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1.0 Introduction from Sir John Leighton

Thank you for your interest in the position of Director Operations at the National Galleries of Scotland 
(NGS).  

At NGS we look after one of the finest collections of art to be found anywhere in the world.   Our holdings 
include the national collection of Scottish art, which we are proud to show alongside a superb overview 
of Western art ranging from the 13th century to the present day.   Our core tasks are to look after, 
develop and to use this collection for the benefit and enjoyment of the public, now and in the future. 
 
In recent years, NGS has enjoyed many successes. These include major new acquisitions for the national 
collection; an internationally acclaimed programme of exhibitions and events and an award-winning 
educational programme. All of this has been enjoyed by increasing audiences; we now welcome over 
2.5 million visitors to the Galleries in Edinburgh every year and we share our collection very widely, working 
with partners across the UK and abroad.  

We have ambitious plans to build on these achievements; to develop further the quality and range 
of the collection; to extend our programme of displays and exhibitions; to develop the profile of our 
research and to open up the galleries to new and wider audiences, at home, abroad and online. The 
Director of Operations will play a crucial role in our organisation and in implementing our strategy.  

Introduction from Sir John Leighton, Director-General
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This is a very exciting time for the Galleries. We are investing in our infrastructure, our collection and our 
people; we are also fortunate to enjoy huge support from Scottish Government and from our many other 
stakeholders including our Trustees. We would be delighted to hear from you if you believe you have the 
leadership skills and operational experience to take up this key role and to join us in developing NGS as 
a world-class resource for the promotion and appreciation of great art.     
 
Sir John Leighton 
Director-General
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2.0 Background

The National Galleries of Scotland is home to one of Europe’s finest collections of art, which ranges 
from the Middle Ages to the present day and includes masterpieces by Rembrandt, Leonardo, Warhol, 
Monet, Van Gogh, Botticelli, Picasso and Magritte. Our spectacular buildings in Edinburgh, house the 
world’s most important collection of Scottish art, and an internationally-renowned collection of Scottish 
and international photography.  The National Galleries of Scotland aims to preserve, display and develop 
the collections for the enjoyment and education of the widest possible audience and to maintain NGS 
as a centre of excellence.   

The foundation stone of the National Gallery of Scotland was laid in 1850, and the Gallery first opened 
to the public in 1859.  Today, the NGS comprises three galleries in Edinburgh and two partner galleries in 
the North and South of Scotland. The three Edinburgh galleries are: 

• Scottish National Gallery 

• Scottish National Portrait Gallery 

• Scottish National Gallery of Modern Art 
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The collection that we look after is extraordinary in its quality and breadth, numbering over 100,000 
items including paintings, works on paper, photographs, sculpture, manuscripts and archival material, 
digital works, installation, performance and film. Displayed across our three sites in Edinburgh and toured 
nationally and internationally, and through the ARTIST ROOMS partnership, the collection ranges in period 
from the Middle Ages to the present day and includes works by many of the major figures in the history 
of European and North American art.  We regard this amazing collection as a national resource which 
should be available for everyone to use for their own purposes and in their own way.  

In recent years, the National Galleries of Scotland has developed its reputation for the world-class quality 
of its offer – our displays, exhibitions, our publications and all our activities including a wide-ranging 
programme of education and outreach. We are proud of our achievements and the increasing interest 
and demand from visitors.  The organisation’s online presence has been broadened significantly and we 
are working to complete the digitisation of the entire collection.  

In addition, the National Galleries of Scotland runs the Granton Centre for Art, a purpose-built storage 
facility located at the Granton foreshore in Edinburgh but is embarking on a journey to develop our 
estate to a new world-class facility for storing, conserving and researching the collection. 

This project, entitled The Art Works (TAW) offers an extraordinary opportunity to make our collection work 
hard all the time, not just when it’s on display in the galleries or on tour.  It is conceived as a place for 
looking and exploring, for talking and making, where visitors can experience the collection in a uniquely 
flexible way.   
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Bryan Robertson, Chief Operating Officer

3.0 Role Purpose from Bryan Robertson

We are seeking to appoint an exceptional Director of Operations working within our Chief Operating 
Office Directorate and across NGS. The Chief Operating Office includes our entire Operations team, 
consisting of Health & Safety, Security and Visitor Services (SVS), Procurement and Legal, working together 
with our Finance, Information Technology, Human Resources and Estates Teams. We work together and 
collaborate across NGS and with external partners to ensure the safety and security of a major national 
heritage assets – our world-class collection, our people and our visitors, to deliver operational services 
that enhance our visitor experience and to ensure NGS is a great place for us all to work

The Galleries continues to respond and adapt to a wide range of opportunities and challenges (social 
and economic). The Director of Operations will play a crucial role in helping us to meet these challenges 
and in ensuring that the Galleries develop and thrive in the future. The role has a very broad remit across 
several disciplines and functions and is of pivotal importance to the delivery of our ambitious plans. I 
believe that this is a complex, challenging, exciting and rewarding leadership position within a dynamic 
and ambitious organisation.

