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Job title		           	Duty Supervisor                     	                                                          
Service area			Arts & Music                                             
Job family 			Community Facilities User Support
Level 				CFUS4
Grade				4
Reporting to			Assistant Venue Manager          
            
How we recruit

Glasgow Life uses a competency-based recruitment approach. This means we assess candidates based on the skills, knowledge, and behaviours needed for the role, as outlined in the person specification and role profile.

The person specification outlines the essential and desirable criteria for the role. It is used to shortlist candidates for interview.

The role profile sets out the key competencies for success in the role and is used to develop the interview questions and other assessment methods.

Assessment methods may include:
· Application form
· Interview
· Certificates or evidence of qualifications
· Practical assessment (where applicable)

More information is available on our candidate guidance page: Join our team-candidate guide

Summary of role 

Role purpose 
As a Duty Supervisor, you’ll be an integral part of the team by providing care to all customers that visit GL Cultural Venues and supporting the duty managers in ensuring the smooth and efficient operation of front-of-house services during events, ensuring an excellent customer experience.

Main responsibilities: 
· Supervise Customer Service Assistants and Security staff, ensuring responsibilities are carried out effectively and in accordance with operational standards and procedures.
· Assist the Duty Manager with the effective delivery and management of shows and events, supporting the smooth day-to-day operation of the venue.
· Act on behalf of the Duty Manager when required, assuming responsibility for operational oversight and decision-making when otherwise engaged.
· Address customer enquiries and complaints in a professional manner, resolving issues promptly and effectively. 
· Monitor and coordinate staff breaks to ensure appropriate operational coverage at all times. 
· Manage seating enquiries, relocations, and accessibility requirements to support a positive customer experience. 
· Ensure front-of-house areas are maintained to a high standard, remaining clean, safe, and welcoming for all customers. 
· Support emergency procedures and crowd management operations as required to maintain a safe environment. 

Note: This person specification is not intended to be either prescriptive or exhaustive. It outlines the main duties of the role. It may change in line with organisational priorities. 
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Criteria 
Knowledge & Skills

Essential 

Substantial experience in a supervisory role within a customer-facing environment. 
Strong people skills and the ability to stay calm under pressure. 
A friendly and approachable attitude when dealing with customer concerns. 
Understanding of health and safety, security, and emergency procedures. 
Team player, supporting colleagues and operations 
Strong problem-solving skills with initiative 
Flexible and adaptable to changing demands 
(Application Form/Interview)

Desirable 

First Aid Trained 

Previous supervisory experience of working within a cultural venue.  
(Application Form/Certificates/Interview)

Other 
Ability to provide good availability including Daytime, Evenings and Weekends
(Pre-interview question/Interview)















Competencies  
Personal Effectiveness - Self development 				Level 1
Personal Effectiveness – Decision making				Level 1
Providing Excellent Customer Service – Customer orientation	Level 1
Providing Excellent Customer Service – Forward thinking		Level 1
Leadership – Takes initiative						Level 1
Delivering Results – Motivation					Level 1
Delivering Results – Planning 						Level 1


Evidence: Interview.

Note: Candidates should refer to the accompanying Role Profile for full details. 
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