed sites are safe and compliant.

Have knowledge of and actively promote use of, systems including building management system, heating etc 

Building related staff training recorded and whole team monitored to ensure relevant training is received, recorded and updated.

Ensuring room set ups, AV use, basic emergency repairs are conducted.  



	To manage and have oversight the volunteer programme. 
Managing and support the Duty Managers to deliver the volunteer programme for the culture and heritage team.

Ensure systems and reports are up to date and compliant.
	Ensure regular Volunteer recruitment occurs to support the service as required

Ensure legislation and policy related to volunteering is reviewed and any necessary modifications needed are implemented. 

Provide relevant volunteer data.

Manage Better Impact, the volunteering management system, training and supporting staff, supervisors and volunteers in using this system.

Databases are maintained and relevant checks undertaken eg DBS as required and are GDPR compliant


	Management and development of front of house team

	Management of front of house staff (including line management of 2 Operations Supervisors) across culture venues within remit William Morris Gallery, Vestry House Museum, Archives Searchroom and One Hoe Street is undertaken
Appraisals undertaken in a professional and timely fashion in accordance with LBWF policies and procedures
Staffing issues and concerns are dealt with effectively and escalated where appropriate and following LBWF policies and procedures.



	Key member of the Enterprise and Operation teams.  Contributing to team meetings, providing reports and data, advocating internal and external as required.
Working in close collaboration with other teams including cultural engagement team, curators and marketing.   


	Attend and actively contribute to team meeting ensuring all team are aware of operational demands, objectives etc.
Providing regular reports and data to senior manager as required including presenting.  
Contribute to department wide planning including benchmarking with other organisations, seeking out best practice, new trends and initiatives etc  

Have a complete understanding of the collections and exhibitions liaising with internal teams, to ensure a seamless and enjoyable visitor experience and to improve visitor numbers.  
Prepare, manage and report on budgets and financial information.



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

Lead on sustainability and environmental responsibility within the venues.  



	Nature of Contacts 

Typically involves Heads of Service, and Senior Managers across the authority, and external agencies and organisations providing advice regarding 
May involve direct contact with members of the public.

Develop sensitivity, persuasiveness, and negotiation and assertiveness skills to communicate with diverse audiences in emotive circumstances.   Deal with people at all levels confidently, sensitively and diplomatically.

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.

Occasionally the post will be expected to work from other locations

Decisions will be made based on Council and legislative policies and procedures

Report to Head of Cultural Enterprise and Operations.

Responsible for meeting performance standards within a policy framework and

regulatory guidelines.

Evening and weekend working regularly required in line with role.  


	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: 

Responsibility for the building, equipment, handling cash/goods

Cash management and stock control

Contribute to income targets from direct and on-line sales, donations, venue hire and related activities

Efficient staffing levels to minimise salary spend

Supervisory Responsibilities:  

Line manage 2 Operations Supervisors
Team of Visitor assistants 

Responsible for c80 volunteers

Day to day responsibility for valuable museum collections on public display
Visitor numbers



	Knowledge, Skills and Experience 

· Relevant experience within the culture/museum/arts sector, with evidence of appropriate specialist knowledge within operations, front of house, building operations.  
· In depth knowledge of relevant systems, policies, regulations, professional guidelines

and legislation relevant to front of house operations at a cultural/visitor attraction

· Excellent customer service skills, with experience of resolving escalated customer

enquiries in a public facing operation
· Awareness of, and commitment to, the promotion of equal opportunities and the recognition of diversity 
· Experience of driving sales, maximising income generation and commercial opportunities

· Experience of retail sales, EPOS systems, stock and online sales.  

· Experience of managing a cultural building including H&S, facilities, contractors 

· Budget management, planning and reporting.  

· Good communication and interpersonal skills with the ability to engage effectively

with a range of audiences and explain specialist information in a way which a non-specialist can understand.

· Experience of staff and volunteer management, ideally at a multi-site organisation.
· Experience of development, motivation and supervision of staff. Proven ability to monitor their performance and if necessary, take corrective action.

· Ability to develop, manage and apply systems and procedures.  

· Relevant experience managing the planning and operational delivery of events.

· Proven ability to build relationships and engage successfully with wide stakeholder

community.

· Awareness of, and commitment to, the promotion of equal opportunities and the recognition of diversity

· Good planning and organisational skills, with proven ability to prioritise and coordinate

workloads, monitor and evaluate work, to ensure deadlines are achieved.

· Proven initiative and judgement to identify and resolve problems.
· Good ICT skills - including use of Microsoft applications and specialist systems.



	Indicative Qualifications

Degree or equivalent or vocational qualification in relevant subject or area

Evidence of Continuous Professional Development

Health and Safety training, First Aid 



	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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