‘Art for Scotland: Inspiration for the world’ is Our Vision. We want to be Scotland’s powerhouse for art. 
Inclusive, original and ambitious – we will make the national collection accessible to all and inspire 
curiosity across the world. In doing so, one of the many ways we contribute to our community is through 
our alignment to Scotland’s National Performance Framework. NGS are also working towards a net 
carbon zero target in 2045. Our approach to the NGS estate and our activities are developing to have 
this consideration as a key decision-making criteria.
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The main responsibilities of this role will be 

• to ensure the safety and security of a world-class collection of art, working in partnership with the 
Chief Operating Officer, and other senior stakeholders internally and externally.

• to ensure the security and safety of all staff, visitors, buildings and property connected with NGS

• to lead the Security and Visitor Services team to create and deliver a best in class visitor experience 
in our galleries

• to partner with the Head of Estates and the Collection Directorate to ensure the safety and security 
of our heritage buildings used to display and store our collection

• to manage and lead a series of other key aspects of Operations which have an impact on the whole 
organisations including Health & Safety; our response to the environmental crisis; procurement and 
legal 

• to support the Project Manager for our new gallery project at the National Gallery including line 
leadership responsibility

• to establish and deliver a 5-year improvement plan, with positive improvement in the target outcomes 
of each of the areas of responsibility including delivering a more unified brand and visitor experience 
at each of our sites regarding service and 'functionality' and our programme to reach net carbon 
zero targets. 

• to agree a set of key performance indicators with the NGS Leadership Team to demonstrate tangible 
improvements in the visitor experience, as measured, for example, by visitor feedback surveys and 
mystery shops

• to establish and manage a risk log for the Operations Department, including all aspects of security 
and visitor services, to ensure the risks are pro-actively managed and mitigated against.
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4.0 Organisation Structure

The role reports to the Chief Operating Officer and plays a key part in decision making and prioritisation 
with the Extended Leadership Team and the COO Leadership Team.

SNG Project SVS Manager Procurement 
Manager

In House 
Lawyer

Sustainability 
Officer

Health & Safety 
Officer

Director of 
Operations
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5.0 Duties and Responsibilities

Strategic Input 
• To provide strategic recommendations to the NGS Leadership Team & Board on use of technology, 

people and services to best maintain, develop and secure the estate, protect the collection, 
colleagues and public, in accordance with our statutory obligations, priorities of the Corporate and 
Environmental Plans and within the restrictions of approved budgets.

• To work with Head of Audience Insight & Visitor experience to continue visitor journey mapping and 
evolve our visitor services offering to provide a warm welcome, enhance the visitors visit by sharing 
our knowledge of the collection and ensure seamless visitor journey and queries are resolved first 
time whenever possible.

• To develop long-term plans to continually improve the visitor experience and services provided.

• To develop and set in place the holistic NGS response to the climate emergency, including our 
plan to achieve net zero carbon emissions by 2045, taking input from other Directorates including 
the Head of Estates who will provide and manage the estates carbon management plan and 
take input  from the Project Director at The Art Works and the contribution that capital project will  
make to achieve net zero

• To input into the security and visitor services aspects of the design for our major new collection 
facility: The Art Works 

Security & Visitors Services
• Leading the security and visitor services team (250 staff 150 FTE) 

 » to provide 24 hours security cover 7 days per week 365 days per year

 » to champion a customer service mindset, achieving excellent levels of visitor experience – 
ultimately aiming to achieve 5 Star Visitor Service awards for each of our gallery buildings and as 
also measured by our visitor feedback satisfaction ratings and mystery shops scores

 » to evolve our ways of working to continuously improve our operational processes and balance 
changing visitor needs with protecting the collection and buildings.

• Liaising with a variety of external parties to maintain security, deal with any actual or potential threat.

• Incident management and contingency planning.

• Oversight and management of the Incident Response process.

• Responsible for counter terrorism, counter fraud and dealing with the training linked to these aspects 
and in response to the Bribery Act.

Operations and Contingency Management
• Leadership of the operations team ensuring NGS has excellent Health and Safety policies and 

processes in place that ensures the safety of all NGS colleagues, visitors, and suppliers onsite.

• Ensure each of the operations team are fully compliant with government legislation, ensure they 
provide effective support for the rest of NGS e.g. procurement and legal services.

• Incident management and investigation into any breaches of security and safety. Insuring prompt 
response and any required improvements are implemented as a result.
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• Ownership of the business continuity, disaster recovery and contingency management planning for 
the whole of NGS.

