
 
 

Job details 

Job Title:     Visitor Services Supervisor 

Reports to:     Visitor Services Manager  

Responsible for:   Gallery Assistants when on duty 

Contract: Annualised hours contract (averaging 40 hours per week), worked 

flexibly to meet the Gallery’s operational needs including at 

weekends and some evenings 

Job Purpose: 
 
Visitor Services Supervisors act as team leader in a team of Gallery Assistants to deliver a first class 
visitor experience at the Gallery as well as providing security to and protection of the building and its 
collection. They will have visitor care and high standards of customer service at the forefront of 
everything they deliver. Their duties will be shared with other Supervisors who all report to the 
Visitor Services Manager.  
 
The Gallery operates an annualised hours system whereby the post holder may, on occasion, be 
expected to work up to 6 out of 7 days Monday to Sunday on a flexible rota, including early 
mornings, late evenings, bank holidays and weekends. Due to the operational nature of the role 
there may be restrictions on the periods during which leave can be taken. He/she will be expected to 
work a share of the Gallery’s weekend Duty Manager and Event Manager shifts, alternating with the 
Visitor Services Manager and other Supervisors, and to provide administrative support to the Visitor 
Services Manager. On working days when supervision is being provided by one of the other 
members of the team they will fill the position of Gallery Assistant. 
 
Job Responsibilities 
 

 Assist the Visitor Services Manager in delivering a welcoming, presentable and consistent 
standard of visitor service through the supervision of the Gallery Assistants.  

 Promote the protection of the building, artworks, staff and visitors by ensuring that the 
Gallery Assistants remain alert and vigilant in their invigilating duties. 
 

Management 
 

 Support the Visitor Services Manager in the daily management of the Gallery Assistants, 
ensuring that they remain vigilant and supervising the scheduling of their breaks.  

 Be prepared to deputise for the Visitor Services Manager on duty days. 

 Assist the Visitor Services Manager in creating a daily roster for Gallery Assistant staffing  

 Provide Gallery Assistant training and guidance in use of the tills, visitor service, gift aiding 
and invigilation.   



 Assist the Visitor Services Manager in providing suitable training and inductions to Gallery 
Assistants who are joining the Gallery. 

 
Visitor Service 
 

 Proactively welcome, orientate and support visitors in the galleries and deliver a high 

standard of visitor care 

 Enhance the visitor experience by demonstrating knowledge of the permanent collection, 

current and planned exhibitions, shop stock, café information and the local area in a 

friendly, genuine and helpful manner.   

 Direct the Gallery Assistants in helping visitors with special needs, for example, physically 
disabled, visually impaired, hard of hearing and those with learning disabilities. 

 
Security 
 

 Safeguard the Gallery building, its exhibitions, collections, staff and visitors according to 
Gallery policy.  

 Interpret and enforce the Gallery’s codes of conduct and rules in a sensible and sensitive 
manner. 

 
Information and Systems 
 

 Ensure that the Gallery Assistants are competent and confident in using the Gallery till 
software and ticketing system. 

 To promote and incentivise Gallery Assistants to ‘gift aid’ admissions tickets and up-sell 
audio guides 

 
Emergency Procedures 
 

 Site emergencies: on duty days to implement the Gallery’s emergency response plan. 

 Maintain a comprehensive knowledge of the Gallery’s emergency and evacuation 
procedures and be able to manage and coordinate an evacuation of the premises.  

 Maintenance emergencies: on duty days respond to maintenance emergencies on site e.g. 
flooding of plant room by taking necessary remedial action and/or calling out relevant 
contractors. 

 Work closely with the Visitor Services Manager and Head of Operations to ensure that the 
Front of House team are trained in and confident of their roles within the disaster and 
evacuation plan.  

 
Health and Safety 
 

 Work closely with the Visitor Services Manager and Head of Operations to create a safe 
working environment within the Gallery including identifying and mitigating risks. 

 Maintain a good understanding of and comply with the Gallery’s Health and Safety policy 
and other relevant policies. 

 Ensure accidents and incidents are logged and reported correctly. 
 
Finance 
 

 Oversee daily till and cash procedures, ensuring that counting of floats and cashing up is 
conducted accurately and correctly and in line with the requirements of the Finance 
Department. 

 
 



Person specification 
 
Essential competencies 
 

 Experience of working as a supervisor/team leader in a visitor-facing environment, 
preferably an arts organisation or cultural venue 

 Able to build relationships and communicate with a wide variety of people 

 Experience of ticketing/box office systems, ideally Tessitura 

 Effective time management skills and ability to stay calm under pressure. 

 Ability to use standard IT packages, particularly Microsoft Office 
 

Desirable competencies 
 

 First aid qualification or willing to undertake appropriate training 

 Experience of working in a historic building or heritage site 

 An interest in art and culture, preferably with knowledge of Old Master paintings 
 
Terms and conditions 

Annualised hours of work are 2080, averaging 40 hours per week. Some weekend and evening work 

is required.  

Salary £21,320 (based on a 40 hour week contract)  

25 days annual leave, plus statutory holidays and 2 additional discretionary days. 

The Gallery auto enrolls employees into a pension scheme in accordance with Part 1 of the Pensions 

Act 2008 

Please note this role will require you to obtain a satisfactory clearance from the Disclosure and 

Barring Service formally known as the Criminal Records Bureau (CRB) Disclosure 

Application process 

To apply, please send a CV and cover letter to recruitment@dulwichpicturegallery.org.uk  

The closing date for applications is 12pm Wednesday 12 July 

 


