
Visitor Experience Team Leaders – Museum of Literature Ireland

Start Date: July 2021
Salary: €28,000 per annum
Contract: Full Time
Employer and Location: Newman House Literary Centre CLG,
UCD Newman House, 86 St Stephens Green, Dublin 2, Ireland
Reports to: Visitor Experience Manager/Head of Operations
CV and Cover Letter to: edel@moli.ie
Application deadline: Wednesday 16 June 2021

About the Museum of Literature Ireland
A partnership between UCD and the National Library of Ireland, the Museum of
Literature Ireland (MoLI) is a new landmark cultural institution in the heart of Ireland’s
capital city. Picturesquely located on the south side of St Stephen’s Green, the museum
draws inspiration from the work of Ireland’s most famous writer James Joyce, as well as
celebrating our internationally-renowned literary culture and heritage, inspiring the next
generation to create, read and write.

Immersive multimedia and interactive exhibitions on James Joyce and other influential
Irish writers, lecture and performance spaces, temporary exhibitions, house and garden
tours, a bookshop and garden-level café are set in the spectacular architectural heritage
of UCD’s Newman House and its beautiful green surroundings. These public facilities
are seamlessly integrated into a stunning suite of refurbished seminar and reception
rooms available for small group conferences, meetings and board events, making the
museum a truly unique and highly attractive proposition for international visitors and
locals alike.

About the Role
We are seeking experienced customer service professionals to join MoLI’s Visitor
Experience team. The Visitor Experience Team Leaders support the Visitor Experience
Manager in leading a large team in the delivery of high quality duty management,
ticketing, gallery management, audience welcome and engagement across all the
museum’s activities.

The Visitor Experience Team Leaders will function as the core duty management team
working in shift pattern to ensure smooth operation of the museum across a 7 day week
that includes weekends, evenings and mornings outside the core opening hours of the
museum.



Equality, Diversity and Inclusion
At MoLI we proactively weave equality, diversity and inclusion through our work every
day. We are a curious and questioning organisation, seeking to deepen our
understanding of inequalities in participation and representation in the arts – curatorially,
strategically and operationally – and we continuously seek out ways to develop and
deliver meaningful actions to address them. We treat all job applications equally,
regardless of age, disability, gender identity or gender expression, race, ethnicity,
religion/belief system, or sexual orientation.

We particularly encourage applications from disabled people, people from black, Asian
and minority ethnic backgrounds, and members of the Traveller community.

Job Description

Visitor Experience Standards
• Lead, motivate and empower all members of the Visitor Experience team across the
museum in delivering a proactive, confident and friendly visitor experience and high
standard of engagement with all audiences.
•Monitor performance and behaviour of all members of the Visitor Experience team and
support team development
• Ensure excellent standards of presentation; safety, security and access compliance of
exhibitions, displays, publicly-accessible rooms, circulation spaces and visitor facilities
and undertake technical AV and IT troubleshooting in galleries and with key museum
equipment including radios, mobile devices, signage and any other essential technical
support.
• Ensure processes for collecting and analysing staff and visitor feedback are followed
and acted upon
• Assist in the training, induction and ongoing professional and personal development of
all Visitor Experience Assistants
• Maintain a regular ‘on the floor’ presence on a daily basis, anticipating the needs of
visitors and VE team as appropriate.
• Act as a senior point of contact for visitor queries, complaints and comments.
• Support the delivery of formal and informal visitor engagement initiatives through the
museum’s Learning Programme
• Assist in management of retail operations in lieu of the retail manager.
• Manage all aspects of the day to day ticketing and booking service, including group
bookings and memberships.



Duty Management, Security and Health and Safety
• Function as a member of the core duty management and key holding team, working
on a rotational basis over 7 days (including evenings, weekends, events, public holidays
and other times outside of the normal operational hours)
• As shift manager, be responsible for opening and closing the museum, undertaking all
pre-opening and closing checks across the museum, ensuring all exhibitions are turned
on and off correctly.
• Act as a senior point of contact for immediate visitor queries/ complaints and taking
prompt action to resolve issues
• Plan and deliver daily planners and briefings to the team and maintain excellent
communication to all visitor-facing staff and volunteers so that they are equipped to deal
effectively with all visitor enquiries.
• Ensure smooth operation of the museum’s staffing plan through management of the
daily rota, responding to staffing issues as they arise
• Support the Head of Operations and Facilities Coordinator to review and contribute to
the museum emergency, incident response, risk management and business continuity
procedures
• Be trained as a First Aider and Fire Warden
• Respond to and report any emergencies, security incidents or accidents that may
occur in the public area(s) and assume control of situations within reason
• Contribute to planning for exhibitions, gallery management duties and staffing
resources, events, maintenance and facilities activity

Staff & Volunteer Supervision
• Be responsible for the daily management of Front-of-House volunteers including
supervision, rota planning and volunteer reviews.
• Support the Head of Learning and Culture in volunteer recruitment, induction and
events.
• As part of the MoLI Supervision Framework, each VETL is responsible for the
supervision of an equal number of VEA’s to assist in their personal and professional
development.

Event Management
• Function as duty manager and health and safety officer for out of hours events, liaising
with clients, caterers, cleaning teams and AV professionals to achieve the highest
possible standard of event delivery
• Direct the work of Visitor Experience Assistants in the set up, breakdown and delivery
of events, and ensure event function sheets are adhered to
• Work closely with the Events Coordinator to ensure adequate staffing is provided for
events, and to brief and debrief staff as required



Knowledge and Experience

Essential
• The ability to motivate and lead a large team
• A good understanding of issues associated with diversity, representation and social
inclusion
• Experience of duty management responsibilities such as enforcing health and safety,
security and cash handling procedures in a public-facing environment
• Excellent verbal and written communication skills
• Strong organisational skills and an ability to work to tight targets and deadlines
• A self-starting collaborative mindset, working both in a team and on your own initiative
• A passion for exceeding visitor expectations; willingness to go beyond core duties to
ensure an excellent experience and instil this mindset in others

Desirable
• Experience of managing or supervising volunteers in a cultural setting
• Experience of recruiting and training team members
• A background or interest in Irish Literature
• Experience of working with point-of-sale or box office systems
• First Aid trained and experience of undertaking duty First Aider role
• Second/further language skills
• Experience of managing events
• Demonstrable experience of duty management in a public facing role


