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JOB DESCRIPTION

Job purpose

Key accountabilities



Financial impact

Relationships

Skills and knowledge

There may be other skills, knowledge or experience required to fulfil this role that are not detailed here.

Direct Active Fair Accountable Collaborative



Our 15 competencies include the skills and knowledge needed to perform well in a role, but not all of these will be 
applicable. Based on the requirements of the role, please indicate those competencies that are most relevant  
(6 - 8 max) and the level required with A the least complex and E the most complex level.

Refer to the Competency Briefing Note for Line Managers for further information and the Competency Framework  
to determine the competencies and levels to be included.

People management responsibilities

Does this role have people management responsibilities?		       Yes			    No

If yes, then the role-holder is responsible for leading and supporting the people that report to them in a way  
that allows those individuals to perform and develop to their best in their career at TfL.

There may be other skills, knowledge or experience required to fulfil this role that are not detailed here.

Direct Active Fair Accountable Collaborative

Experience

Building capability Communications and influence

Responsiveness Stakeholder management

Customer service orientation Planning and organisation

Strategic thinking Commercial thinking

Problem solving and decision making Safety awareness

Organisational awareness Managing business performance

Change and innovation Team leadership

Results focus

http://source.tfl/pdfs/our_competency_briefing_note_for_line_managers.pdf
http://source.tfl/pdfs/Our_Competencies_Dec2014.pdf


Additional information and/or addendum
This section is only required in exceptional cases, for example if the role requires additional information about Health & Safety,  
or Equality, or Crime and Disorder. Additional may be entered where an addendum is required for generic job descriptions.

There may be other skills, knowledge or experience required to fulfil this role that are not detailed here.
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SAFEGUARDING STATEMENT 
At London Transport Museum, we believe that the welfare of children and vulnerable adults is paramount. We will ensure 
that all children and vulnerable adults who engage with our services are safe and protected. Our commitment to safeguarding 
excellence can been seen through how we train and support all our staff and volunteers, and how any concerns about the  
safety of children and vulnerable adults are managed. 

HEALTH & SAFETY STATEMENT 
All employees have a general duty in law to take reasonable care for the health and safety of themselves and of other persons 
who may be affected by their acts or omissions. All employees must understand and be committed to Transport for London’s 
Health and Safety Policy statement and the Company’s safety priorities and be aware of their contribution to such priorities.  
All employees must also be aware of and comply with all current health and safety legislation and other Company requirements 
that are relevant to their role.

EQUALITY STATEMENT 
Transport for London values the diversity which exists in our city, and our aspiration is to reflect this diversity in our workforce. 
All employees must be aware of and committed to the Equality Policy Statement of Transport for London. All employees  
must also be aware of and comply with other Company requirements associated with Equality and Diversity issues relevant  
to their role.

CRIME & DISORDER STATEMENT 
It is a statutory requirement for all departments within TfL to follow Section 17 of the Crime and Disorder Act 1998. Section 17 
requires authorities to consider the likely affect on crime and disorder and community safety in all that they do, and take action 
to prevent crime and disorder, substance misuse, anti-social behaviour and behaviour that adversely affects the environment. 
TfL has voluntarily been committed to following Section 17 since 2006, but we must all make sure that it is considered in decision 
making, policies and procedures in the same way that equality and health and safety are.

PRIVACY & DATA PROTECTION STATEMENT  
Personal information relating to TfL’s customers, workforce and members of the public, must only be collected, accessed or 
used by employees for legitimate business purposes directly related to the performance of their duties; and in accordance with 
their terms and conditions of employment, TfL’s Privacy and Data Protection Policy, The TfL Code of Conduct and relevant HR 
policies. The misuse of personal information is generally viewed as gross misconduct and may also constitute a criminal offence.

LONDON TRANSPORT MUSEUM GOVERNANCE STATEMENT 
London Transport Museum is a Transport for London (TFL) group company with charitable status (charity number 1123122). The 
Museum is subject to the policies and procedures of TfL (including those relating to the employment of staff) except where the 
Museum’s Trustees have agreed specific local policies.

This role is subject to 			   Disclosure and Barring Service Checks. 

There may be other skills, knowledge or experience required to fulfil this role that are not detailed here.
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	Text Field 21: Customer Services Supervisor
	Text Field 22: Customer Services Managers
	Text Field 23: 1 / 215
	Text Field 24: Responsible to the Customer Services Manager - Gallery and Information for the day to day running of the Museum, on the ground, specifically the ticket desk and shop. The post holder will fulfil the Daily Duty Manager role on a rotational basis.  The roles main aim is to ensure that the galleries are operating as expected with interactives working, the facilities are clean and both sites are a safe environment for visitors. The role will support in delivering the Customer Strategy and ensure that staff are conveying the Customer Promise, “Every Visit matters”.

