JOB DESCRIPTION

DEPARTMENT:

Visitor Experience
JOB TITLE:


Retail and Admissions Assistant 
REPORTS TO:

Visitor Experience Manager
JOB PURPOSE
As a member of the Retail and Admissions Team you will be in a key customer facing role welcoming visitors to the Museum. You will be a key influencer in driving sales through your detailed knowledge of products and services. A key part of your role will be to maximise revenue opportunities by encouraging and influencing visitors to make purchases and gift aid their admission charge.
MAIN AREAS OF RESPONSIBILITY

Revenue Generation
· Be knowledgeable about all products and services, confidently talking visitors through the purchase options as well as the unique selling points of the products and experiences. 

· Upsell all interactives and paid for experiences within the Museum.
· To be aware of different visitors and the retail lines to meet their needs.
· To maximise revenue at admissions through promoting gift aid, donations and membership.
· Take every opportunity to upsell event, café and shop facilities, including corporate events and group bookings.
Visitor Experience
· To welcome and positively engage with all visitors through consistent delivery of the highest standards of customer care.
· To ensure all Retail and Admission spaces are kept clean, well-stocked and merchandised, providing visitors with a positive shopping experience
· To represent the Museum in a professional way through appearance and personal presentation.
· To demonstrate a strong knowledge of The National Football Museum, it’s Collections, and the local area, to provide visitors with professional and knowledgeable responses to their enquiries.

· Assist visitors in a friendly, courteous and professional manner upon arrival (ensuring any special requirements are noted) and throughout the rest of their visit.

· Seek to engage, interact and communicate with visitors on arrival and actively promote ways to add value to their experience.
· Expertly demonstrate full knowledge of the Museum’s facilities, exhibits and exhibitions and be able to convey information regarding other visitor attractions locally.

Systems and Procedures

· To accurately record visitor numbers and profiles through the admissions tills using correct payment methods.
· To maintain the accuracy of the EPOS system by correctly ensuring that stock is correctly keyed.
· To ensure stock is correctly priced and coded before being displayed.
· Checking in deliveries against delivery notes ensuring stock is safely and neatly stored.

· Attend briefings and meetings as set out by the Visitor Services Manager and to participate in an enthusiastic and proactive way.

· Carry out administrative tasks on a regular basis. 

· Complete daily check lists of the galleries.
· Assist with keeping all front of house areas clean and well presented, including clearing away after events and assisting with event setups.

· To monitor the flow of visitors and queue manage.

· To provide talks to visitors/groups on specific objects.

· To deliver tours of the Museum’s galleries on a daily basis as and when required.

· Deal with complaints empathically and positively making every effort to resolve them yourself or seek further advice from managers/colleagues.

· Operate the telephones to the Museum’s standards ensuring all messages are handled in an efficient and professional manner.

Health & Safety/Security
· To ensure the safety of all members of National Football Museum staff and visitors to the building. 

· To provide a vigilant security presence within Admissions and Retail.
· To carry out daily tasks relating to security and health & safety.

· Be fully conversant with the operation of security equipment and systems.
· Be fully conversant with the Disaster & Evacuation plans and be prepared to put these into effect without supervision should the situation dictate an immediate response.

· Maintain all security-related equipment and the premises to a high standard of cleanliness and serviceability, and ensure all defects are reported and actioned swiftly.
Performance Measures

· Visitor feedback

· One to one meetings
Person Specification
The successful candidate will have the ability to exceed visitor’s expectations, using your knowledge to answer their questions, and opening their eyes to the experiences and opportunities we offer.
The successful candidate will have a passion for the role and have the ability to inspire both visitors and colleagues.

The successful candidate must display a passion for:-

· Sales

· Visitor Experience

· Service 

· Development & Growth
· Motivating, involving, helping & influencing others to achieve their goals
· Maintaining professional integrity at all times

Displaying the following behaviours: -
· Enthusiastic - Inspires others through infecting them with his/her passion
· Expert – Offers regular coaching to help team members grow and develop
· Empathic – Demonstrates a personal interest in team’s concerns and aspirations
· Make a difference – to the business, colleagues & visitors

· Considerate & respectful – of colleagues and visitors wants, needs & beliefs

· Supportive – to provide the necessary support for the individual to be comfortable in the museum and achieve their goals 

Essential:
· Enthusiasm for providing a superb visitor experience

· Experience in a customer service environment 

· Excellent inter-personal, verbal and written communication skills

· Cash handling experience through EPOS systems
· Smart appearance and good presentation
· An ability to work on own initiative
· The ability to inspire and motivate others
· A responsible, professional and positive attitude
· Ability to make decisions and seek solutions under pressure
· Reliability and flexibility in working hours (must be available weekends, evenings and school holidays)
Desirable:
· Experience of working in a similar post
· A working knowledge of the Health and Safety requirements of the role
· A working knowledge of the Data Protection Act and how it would impact on this role

· An awareness of the Disability Discrimination Act. 

· Valid First Aid Certificate. 

· Language skills
Zero Hours
Shift Times
Shifts will include predominately weekends, school holidays and evenings
Salary/Rate of Pay
£9.00 per hour 
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