JOB DESCRIPTION
[bookmark: OLE_LINK3]Job Title	Visitor Services Manager
Reports to	Head of Operation
Line Management 	Visitor Services Supervisors, Visitor Services Assistants, Story Builders

Key Staff Relationships	Bookings Officer, Facilities Manager, Finance, Audiences.

Salary	£35,000
Hours	40 hours per week 9.00am-5.30pm, 5 days out of 7 on Rota basis.


MAIN PURPOSE OF POSITION
[bookmark: OLE_LINK4]The Operations team are responsible for ensuring the first class delivery of Discover’s visitor facing services and the overall management of the venue. The Visitor Services Manager will have visitor care and high standards of presentation at the forefront of everything they deliver. They will work closely with the Head of Operations to ensure the operations department runs efficiently and visitors have a high quality experience.

The Manager’s working week will be on a rota basis with the Visitor Services Supervisors ensuring that Discover has the appropriate level of Operational Management across the whole building during hours of operation.

Duties and Responsibilities
[bookmark: OLE_LINK5]To take a lead role in delivering a welcoming, presentable, safe and consistent standard of the venue 

To direct and support the work of the Visitor Services Supervisors, and Visitor Services Assistants, ensuring all sales/cash reconciliation and statistical reporting is completed in a timely and highly accurate manner. 
To take the lead on delivering and further developing Discovers robust training plan. Ensuring new and existing staff have the skills and knowledge required to ensure consistency of offer and service and provide a safe and compliant space for our visitors.

To work in partnership with the Head of Operations to monitor staff performance, conduct appraisals and performance reviews.
To monitor the upkeep and condition of the visitor areas and relate relevant maintenance reports and/or instructions to the cleaning and maintenance teams where necessary to maintain the highest standards of presentation.
To meet, greet and welcome visitors to the venue and to provide them with all of the relevant support they will require

Management

· To provide leadership across the whole Visitor Services team, including appraisals and discussions around performance. 
· To oversee negotiations and relationships with relevant contractors and suppliers, delegating to other Operations staff as appropriate
· Story Builders are our facilitating staff and the Manager’s role is to direct their work in relation to rota and scheduling, and working with the general public in the centre day to day. The Head of Learning is responsible for learning and educational content.
· Attend and report on Operational activity to planning meetings and other SMT meeting when required 
· To take enquiries for hires of our spaces, confirming requirements, arranging invoices and coordinating delivery of events.
· Payroll, Input hours worked from our scheduling application into payroll spreadsheet, ensuring any deductions are accurate ready for review by Head of Operations.

Information and Systems 

· To continuously review, improve and optimise systems and resources
· Responsibility for the ticketing and box office system
· Monitor the interactive pieces and with the Facilities Officer ensure everything is maintained correctly 

Finance

· To operate within allocated budgets 
· To oversee all financial processes within the department (Cash handling, Safe management etc)
· To ensure the department makes a positive contribution to Discover’s income through Annual Passes, ticket sales, the retail and café offer
· To identify and work closely with relevant colleagues to develop and manage  commercial opportunities including hires
· To help ensure careful monitoring and coordinating staffing budgets, and casual staffing provision balancing inter-departmental requirements.

Health and Safety

· Responsibility for Health & Safety in the public areas including maintaining safe staffing levels.
· Provide a safe environment for all to enjoy
· Ensure accidents and incidents are logged and reported correctly.
· Act as Fire Marshall.

General
· Proactive and positive approach to staff and visitors
· Problem solving and trouble shooting
· Dealing with complaints and feedback in a timely manner
· Working with the Facilities Officer to ensure the upkeep and maintenance of the centre is of a high standard
· Act as key holder
· To work with the whole Discover team to ensure the successful development of Discover.
· Any other duties as mutually agreed 
· To act as a 4th supervisor on days when required by the rota.
· To take up the role of Café, Retail or Front of House supervisor when on annual leave.



Please note, this job description is a guide to the nature of the work required of the Visitor Services Manager. It is not wholly comprehensive or restrictive and may be reviewed with the post holder as required.


Person Specification
Essential
· At least two years’ experience in a Management role in a visitor attraction, museum or hospitality or arts venue.
· Line management experience and the proven ability to manage a team of front line staff 
· Leadership and people management skills
· A proven commitment to customer service standards
· A good knowledge and understanding of Health & Safety 
· The ability to work very effectively under pressure
· Experienced in sales reconciliation and the responsibility for cash
· Excellent communication skills 
· Exceptional customer care skills
· Experience of delivering customer service training
· A practical and innovative approach to problem solving and making decisions

Desirable
· Commitment to Discover’s values
· Experience of welcoming large numbers of families to a venue
· Interest in children’s literature
· Experience in collection and analysis of data
· Knowledge of Health & Safety Legislation
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