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Job Description

Job Title 		Head of Visitor Experience  
Reports to 		Director  
Hours 			37.5 per week 
Salary			c. £35,000 per annum
Responsible for	3 x FTE Visitor Experience Duty Managers
A large team of Volunteers
Freelance Event staff as required

Housed in a landmark building, the Holburne Museum is one of the UK’s most respected regional art museums. Established as Bath’s first public art gallery in 1882, with a unique collection of over 9,000 works of fine and applied art, we seek to bring the best art of all periods to Bath through quality exhibitions and an extensive outreach programme delivered by a small, ambitious team. 
Our vision is to make the Holburne a place that uses art and the museum, with its café and garden setting, to create an open, welcoming, inspiring and empowering space for everyone. At the heart of this vision is the powerful relationship of art, creativity and social and personal wellbeing, encapsulated by our slogan Changing Lives Through Art. We seek to deliver our Mission with Ambition and Innovation, ensuring that we always do so in ways that are Inclusive, of the highest Quality, Relevant and Sustainable.
At the centre of the Holburne’s success and future ambition is the visitor experience which, more than anything, is determined by the warm welcome and accessibility that stems in large part from the front of house culture led by the Head of Visitor Experience.
As Head of Visitor Experience, you will lead the day-to-day running of the venue, ensuring exceptional standards across customer service, operations, team performance, health and safety, and commercial delivery. You will be responsible for creating a welcoming, engaging and memorable experience for every visitor whilst ensuring the museum operates efficiently, safely and profitably.
In particular, you will lead a small team of paid staff and several hundred volunteers.
This is a hands-on leadership role, ideal for an inspiring leader who enjoys motivating diverse teams, welcoming the public and working flexibly.




Main Responsibilities 

Visitor Experience
· Oversee and develop all Front of House (FoH) activity in line with the Museum’s Vision and strategic priorities, in particular with the Audience Development Plan, the Warming the Welcome and Family Friendly Museum initiatives, and our DEI policy. 
· Lead and champion the highest standards of visitor welcome, information provision, accessibility, and effective security at all times.
· Ensure that the museum is consistently clean, engaging and welcoming for all.
· Work with other teams to ensure collection interpretation and other forms of communication are in line with the Holburne’s vision and values.
· To monitor, evaluate and communicate visitor feedback, ensuring insights are used to improve visitor experience.
· Lead on the collection, collating and communication of visitor data, to be shared with colleagues and reported to the Board of Directors quarterly.
· Work in a front of house capacity as required, taking and enabling a flexible approach as out of hours and weekend work will be necessary.

Team Leadership
· Manage Front of House staff, currently three FTE Duty Managers + two regular freelancers.
· Manage FoH rotas to support the Museum’s daily activities and security requirements.
· Manage FoH volunteers and coordinate volunteer support in all departments.
· Ensure paid staff and volunteers are in place at all times to cover Museum activity and security requirements.
· Manage the recruitment to and promotion of the volunteer programme, maintaining and developing relationships with further education partners, local community groups and any relevant peer or other bodies. 
· Create a positive, energetic and supportive working environment.
· Plan and implement a training programme for all volunteers. 
· Ensure effective communication within the FoH team and with all other departments.
· Maintain and manage the FoH box office and membership systems, keeping the system updated with all exhibition and event price structures. 
· Ensure all security procedures are followed and statutory regulations adhered to.

Collaboration
· Work with Finance colleagues to collate and report Box Office income, investigating any variances.
· Liaise effectively and proactively with all departments, including the Café, to ensure all activity is coordinated and to the enhancement of the visitor experience.  
· Oversee delivery of commercial hire and public programme events.
· Work with the Curatorial and Exhibitions teams to enhance the safety and the visitors’ enjoyment of the collection and temporary exhibitions.
· Work with Learning & Engagement colleagues to support a diverse programme of events with a diverse range of participants, including children and school groups, with a particular awareness of safeguarding procedures.
· Work closely with the Development team to produce and deliver high quality cultivation and fundraising events. 
· Work with the Building Manager to ensure safe and effective maintenance and repair of facilities to ensure safety and comfort of the collection and visitors.
· Ensure implementation of Health & Safety policies and procedures and all statutory regulations where relevant.
· Manage the Museum’s calendar/diary to minimise clashes. 
· Promote and administer tour groups and large bookings. 
· Contribute to identifying of new commercial and funding opportunities. 
· Work with the Head of Finance and Operations to monitor the departmental budget.

Person Specification 
The Head of Visitor Experience is a key role in the successful delivery of the Holburne’s mission and vision. The ideal candidate will be socially adept, an effective, inspiring leader and a deeply collaborative member of the museum team. Highly personable, they will be able to motivate and inspire our Front of House team of paid staff and volunteers to ensure that the museum is an open, welcoming, inclusive and inspiring space for everyone.

Essential Skills and Abilities
· Excellent interpersonal skills with the ability to lead, inspire and motivate a diverse team of paid and volunteer personnel, and to build effective professional relationships with colleagues and external contacts at all levels.
· Committed to creating an exceptional and inclusive visitor experience.
· Adaptable and pragmatic, with an ability to problem-solve to address issues promptly.
· Effective written and spoken communication skills.
· Proven management and HR skills.
· Financial literacy with the ability to budget, forecast and set targets. 
· IT skills, and proficiency with Office 365.
· Experience of working with ticketing and POS till systems, analysing ticket sales against KPIs. 
· Willingness to work flexibly to achieve commercial and charitable objectives.

Desirable 
· Experience of event planning and delivery.
· Experience of working in the arts and heritage sector.

How to Apply
Email your CV with a cover letter setting out how you meet the Person Specification to Emma Dashwood at e.dashwood@holburne.org by 5pm on Friday 21 August.
Interviews will take place in the week commencing 7 September.
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