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	Job Description
	October 2021


	Role:
Visitor Services Supervisor
	Region/Department:
Edinburgh & East

	Reports to:
Visitor Services Manager
	Pay Band/Starting Salary:
Grade 3 Lower - £22,752

	Location:  

 The Georgian House (Edinburgh)
	Type of Contract:
Permanent, Full Time (40 hours)

	Terms and conditions

The post will include evening and weekend workings as required.


PURPOSE OF THE ROLE:
To provide operational coordination and supervision of retail, visitor services, functions and events, in line with the Trust’s policies, priorities, performance standards and targets to contribute to the enjoyment of the property by visitors, guests and members, and help ensure commercial, financial, and conservation objectives are achieved.  The Visitor Services Supervisor will also provide administrative support in the running of the property and share Duty manager shifts.
The Visitor Services Supervisor at a Trust property plays a pivotal role ensuring that the management objectives are achieved through excellent customer service and, with delegated responsibility for duty management is very often the “face” of the Trust to visitors, guests and suppliers.  As such, s/he directly influences public perceptions of the Trust and is crucial to developing and maintaining the property’s local/national reputation.  
KEY RESPONSIBILITIES:
Planning and operational delivery:
· Translate delegated objectives from the property’s Annual Operating Plan into specific, measurable, timely actions.
· Assume responsibility for the day-to-day running (duty management) of the Property.  This will include regular weekend working on a rota basis. Duty management involves the management of staff, volunteers, guests and visitors to the required standards.
· As required, assume responsibility for the security of the property, including the checking/locking of windows/doors and operation of the security alarm system and the daily opening up and locking up procedures.  

· Liaise closely with the Visitor Services Manager and Visitor Services Staff (and any other departments within the Trust) to cooperatively manage the property as a whole and participate in Property Management Team meetings.
· Assist in ensuring that the property is open to the public in accordance with the published times.
· Assume responsibility along with the Visitor Services Manager, to meet and ideally beat, all targets set for retail, membership and visitor numbers and actively manage the staff and volunteers in the property to achieve this.

· As required, provide cover at Reception/Shop/House/Housekeeping and assist with guided tours of the House.
· Uphold the policies and procedures of the Trust and the property and ensure all visitor services staff do the same, performance managing as necessary.
· Proactively suggest ways to enhance visitor enjoyment of the property and income streams.
· In conjunction with the Visitor Services Manager supervise, and personally participate in the staffing of corporate/private-hire functions. Please note this includes weekend and evening working.
· In conjunction with the Visitor Services Manager expand, promote and supervise the events and arts/exhibitions programme. Please note this includes weekend and evening working.
Visitor Experience and Service to Members:
· Actively support the Trust’s Exceeding Visitor Expectations training to ensure the highest level of internal and external customer care to meet Mystery Visit and Visit Scotland Grading criteria, and to always deliver a five star visitor experience
· Ensure that a customer service culture is maintained, where acknowledgement and customer service is the first priority of the property team

· Integrate sales & service training so that proactive selling becomes an integral part of the operation

· Share in the common responsibility to actively promote the work of the Trust and the value of Trust membership to existing and potential members.
· Recruit new members to achieve membership target and motivate and mentor other team members to achieve their targets.

People management
· Direct supervision of the volunteers and visitor services assistants.
· Support the Operations Manager and Visitor Services Manager with the recruitment, induction, development, and management of all visitor services staff and volunteers such that they understand and are equipped to fulfill their roles to the standards required and that they feel valued, respected and supported.
· Supervise services provided by third parties (e.g. suppliers, contractors) such that they adhere to Trust policy and standards and ensure the safety of staff, volunteers, visitors and others.
· Assume responsibility, alongside the Visitor Services Manager, to ensure that volunteer shifts (especially for guides and retail) are filled each day  
Direct management of heritage:
· Ensure that events and functions at the property are coordinated with the Visitor Services Manager, the Visitor Services Supervisor (Collections and Conservation) and the Visitor Services Assistant (Collections Care) and are consistent with the Trust’s policies and procedures for collections conservation and management, and ensure that buildings repairs and maintenance are carried out on the advice of NTS specialists (e.g. Conservator, Curator, and Building Surveyor).
Business Management & Administration:
· Support the Manager’s financial/commercial initiatives.

· Ensure that the administration of visitor services activities at the property is carried out to Trust procedures, including: all relevant reporting relating to staff, visitors, health and safety and finances; and general correspondence/record-keeping etc.  N.B. This will include cash-handling and banking activities.

