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Visitor Operations and Customer Service Staff
Arbroath Abbey / Edzell Castle
Closing Date: 5 May 2021, midday
[image: image1.png](Applications received after this date will be considered for any remaining or new seasonal positions)
Interview date:  TBC
Thank you for your interest in the post of Visitor Operations and Customer Service Staff with Historic Environment Scotland, based at Arbroath Abbey and Edzell Castle.  This is a fixed-term  and pensionable appointment.   

About us

We are the lead body for Scotland’s historic environment; a charity dedicated to the advancement of heritage, culture, education, and environmental protection. We are at the forefront of researching and understanding the historic environment and addressing the impact of climate change on its future. We investigate and record architectural and archaeological sites and landscapes across Scotland and care for more than 300 properties of national importance. We have a People Strategy, which is an overarching strategy to ensure we support and develop staff within the organisation.

Our Vision 

Our vision is that Scotland’s historic environment is cherished, understood, shared, and enjoyed with pride by everyone. 

Our Priorities

· The historic environment makes a real difference to people’s lives 

· The historic environment is looked after, protected, and managed for the generations to come. 

· The historic environment makes a broader contribution to the economy of Scotland and it’s people 

· The historic environment inspires a creative and vibrant Scotland 

· The historic environment is cared for and championed by a high performing organisation.

Overview of the post and information about the team
This is an exciting time to be working at HES. We are welcoming an ever-increasing number of visitors to our monuments, and you will play a key role in ensuring that every visitor has an enjoyable and informative visit. 
As well as being able to demonstrate excellent customer service skills, you should be confident passing on your knowledge about and the history of the site to diverse groups of people and be comfortable using the till system for the processing retail and admissions sales. No two days are the same, and we are looking for someone who will enjoy both the challenges and rewards of working at this historically important and inspiring monument.

Key responsibilities, duties, and objectives
Customer Service

· Processing of retail and admissions transactions through the till system

· To ensure a high standard of presentation throughout the site

· Support team in achievement of quality assurance KPIs

· Actively support HS seminars, events, functions, and promotions.

· Promotion of retail products e.g. promote to customers how the HES site Souvenir Guide book could enhance their visit. 

· Converse with visitors to promote what they can experience at other HES sites that may be of interest to them. 

· Strive to provide the warmest welcome to our visitors and engage proactively with customer service.

Teamwork 

· To proactively communicate with colleagues to ensure good performance, standards, and consistency of the team.

· Work as part of a team to ensure that the Customer Service Industry Standards and Quality Services Awards are maintained and participate in local action plan delivery.

Commercial Awareness 

· Team participation to achieve agreed commercial performance targets for the monument.

· Maximise commercial opportunities and capitalising on income generating opportunities.

· Assist Monument Manager to ensure accurate stock management and assist with stock ordering and deliveries as required.

Health and Safety & Compliance 

· To ensure the security of the site, buildings, and contents.

· Monitor and comply with all H&S procedures/guidance relevant to the site. 

· To follow correct procedures to ensure safe operation of all equipment.

· Ensure that the health and safety of staff, visitors and contractors is always paramount.
As well as being able to demonstrate excellent customer service skills, you should be confident passing on your knowledge about and the history of the site to diverse groups of people and be comfortable using the till system for the processing retail and admissions sales. No two days are the same, and we are looking for someone who will enjoy both the challenges and rewards of working at this historically important and inspiring monument.  
How to apply for this post

You can apply on-line by visiting our website at https://applications.historicenvironment.scot/intranet/. 

Guidance on completing the application can be found in the ‘Guidance notes for applicants’ document, also available at the above website, which we recommend that you read, in conjunction with this Job Description.

Your application must arrive by the advertised closing date. Please note that when applying online, we will only be able to see your application once you fully submit it. 

If you are unable to complete an online application form, please email recruit@hes.scot, quoting the job title and recruitment reference, and we will arrange for an application form to be sent to you.
Please note that, as we operate an electronic recruitment system, we will contact you via the email address that you provide in your application to inform you of the outcome of your application.
For further information about the post, please contact Anne-Marie O’Reilly, Acting District Visitor Operations Manager, anne-marie.o'reilly@hes.scot.  
Applications are especially welcome from those who have Gaelic language skills.  

Thank you. 

Human Resources

Historic Environment Scotland
Recruitment Reference:


HES/21/030





Starting Salary: 


£19,000 per annum pro rata





Pay Band: 


A





Directorate:


Commercial and Tourism





Location:


Arbroath Abbey / Edzell Castle








Working Hours:


31.36hrs per week – June to September





13.48hrs per week – October to March





Duration: 


Fixed-Term Appointment





Work Pattern: 


June to September – summer


October to March – winter





Variable working days and shifts, including weekend working





Location & Public Transport Access: 


Arbroath Abbey:  In Arbroath town centre on the A92.  Supporting sites in Angus, Perthshire, and Fife.





Edzell Castle: At Edzell 6m north of Brechin on the B966
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