
 
 

 

    

JOB DESCRIPTION 
 

Job Title:  Visitor Experience Manager 

 

Department: Visitor Experience 

 

Company:  Harewood House Trust 

 

Type of Contract: Fixed Term (14 months Maternity Cover) 

 

Responsible to: Head of Operations  

 

Responsible for: Assistant Visitor Experience Manager 

Visitor Experience Supervisors 

Visitor Experience Team Members 

Visitor Experience Volunteers 
 

Hours:  40 hours per week, 5 days over 7 to include weekends and 

   bank holidays 

 

Salary:  £24,000 per annum 
 

 

 

ABOUT HAREWOOD 

 
Harewood House Trust is the organisation that manages and maintains Harewood House and its 

immediate environs, by opening to the public as a visitor attraction and events venue which attracts 

in excess of 200,000 visitors a year. 

 

Harewood House is one of England’s finest 18thcentury country houses, with a magnificent collection 

of fine and decorative arts. It is an accredited museum and nationally designated collection, and is the 

family seat of the Earl and Countess of Harewood.  

 

As an educational charitable trust, Harewood’s key objectives are: 

 To preserve for the benefit of the public the House, Gardens and Collections 

 To promote the study and appreciation of the arts and sciences  

 To provide facilities for recreation. 

 

Alongside the care, conservation and interpretation of the core collection, Harewood runs a series 

of innovative exhibitions of contemporary as well as historic art.  

 

Harewood also has a commercial arm that manages the commercial operation including the visitor 

event programme, major outdoor events, conferences, weddings and corporate functions. It is also 

responsible for fine dining, the cafes and other retail food outlets throughout the site.   

 

Further information about Harewood can be found on the website www.harewood.org 

 

 

http://www.harewood.org/


 

 
 

 

 

 

JOB SUMMARY 

 

The Visitor Experience Manager is responsible for the development and delivery of excellent 

customer care standards and welcome throughout the property leading to repeat visits and onward 

recommendations. 

 

Acting as the Visitors’ Champion, you will manage on a day to day basis all areas used by 

Harewood’s visitors, ensuring these are kept up to standard throughout the day.   

You will liaise across departments regarding the efficient running of the visitor areas and will attend, 

manage, and aim to resolve all incidents and enquiries involving visitors on site.  

 

The Visitor Experience Manager will lead the Front of House Teams to promote and facilitate sales 

of Merchandise, Memberships, Bird Adoption, Group bookings and Gift Aid, in line with company 

guidelines and legislation.   

 

This post regularly works across the whole Park, acting as Duty Manager and primary responder to 

any incidents and accidents on site. 

 

 

 

1. People Management and Leadership 

 Through delegation and example you will encourage teamwork and collaborative 

action whilst emphasising the importance of individual responsibility and 

accountability. 

 Lead on the recruitment, induction, training, organisation and management of all 

Visitor Experience Staff and Volunteers. 

 Ensure all staff paperwork is complete in an accurate and timely way as per company 

guidelines. 

 Lead on coaching, developing and motivating Visitor Experience Staff and Volunteers. 

 Be accountable for your own development, seeking out new opportunities to learn 

new skills. 

 Ensure all performance objectives are met, encouraging staff to develop within, and 

where appropriate beyond their posts. 

 Working with the Volunteer Co-ordinator to ensure that Volunteer standards are 

met across the property, working with Heads of Department as required. 

 Be proactive in recruiting volunteers to ensure sufficient numbers for the smooth 

operation of the property. 

 Foster open, effective and appropriate communication on work related issues 

between staff and volunteers. 

 Communicate effectively with the Visitor Experience team, volunteers, and all 

departments to ensure that information is disseminated and feedback received. 

 

2. Visitor Experience and Customer Care 

 Ensure an exceptional standard of visitor experience and customer care across the 

property, working with Heads of Department to raise standards in all departments 

when required. 

 Recruit, train and manage the performance of all Visitor Experience Staff & 

Volunteers. 

 Ensure all signage, information leaflets and reception areas are well presented to 

comply with brand guidelines and are visitor focused. 