· Manage the financial recording of income & expenditure on a daily basis, producing reports as necessary and feeding into the overall property financial systems.

· Assume responsibility, along with the Visitor Services Manager, to carry out fire alarm tests, collate and report monthly meter readings and any other Health and safety requirements.

· Assume responsibility, alongside the Operations manager and Visitor Services Manager to actively grow social media and expand the property’s reach, ensuring posts are made on a daily basis and actively working on campaigns. 
· Assume responsibility, alongside the Operations Manager and Visitor Services Manager to maintain high standards of appearance throughout the property, but especially outside, in reception and the shop and ensuring that all areas are well stocked with the appropriate products and literature. 

· Support the VSM with retail duties as and when required.

· In liaison with Visitor Services Manager, assume responsibility for the timely ordering of appropriate stationary, housekeeping and products for the property.
· Assist the Visitor Services Manager with the ordering of appropriate retail products for the shop where necessary. 

· Assist with the general administration of the property including: reports as requested, attendance at meetings and training courses, correspondence, telephone and email responses, filing, raising and goods matching orders and invoices etc. as required by the Visitor Services Manager.
· Assume responsibility for accurate cash reconciliation, day-end and week-end reports and reconciliation, and completion of the banking processes.
· Assume responsibility for the accurate daily and weekly reporting of figures on the WRD and EPOS systems.
Health, Safety & Environmental (HS&E) Management:
· As required, take an active role in the enactment of the property’s Emergency Procedures.  To follow and update when required the property Safe Systems of Work processes and documentation.  Assist with procedures such as evacuation and alarm and emergency lighting testing as required by the Operations Manager and Visitor Services Manager.
· Demonstrate responsibility and accountability that property management and visitor services practices are in line with the Trust’s “Environmental Policy” and mindful of the Trust’s obligations to minimise the impact on the environment, through e.g. efficient use of water/heat/light, recycling and the disposal of waste, considered use of transport.

	The current duties of this job do require a criminal records (Disclosure Scotland) check to be carried out, namely a Disclosure check because you will be Cash Handling and Banking. Employment may only commence once a satisfactory check has been completed.


	

	
	


SCOPE OF THE ROLE:
Technical Knowledge & Qualifications
People Management
· Supervision and organisation of visitor services staff and volunteers

· Welcoming and provision of facilities for around 37,000 visitors and guests for functions and events.
· Working closely with specialist Trust staff (especially: commercial, conservation, holidays, learning, marketing, health & safety, human resources) based at local and central support bases to ensure Trust policies and standards are implemented.
Financial Management 

Not a budget holder but will be required to use Trust financial systems for the purpose of raising POs, input and check memberships, ordering and goods receiving shop stock. 
QUALIFICATIONS, SKILLS, EXPERIENCE & KNOWLEDGE

The above outlines the key skills and duties the jobholder will need to possess and exercise. In addition, either knowledge of or experience in the following is required:

Essential:
· Significant previous experience of working in an operations role in the visitor/heritage attraction industry – including supervision of staff and volunteers and/or responsibility for specific activities.
· Strong personal belief in the value of excellent customer care with the ability to translate this into actions.
· Excellent team-worker with the ability to work constructively between different teams, and lead/motivate others.
· Excellent organisational, administrative and time-management skills with the ability to prioritise and re-prioritise workload to meet changing demands.
· Excellent interpersonal and communication skills combined with confidence in dealing with a wide range of internal and external customers.
· Proven sales skills with the ability to achieve targets.
· A strong eye-for-detail translating into creating and maintaining a high quality welcome and visitor/retail experience and to increasing sales.

· The ability to think and act quickly when confronted with emergencies.
· A high level of knowledge of Microsoft Office products.
Desirable:

· A Post graduate degree in Hospitality, Tourism or Heritage Management.
· A genuine understanding of and belief in, the work of the National Trust for Scotland.
· Experience of using social media to grow a business.
· Willingness to train as a First Aider

The Key Responsibilities, Scope of Job, and Required Skills, Experience & Knowledge reflect the requirements of the job at the time of issue.  The Trust reserves the right to amend these with appropriate consultation and/or request the post-holder to undertake any activities that it believes to be reasonable within the broad scope of the job or his/her general abilities.
Applications

Interested applicants should forward a completed application form to the People Services Department (Applications), The National Trust for Scotland, Hermiston Quay, 5 Cultins Road Edinburgh EH11 4DF, by mail or by email via workforus@nts.org.uk, by first post (i.e. 10.00am) on Friday 22nd October.
