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Manchester City Council
Role Profile

Retail Assistant, Grade 3
Libraries, Galleries & Culture Service, Neighbourhoods Directorate
Reports to: Retail Manager
Job Family: Customer Service

Key Role Descriptors: 

The role holder will contribute to the goals of the team through the provision of high quality customer service to ensure the achievement of service and organisational objectives.

The role holder will work pro-actively to resolve customer enquiries at the first point of contact, using initiative and problem solving skills and taking ownership of effective resolution.

Key Role Accountabilities:

Deal efficiently and courteously, with tact and diplomacy, to all queries and correspondence, in both written and verbal form from a wide range of internal and external customers. 

Update and extract information from management information systems accurately and competently as required including the retrieval and collation of reports to agreed procedure.

Contribute effectively to the development of projects and value-added activities to meet the needs of the service. 

Procure, monitor and maintain stock and equipment, ensuring changes are made in line with procedures, budgets and agreed timescales.

Where appropriate contribute to effective building security to ensure a safe environment through the operation of security systems, locking premises, setting alarms and safe keeping of keys.

Where required, accurately process payments for customers in line with Manchester City Council’s financial regulations.  

Personal commitment to continuous self development and service improvement.

Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications

Where the roleholder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 




Role Portfolio:

Manchester Art Gallery is the original useful museum, at the centre of city life for 200 years. The Gallery sits within the Libraries, Galleries and Culture Service as part of the Neighbourhoods Directorate of Manchester City Council (MCC). It has two public venues - Manchester Art Gallery and Platt Hall in Rusholme (currently undergoing redevelopment). A third site - Queens Park Conservation Studios in Harpurhey, serves as the ‘engine-room’ of the gallery, providing essential collection housing and conservation studios. 

The gallery is free and open to all people as a place of civic thinking and public imagination, it promotes art to achieve social change. The gallery’s 45,000-strong collection - which belongs to the people of Manchester - spans six centuries of art, craft and design, and fashion and dress, with a particularly rich collection of 19th century art, including many Pre-Raphaelite paintings. We care for this collection and produce exhibitions, education projects, public programmes, and events for all our users. We create these programmes for, and with, the people of Manchester and beyond. Our ambition is to be accessible, relevant, responsive, and stimulating to all, but also to be challenging and generate new thinking, and further the development of the city and the wider world. We are committed to anti-racism and to developing an approach which actively addresses the colonial history of the gallery and its collection. 

The Commercial team is responsible for operational delivery and strategic development of income-generating activity across Manchester City Galleries. 

The Retail Assistant is the customer-facing part of the gallery retail offer and works under the guidance of the Retail Manager to:

1. Ensure that both the physical and online shops are clean, safe and organised in line with the visual merchandising plan.
1. Deliver excellent customer service and communication standards across all sales channels with a focus on continuous improvement and development.
1. Assist the Retail Manager with shop changeovers, seasonal installations and pop-ups as required.
1. Ensure accuracy and security of financial information, including cashing up sheets, customer data and till reports.
1. Communicate information to customers and colleagues, including product and supplier information.
1. Maximise opportunities to generate retail revenue, including upselling, cross-promotion and Own Art sales.
1. Maintain high standards of display and presentation, including point of sale information.
1. Assist with processing deliveries, stockroom management and labelling incoming products, ready for sale.
1. Ensure effective and responsible deployment of resource, including packaging, retail stock and display materials. 
1. Prepare online and click and collect orders for dispatch.


Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours  
· We are proud and passionate about Manchester
· We take time to listen and understand 
· We ‘own it’ and we’re not afraid to try new things  
· We work together and trust each other
· We show that we value our differences and treat people fairly

General Skills

· Communication: Demonstrates an understanding of the views of others and communicates in a realistic and practical manner using appropriate language and medium, listens attentively to views and issues of others. 
· Problem Solving and Decision Making: Ability to interpret basic rules and guidelines in order to resolve queries.
· Creative: Ability to find solutions to situations that are presented of a routine nature
· ICT Skills: Ability to use multiple applications, systems and associated software packages.
· Financial Management: Numeracy and accuracy skills to collate information and keep accurate and reliable records to help with the monitoring and reviewing of financial resources and monitoring procedures. 

Technical Requirements (Role Specific) 


· This role includes weekend working
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