The post holder will be expected to contribute to the wider departmental deliverables and will make daily operational decisions on the floor to support visitors. With no direct line management responsibility but daily Operational and building responsibility for the team and visitors, the post holder is expected to show strong support and engagement skills.





	Text Field 25: 1. Supervise the daily smooth running of the Customer Service team and building at the Museum. The post holder will conduct “before-opening” check, ensuring that displays, equipment and facilities are safe, clean and functional, with appropriate standards and levels of staff resources available to operate the Museum. The role will lead on morning briefings on a rotational basis, ensuring DM arrangements are in place when the site is open to visitors. The role will also close down and secure the galleries at the end of the day and complete a end of day “DM Report”. The post holder will prepare rosters and arrange staffing and cover to support service delivery.

2. Ensuring that the Museum adheres to all requirements of the Local Licensing Authority, complies with health and safety regulations, and operates within Museum standards and procedures. The post holder will deal with any operational situations which arise and ensure they are effectively managed.

3. The role is there to ensure that the team delivers on the “Every Visit Matters” promise. The post holder’s role is to ensure the teams in the gallery deliver a first-class customer service and are visible to the customer. The role will ensure that all visitors are treated equally aspiring to achieve a 90% Customer Satisfaction score.

4. Deal with problems raised by clients, customers and visitors in an effective, appropriate, prompt, efficient and polite manner. Provide consistent high level of supervisory support to the Customer Services team, ensuring they are continuing to develop and have excellent product & collections knowledge.

5. Act as Duty Cashier, taking responsibility for the daily cashing up procedures, providing refunds, problem solving and issuing of free/complimentary tickets as necessary.

6. The role will work on a five in seven team rota working with the Customer Services Managers.

7. In the absence of the management (mostly weekends) act as designated person in charge in all matters relating to staff, safeguarding customers and stakeholders. 

	Text Field 26: The post holder will support ticket sales and secondary spend circa £2.2million per annum or approximately 400000 visitors per annum to Covent Garden and up to 50000 at Acton generating £TBC revenue. 

The post holder will also act as a Duty Cashier on a rostered basis. They will have responsibility for the entire business income, its correct handling, reporting and banking at both the Museum and Depot.

	Text Field 27: Customer Services Manger – Gallery, Depot and Information– Line Manager 
Head of Customer Services – Head of Department
Operations Support Manager – Delivering hard and soft services for the Museum 
Resource Manager – Volunteer support for the FOH volunteers
Customer Services Supervisors (Income and Retail) - Peer
Customer Services Assistants – Team
MTAs – Support Services


	Text Field 28: Knowledge
Knowledge of Customer Experience 
Understanding of the principles of visitor excellence
A good level of IT/computer skills including a good working knowledge of email, internet, MS Word and Excel
Knowledge of Health & Safety legislation

Skills
People management skills
Good organisational skills and able to deal with multiple priorities and deadlines.
Must have good communication skills, able to communicate clearly and effectively with a range of individuals including colleagues, customers, contractors, external stakeholders and the emergency services.
Able to work under pressure
A high standard of numeracy and literacy, and an excellent command of written and spoken English 
The ability motivate staff as well as lead and work as part of a team is essential


	Text Field 34: There are four Customer Service Supervisors within the team. Whilst these have shared responsibilities in the operational aspects of the role, they require their own areas of responsibility and skills.

Customer Services Supervisor - Information
To provide business support to the Customer Services department, including roster management, operational event planning and provide support 7 training for the Welcome Host volunteers.  Overseeing team at the Information desk, who answers inquiries, meet & greet groups and provide customer information, eg 'what's on today'

Customer Services Supervisor - Gallery
To provide support to the gallery & cloakroom team, ensuring the team are trained in aspects of evacuation, gallery / collection knowledge in order to deliver introductory tours.  Oversee resources, eg leaflets, information sheets. 

Customer Services Supervisor - Ticketing
To provide support to the Ticketing team, ensuring the team are trained in all aspects of the ticket desk, including understanding of the EPOS system.  Monitor ticket desk sales, including Gift Aid conversation, Guide book to ensure that secondary spend is maximised where possible.

Customer Services Supervisor - Retail
To provide support to the Retail team, ensuring that the Shop is providing excellent customer service, as well as supporting the shop manager to enable a seamless service, including stock replenishment & presentation.  Have an understanding of the EPOS systems and support training in this area.
	Combo Box 32: [Basic]
	Check Box 36: Off
	Check Box 37: Yes
	Text Field 35: Experience of working in a commercially focused organisation
A level of experience working in a customer focused environment, working in museums, visitor attractions, hospitality or retail environments.
A level of supervisory experience in leading teams to deliver excellent front line customer service in a high profile, high volume museum or visitor focused environment
Desirable - Knowledge of the alcohol and entertainment licensing and health and safety at work acts.
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