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HLF Visitor Services Traineeship

Background

For over a century the Whitechapel Gallery has premiered world-class artists from modern masters such as Pablo Picasso, Jackson Pollock, Mark Rothko and Frida Kahlo to contemporaries such as Sophie Calle, Lucien Freud, Gilbert & George and Mark Wallinger.

With beautiful galleries, exhibitions, artist commissions, collection displays, historic archives, education resources, inspiring art courses, dining room and bookshop, the newly expanded Gallery is open all year round, so there is always something free to see.

The Gallery is a touchstone for contemporary art internationally, plays a central role in London’s cultural landscape and is pivotal to the continued growth of the world’s most vibrant contemporary art quarter.
Role

Heritage is a major part of the Gallery’s structure, programming and history and is incorporated into each departments daily activities, such as project specific areas such as those identified by Development, Education and Exhibitions and more general areas that relate to the sector overall. These are identified as conservation and sustainability within the Operations team, marketing of the organisation’s heritage as part of the Communications department and access awareness through Visitor Services
The Trainee will gain valuable departmental skills identified in this Job Description combined with workshops and training, as a cohort, for specialist heritage skills.  This training will complement the work of the department and allow each trainee to gain an insight into how heritage and conservation is relevant across the Gallery by undertaking training in project management, research into local history, collection conservation, digital technology, customer care and communications
The Visitor Services trainee will be on the forefront of engagement with the public and will develop an understanding of customer care and accessibility as well as security and conservation within a Gallery. Actual heritage focused projects will be agreed between trainee and line manager during the induction process, but might include the opportunity to research, develop and hold public tours
Visitor Services Department

The Visitor Services department consists of: Head of Visitor Services; Visitor Services Supervisor; Senior Visitor Services & Sales Officer; Visitor Services Officer; Senior Visitor Services Assistant; 2 Visitor Services Assistants and number of Gallery Assistants and Duty Managers
Accountability

The HLF Visitor Services Traineeship is jointly line managed by the Visitor Operations Manager and the Visitor Services Supervisor.
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Duties and Responsibilities:

Visitor Services

· Welcoming all visitors, individuals and groups, to the Whitechapel Gallery
· Dealing with enquiries and giving information about all aspects of the Whitechapel Gallery, including current and forthcoming exhibitions, public and education events and activities, the building and facilities including the bookshop, café and restaurant, development and fundraising schemes and the gallery’s history and mission

· Providing excellent customer care following existing guidelines and policies. Developing knowledge and awareness of particular access requirements and pro-actively providing the highest possible standard of service for each visitor

· Being well informed and able to answer enquiries about other arts venues and activities as well as the area’s cultural history and general travel/tourist information

· Taking ticket bookings and capturing data, using a computerised system, by telephone, e-mail and in person

· Completing the daily cashing up and dealing with any discrepancies in the first instance

· Promoting the membership scheme and other sponsorship opportunities

· Servicing the cloakroom

Front of House and Reception

· Operating an effective reception service, acting as liaison point between Whitechapel Gallery staff and their visitors and managing the telephone switchboard and computerised calendar

· Monitoring pick - up and delivery of small parcels and documents by couriers and promptly inform relevant departments of all deliveries
· Ensuring the foyer and front desk space is clean and tidy and information material is readily available and attractively displayed

Invigilation

· Invigilating all Gallery spaces, ensuring that the security and conservation of the art works are not compromised. Providing excellent and pro-active customer service based on existing guidelines.

· Having knowledge of health and safety, access and disability awareness and a thorough understanding of evacuation procedures (training provided)

· Informing the Duty Manager immediately in the event of damage to building or artwork, Health and Safety and security matters or any other emergencies that may occur.

· Undertaking training and attending meetings as appropriate and providing feedback and comments to maintain excellent standards and assist with the continuous improvement of services.

· Helping with basic set up of events, private views and gallery hires.

· Assisting with the opening and closing of the Gallery and off-site exhibition spaces.

· Assisting with the opening and closing of the Gallery and off-site exhibition spaces.

· Gallery Assistants are required to wear smart black clothes while invigilating

Optional

· Assisting with the research, development and delivery of introductionary public talks and tours on the Whitechapel Gallery’s history, architecture and programme
Other

· Any other duties that may be reasonably requested by the Visitor Services Supervisor or Visitor Operations Manager

· Adhere to an agreed dress code (smart attire, no jeans, no trainers, please wear your badge, please wear smart black clothes when invigilating galleries). 

· Support and uphold the Whitechapel Gallery’s Health and Safety policy

Person Specification
Essential Criteria

· Ability to work in a team

· Some experience of working in a customer facing environment
· Ability to organise practical and administrative work

· Attention to detail and high aesthetic standards

· Ability to communicate clearly and concisely in an appropriate manner and a high level of diplomacy
· IT skills including Word, Excel, the use of internet and databases; and the ability to adapt easily to bespoke computer software required for operations and maintenance
· Ability to understand risk assessments and basic health & safety as it applies to building and art conservation
· Interest in and some knowledge of art and culture
Other details

· Traineeship Coordinator: Administration Manager
· Supervisor: Visitor Operations Manager / Visitor Services Supervisor
· Hours: 10:30am-6:30pm, with regular breaks, working 5 out of 7 days, including regular weekend work.
· Duration: 12 months

· Salary: £13,000
· Benefits (subject to availability):  Discount at the Whitechapel Café/Bar, discount at the Gallery bookshop and a card which offers free entry to a number of London museums and galleries
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