 Use all available visitor/staff/volunteer feedback to identify and deliver improvements 

in the service and care. 

 Respond to and accurately record all Visitor Experience related compliments and 

complaints, regularly reviewing in order to identify areas for improvement. 



 

 
 

 Champion compliance with the Disability Discrimination Act and Health and Safety 

regulations on the property and be responsible for arranging the appropriate training 

for staff. 

 Undertake regular site inspections, noting areas of concern and implementing any 

required works. 

 Provide a welcome to group/coach visits and ensure that everything possible is done 

to make their visit a memorable success. 

 

3. Finance 

 Effectively manage delegated operating and projected budgets to ensure efficient use 

of financial resources. 

 Deliver all income targets to budget. 

 Manage the internal banking and cash reconciliation processes, adhering to company 

guidelines and ensuring compliance with any associated regulations. 

 Take operational responsibility for all Ticketing and Admissions, Membership, Box 

Office, Bird Adoption, Temporary Event Cabins, Retail and Group Bookings income.  

 Ensure that ticketing systems are programmed appropriately, including special 

events.  Liaise with the Marketing Manager to ensure any temporary promotional 

offers are processed and recorded accurately. 

 Ensure that the Visitor Experience Team is working to agreed financial systems and 

processes for all income streams, including Direct Debit & PDQs. 

 Oversee all admission and membership recruitment procedures. 

 Maximise sales of Gift Aid, Membership and Group Bookings. 

 With support from the Visitor Experience Assistant Manager, ensure that 

merchandise deliveries, sales and stock movement are accurately recorded, in 

accordance with company guidelines. 

 Ensure that KPI’s are accurately recorded in a timely manner and available for Head 

of Operations and the Senior Management Team when requested. 

 

4. Events and Marketing 

 Ensure that sufficient numbers of Casual Event staff are recruited and trained to 

provide frontline event ticketing support. 

 Ensure that all event income, recharges and visitor reports are accurately recorded 

and reconciled in a timely manner for external clients. 

 Ensure that the Visitor Experience Team have the ability to assist with event, 

wedding and venue requests and enquiries. 

 Manage a leaflet storage and distribution system, maintaining adequate stock levels, 

working closely with the Marketing Manager. 

 Ensure the effective distribution of all marketing and other literature. 

 

5. Health and Safety  

 Observe all H&S regulations as set out by the company in accordance with statutory 

guidelines. 

 Take reasonable care for the H&S of themselves, and of others who may be affected 

by actions or omissions at work. 

 Be responsible for the H&S of visitors by ensuring all Visitor Experience Staff and 

Volunteers are aware of all H&S and Emergency procedures, assisting with H&S 

training for Volunteer Inductions. 

 To respond to all H&S incidents, including all First Aid incidents.  

 Be responsible for ensuring adequate First Aid cover across the site during 

advertised opening hours. 

 Be responsible for the compilation of risk assessments to ensure H&S compliance in 

connection with all visitor related activities. 

 

 

 



 

 
 

Person Specification: 

 Numerate. 

 IT literate and confident. 

 Full Clean UK Driving License.  

 Customer Care experience and positive ‘can do’ attitude. 

 Proven team leadership with the ability to manage a team of staff and volunteers. 

 Working knowledge and experience of the UK Heritage and Leisure Sector. 

 Sales experience to maximise income generation. 

 Must be available to work regular weekends, Bank Holidays and Special Event Days and be 

prepared to be flexible about rostered days and times.  

 Personal Licence holder is desirable. 

 First Aid Trained is desirable. 

 Working knowledge of a charitable trust is desirable  

 A degree or equivalent qualification in a Business Tourism, Leisure or Heritage Management 

related subject is desirable. 

 

 

 

Please apply with your CV and a cover letter stating how you meet the criteria listed above to Head 

of Operations, Emma Paton, on emma.p@harewood.org.  

 

 

Closing date for applications: 30th November 2017 

Interviews:    7th December 2017. 

 

This position is anticipated to start in late January/early February 2018. 

 

 

mailto:emma.p@harewood.org