• Oversight of operations and security planning relative to externally hosted events and installations 
and also for our venue hire business. Ensuring the SVS team continue to play their pro-active role in 
monitoring the collection 

• To monitor the operations team engagement and development (tracked by feedback in our annual 
perspectives surveys).

Budget Management & Continuous Improvement
• Overall annual budget management c £3.5 m including staff costs.

• Within the COO, each team is developing their own 5-year improvement programme of work. This 
role will be expected to develop, co-ordinate and implement the overall improvement programme 
for Operations, to be able to track progress and highlight inter-dependencies and sequencing 
considerations.

• Optimising resourcing levels in the security and visitors services team to meet the requirements of the 
Government Indemnity scheme.

• Working with the Customer Services Group to seek to continually improve the visitor experience 
across each of our gallery buildings.

Talent Development & Capability Building
• To ensure the development of all colleagues within the Operations Department.

• Coaching and development of direct reports. 

• Oversee the training and engagement plan for all SVS staff to ensure they are effective ambassadors 
for NGS.  This will require ensuring up to date knowledge, an ability to respond to and share information 
to our visitors around our collection in addition to having organisation-wide knowledge around a 
wide range of topics about NGS and its approach.  To ensure our colleagues are equipped to be 
the ‘voice’ of NGS. Working with IT & HR to ensure development plans and upskilling for operational 
teams to embrace technology-based solutions to enhance visitor and colleague experience.

Key Internal Relationships
• This role interacts with all the senior leaders from each area of NGS including: NGS Leadership Team; 

Extended Leadership Team, COO Leadership Team: Curatorial, Collection Care, Public Engagement 
senior teams and the Audit & Risk Committee.

• Attending the Customer Services Group, to take input and recommendations from key representatives 
from NGS to help improve the visitor experience and respond to visitor and colleague feedback. 

Key External Relationships
• This role will interact with a wide range of external stakeholders including but not limited to:   specialist 

Security Advisors including when relevant the national security  advisor. H&S Executive, Police & 
Fire Brigades, Edinburgh Contingency Planning groups, National Security Adviser for Government 
Indemnity Scheme and Procurement departments, peers at other galleries and museums, sponsor 
department at Scot Gov , lenders on their security requirements, precinct users (CEC and Underbelly).

• Together with the Director of HR, the key points of contact with our Trade Union representatives and 
their associations.
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6.0 Skills & Experience

It is an essential requirement that the successful candidate has demonstrable experience in order to 
succeed in the role.  We would welcome applications from interested individuals who have the following 
experience:

• Leading and implementing the security strategy for similar organisations.
• Leading teams to deliver exceptional visitor experience.
• Leading, managing and developing large or multi-disciplinary teams.
• Managing in complex organisations and experience of working with a wide variety of stakeholders 

is essential.
• Track record in continuous improvement.
• Understanding of the challenges and opportunities of operating popular, free visitor attractions.
• Understanding of the challenges and constraints of maintaining the security in iconic listed buildings 

at multiple sites with external grounds & art works. 
• Understanding and alignment with national agenda on environmental/carbon reduction targets 

and delivery programmes
• Understanding of trends and best practice in the relevant technical areas.
• Dealing with all aspects of Health and Safety in complex multi-faceted, visitor facing organisations
• Understanding of the challenges a national collection poses that arise from acquiring, storing, 

moving, lending, exhibiting and protecting art.

The range of skills required are inextricably linked to experience.  
• Strong leadership and coaching skills.  
• Ability to engage and influence a wide range of stakeholders and build a strong relationship-based 

culture.  Therefore, professional credibility, advocacy, and communication skills are fundamental.
• Strong values and moral courage.
• Strategic thinking and holistic understanding with tenacity and attention to detail. 
• Structured, with a methodical organised approach to work and delivery focused.
• Technical skills & experience in at least one of the specialist disciplines managed.
• Programme and Project Management experience
• Ability to design, scope, achieve approval, to sequence and then implement a series of improvement 

projects running together at the same time
• Risk management experience and skills
• Procurement experience.
• Challenging problem solver, investigative mindset.
• Ability to work with a wide-ranging group of stakeholders to come to consensus on priorities for 

investment planning 
• Ability to adapt their leadership style e.g. from strong performance support, to coaching and 

individual development.

Qualifications
• Degree level education. Relevant specialist qualification &/or experience
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7.0 Further Information 

For further information or a confidential discussion, please contact Adam Brown on:

adam@fwbparkbrown.com

Or alternatively, you can contact our Edinburgh office by phone on  +44 131 539 7087.



FWB Park Brown 
T: +44 (0)131 539 7087

www.fwbparkbrown.com


