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	Job Title 
	Casual Customer Assistant

	
	Department
	Luton Cultural Services Trust

	
	Section
	Operations

	
	Grade
	L1b

	
	Reports to
	Duty Manager / Facilities Coordinator

	
	Staffing Responsibility
	Yes/No

	
	Organisation
	Attached


	JOB PURPOSE: 

To provide casual support work in The Culture Trust venues providing assistance to customers by undertaking a range of duties, ensuring a high quality of customer service and contributing to the continuous improvement of the Trust.




ORGANISATION CHART:

[image: image2]
	PRINCIPAL RESPONSIBILITIES:
	%


	1
	Meet and greet visitors in a friendly and courteous manner and respond to general enquiries from visitors or by telephone, providing information and assisting them where possible with forms, documents, IT usage, reader registration, interactive exhibits, retail sales etc, or by referring to other staff members directly or by message.  Where appropriate, work within the retail or cafe areas selling a wide range of merchandise and refreshments to customers.  Use the box office system to sell tickets for activities and events to customers. 

	50


	2
	Use manual and computerised systems to accurately record information as required at each venue, taking into account data protection legislation, in order to maintain accurate records. Carry out general clerical duties as requested.


	5

	3
	Undertake financial procedures including using the till to process payments for goods, bookings, fines etc, issuing receipts where necessary and being responsible for the security of cash during shift.  Count and balance cash and complete cashing up and banking procedures.


	15



	4
	Prepare and maintain buildings for visitors on a daily basis, including supervising the public areas, restocking vending machines, cleaning café tables, patrolling and inspecting all areas to ensure they are clean, tidy and safe.  Reporting any major faults, disturbances or concerns to the Manager on duty.


	10



	5
	Undertake general maintenance duties as instructed, in line with procedural guidelines.   


	5

	6
	Accompany and assist the Manager on duty in unlocking/locking up procedures at the beginning and end of shift.


	5

	7
	Assist in the preparation for group, corporate and private bookings and other events as instructed.  Assist with the room layout arrangements – including setting out furniture, control of traffic and car parks and catering supplies.


	10


DIMENSIONS:
Supervisory Management:


None
Financial Resources & Responsibilities: 
Balancing income
Physical Resources: 
To assist with the setting out or putting away of equipment, stack and move chairs and tables (both trestle and stacking tables), lifting of objects and display related material in museums.  Aids available include; chair, table and mat trolleys and sack barrows.

This could also involve climbing ladders and carrying out general maintenance, providing the correct training has been undertaken.  

Other:


Cleaning and maintenance of equipment. Any other duties 
required by the Duty Manager. 
Trust Objective: 

Our vision is to be an award winning cultural Trust providing exemplary public engagement with arts and culture. 
Context: 

The Culture Trust, Luton is a charity Established in 2008, the Culture Trust, Luton is a vibrant and progressive independent charity and our mission is ‘to connect communities through culture’. We do this through our accredited museums, theatres, galleries, creative workspaces and Arts Centre in Luton. Pre-Covid we attracted over 285,000 visits per annum. We animate six sites: The Hat Factory Arts Centre, Hat Works Creative workspace, Hat House creative workspace, Storefront Gallery, Wardown House Museum & Gallery and Stockwood Gardens & Museum. We present multi-cultural and year-round programme of events, exhibitions, workshops and performances. We support creative talent and skills by providing opportunities, platforms and cultural career progression for young people. We care for a collection of over 2 million artefacts, 1.5 million photographs and maps and hold the most extensive and complete hat and headwear collection in the UK. We co-produce activity with our community, Museum Makers volunteers and team of cultural experts
The nature of this role will require some flexibility in the working arrangements. It is envisaged that there will be occasions when the job holder will be required to cover short term absences of staff within all The Culture Trust Venues. 

The post holder will participate in the delivery of effective customer-focused museum and arts operations in line with statutory legislation and Trust policies and procedures, including equal opportunities, customer care, health and safety regulations and disability discrimination policies.

Employees will be required to work at various Trust venues across Luton to provide cover to ensure that a quality service is maintained.

Post holders will be under no obligation to accept any of the work offered by the Trust, and the Trust is not required to provide post holders with any work.  Any work offered will be purely on an ad-hoc basis and will not count as employment for the purpose of continuous service with the Trust.  Any work offered by the Trust will not mean that any work will be offered or have to be accepted in future. 

WORKING ENVIRONMENT:

It will be necessary to supervise public areas of the building, which may result in having to deal with confrontational situations i.e. nuisance youth or dissatisfied members of the public.

OTHER REQUIREMENTS:

Due to the nature of the post, the post holder will be required to work out of normal hours,

including bank holidays, evenings and weekends.


Person Specification

This acts as selection criteria and gives an outline of the types of person and the characteristics required to do the job.



Essential (E):  without which candidate would be rejected

Desirable (D): useful for choosing between two good candidates
	Please make sure, when completing your application form, you give clear  examples 

of how you meet the essential and desirable criteria.

	Attributes
	Essential
	How Measured
	Desirable
	How Measured

	Experience


	Some experience of dealing in person with a wide range of people in a customer-orientated service.
	1, 2


	Experience of working with a wide range of people including minority ethnic and disadvantaged

groups, and people of all ages.


	1, 2



	
	Some experience of general clerical duties, including answering the telephone, keeping manual and computerised records, photocopying, faxing etc.


	1, 2
	
	

	Skills/Abilities
	Able to work as part of a team


	1, 2


	Able to create retail displays.


	1, 2

	
	Able to add, subtract, multiply and divide and to balance cash income.


	1, 2, 3
	
	

	
	Able to use own initiative within established procedures and guidelines.


	1, 2
	
	

	
	Able to deal with a wide range of people politely and tactfully in a helpful and courteous manner.


	1, 2
	
	

	
	Basic Computer skills, including Microsoft office or similar packages.


	1, 2
	
	

	
	Able to converse with ease with members of the public and provide effective help or advice in accurate and fluent spoken English.


	1, 2
	
	

	Equality Issues


	Able to identify some types of discrimination that commonly exist.


	1, 2
	
	

	
	Able to identify the effects of discrimination on service delivery.


	1, 2
	
	

	Education
	
	
	NVQ Level 1 in Customer Services or equivalent experience.
	1, 2, 4

	Other Requirements
	With the use of appropriate aids, must be able to lift and move equipment/furnishings e.g. mats, books, table and chairs etc.


	1, 2, 3
	
	

	
	Able to work across Trust sites when necessary to support other teams in order to meet the business requirements of the organisation


	1, 2
	
	

	
	Able to work unsocial hours as required, including bank holidays, evenings and weekends including late night events.
	1, 2
	
	


(1 = Application Form    2 = Interview    3 = Test    4 = Proof of Qualification    5 = Practical Exercise)

We will consider any reasonable adjustments under the terms of the Equality Act (2010) to enable an applicant with a disability (as defined under the Act) to meet the requirements of the post. 

The post holder will ensure that The Culture Trust’s policies are reflected in all aspects of his/her work, in particular those relating to:

(i)  
Equal Opportunities

(ii) 
Health and Safety

(iii) 
Data Protection Act (2018) & General Data Protection Regulation (2018)
Facilities Coordinator or Casual Duty Officer/Duty Manager on Duty in Museums, creative spaces or Arts Venue


 





Casual Customer Services Assistant
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