INSTITUTE OF CONTEMPORARY ARTS (ICA)

JOB DESCRIPTION
Job Title: Public Advisor
Reporting to: Operations and Visitor Services Managers, Senior Operations and

Visitor Services Manager

Contract: Flexible 72 hours / 12 weeks

Location: Onsite, ICA SW1Y 5AH

Salary: London Living Wage (£14.80 per hour)

Contract: Flexible 72 hours / 12 weeks

Closing date for applications: 5pm Thursday 9% July

Other info: Interviews will be held in the first week of August
ROLE OVERVIEW

The Public Advisors at the ICA will work across the ICA's Front of House services and Private Hires events and
will be multi-skilled, working across the ICA Bookstore, Box Office, Membership, Exhibitions, Film, Talks, Live
and Learning programmes, alongside Corporate and Private Hires.

Your responsibilities will include providing excellent customer service, keeping up to date with the current and
future ICA programme, promoting and encouraging sales through our various commercial strands, and being
proactive to the needs of our visitors, guests and clients. You will also be responsible for maintaining a
welcoming, well-presented and safe environment throughout all Front of House and event spaces.

Your role will include a wide range of responsibilities that may vary depending on the day or the shift you are
working. You will be required to work evenings and weekends depending on your shift.

KEY TASKS AND RESPONSIBILITIES

Bookstore, Box Office and Membership

e Follow the ICA's Box Office and Bookstore protocols, policies and presentation standards.

e Maintain a welcoming environment and helpful attitude towards all visitors and callers.

¢ Sell memberships, tickets, books, magazines and merchandise to visitors in person, by telephone and
by email, ensuring that excellent customer service is provided.

e Problem-solve visitor questions.

e Reconciling tills at the end of each shift and informing a senior staff member of any discrepancies
which cannot be rectified.

e Actively seek sales opportunities and provide visitors with information about the ICA's range of
products, services and membership.

Visitor Care and Information Sharing

e Responsible for providing excellent visitor services throughout all spaces in the venue by ensuring a
clean, tidy and welcoming environment.

e Greet and respond to visitors across the ICA's programme spaces, including invigilating galleries,
ushering in the cinema and assisting at talks, events and learning activities, ensuring visitors can access
and enjoy the full ICA programme in a safe, friendly and welcoming environment.

e Answer enquiries and provide accurate and up-to-date information about the ICA's current
programme, history and heritage, Bookstore, Membership, Editions and commercial offer, including
Private Hires.



To be fully familiar with the current programme and equipped on a shift-by-shift basis with any
additional information, including programme changes and special offers, by regularly checking emails
and attending operational updates.

Sell and check memberships and tickets for the ICA, ensuring visitors understand the purpose behind
our membership offer and admissions model.

Plan and deliver exhibition tours.

Provide additional support as needed for visitors with special access requirements.

Attend regular programme briefings and training sessions to improve knowledge and customer service
skills.

Assist with guestlists, visitor counting and data collection where required.

Maintain records of and provide information about lost property.

Provide additional support as needed for various ICA departments.

Private Hires

Follow the ICA Private Hires team's protocols, policies and high presentation standards.

Maintain a welcoming environment and helpful attitude towards all guests and clients.

Carry out reception duties for private events, including greeting guests, overseeing guestlists, managing
queries and maintaining a high level of customer service and professionalism at all times.

Set up and oversee cloakrooms for events, ensuring all property is safe and the space is well managed
and presented.

Work alongside the ICA's Private Hires team to support event activity as required.

Be proactive to the needs of guests and clients, problem-solving enquiries and escalating issues where
appropriate.

Broadly responsible for the presentation of hire spaces, ensuring a clean, tidy and professional
environment throughout events.

Provide additional support as needed for guests with special access requirements.

Deliver a professional service to corporate clients, luxury brands and high-profile guests.

Be aware of and carry out fire, security and other emergency procedures, escalating incidents to the
Operations and Visitor Services Managers where appropriate.

Assist in maintaining the general tidiness and presentation of Front of House and event spaces,
including additional sanitation procedures where necessary.

Assist with keeping public and event spaces presentable, including removing litter from cinemas during
screenings where required.

Ensure that General Data Protection Regulation requirements are upheld and follow procedures in line
with the ICA Privacy Policy and Data Protection Handbook.

Work flexibly across all Front of House functions and support colleagues across departments as
required.

Undertake any other duties requested by the Operations and Visitor Services Managers, Head of Visitor
Operations or the ICA Private Hires team that are commensurate with the scope of the role.

PERSON SPECIFICATION

Essential Criteria

A passion for contemporary culture and arts.

Experience in a customer-facing role within a cultural organisation, hospitality environment, retail
setting or event venue.

Experience working in high-profile hospitality environments (restaurant, hotel, event venue or
similar) is desirable.

Excellent customer service skills and customer care.

Proven ability to sell memberships or other commercial products.

Strong IT and database skills; experience of Spektrix is an advantage.

Excellent communication and interpersonal skills.

Proactivity and attention to detail.



e The ability to work flexibly across multiple Front of House functions, including evenings and

weekends.

The above list is not exclusive or exhaustive and the post holder will be required to undertake such duties as
may reasonably be expected within the scope of the post. All members of staff are required to be professional,
co-operative and flexible in line with the needs of the post, Department and the ICA.

Job descriptions are reviewed regularly and at least prior to the annual appraisal, if applicable to ensure they
are an accurate representation of the post.

The Institute of Contemporary Arts is committed to up-holding the Equality Act 2010 and encouraging equality
and diversity within our workforce and all opportunities provided by the ICA.

We encourage applications from all backgrounds, communities and industries, and we are committed to having
a team that is made up of diverse skills, experiences and abilities. We actively encourage BAME and disabled
applicants and value the positive impact that difference has on our teams. Whilst some of our offices have
barriers to access, we are taking steps to resolve these, and in the meantime continue to encourage interest from
applicants who require reasonable adjustments within the workplace
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