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Title:   Visitor Operations Manager 
Reports To:  Head of Visitor Operations (Senior Visitor Operations Manager) 
Responsible for: Deputy Visitor Operations Managers / Visitor Operations Site 

Supervisors, Visitor Operations Hosts. 
Salary:   £23,750 - £25,750 
Holiday:  31 days p/a including Statutory Bank Holiday days 
Hours of Work: 40 hours per week including weekends / evenings / Bank Holidays 
 
Key purpose of Role 
 
To ensure that the Attractions are delivered to the highest possible standards on a 
day to day basis and to ensure that all the attractions; premises, staff and policies 
operate to the highest possible standards, are commercially successful and are 
regularly reviewed and developed.  

Principal Assignments: 
 
Premises Management 
 
1. Effectively manage the day to day visitor services of the Attractions to the highest 

standards, in order to achieve the best possible experience for visitors.  
 
2. Deal effectively with any situation, which may arise as laid out in the operational 

procedures. These include dealing with enquiries, lost children, first aid, evacuation, 
complaints, unruly visitors and theft. 

 
3. Ensure that all areas are suitably staffed at all times, assisting with break cover as 

and when required, and be a constant presence front of house, apart from when on 
designated breaks.  

 
4. Ensure that the retail areas are maintained to the agreed standards, with correct 

levels of stock in place, advising of any deficiencies and maintaining close liaison 
with the JORVIK Group Retail Visitor Services Manager. Ensure that Visitor 
Operations staff maximise sales at all times.  

 
5. Ensure that all Visitor areas are prepared on a daily basis as required, regularly 

checking all areas for safety and full operation, levels of consumables, standards of 
decoration and signage. Complete all required checklists and logs and report any 
deficiencies to the Head of Visitor Operations. 

 
6. Carry out regular technical checks of the building, with members of Technical Team, 

to ensure that agreed standards are maintained and prioritised in terms of the 
building fabric and facilities. Liaise with external contractors and the Technical 
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Department to ensure the efficient repair and maintenance of equipment and 
facilities. 

 
7. Monitor cleaning standards ensuring that stocks of all cleaning and toilet 

consumables are maintained. Carry out regular daily cleaning and toilet checks.  
 

8. Provide First aid to Staff and Visitors to the attractions, following external training, 
which will be provided during the training period. 

 
9. Ensure the safety of visitors at all times, by adhering to Health and Safety regulations 

and appropriate codes of safe working practice laid down by the management. Work 
with the Deputy Technical Manager / H&S Officer to ensure that agreed health and 
safety practices are implemented. 

 
10. Ensure Covid guidelines are being adhered to by staff and are relayed to the visitors 

in a polite and respectful way. 
 
11. Maintain the accident report books for each Attraction and ensure that any RIDDOR 

reportable incidences are reported to the Head of Visitor Operations. Ensure that all 
correct incident related documentation is maintained. 

 
12. Ensure that the building is opened and closed at the designated times, and that the 

building is fully secure at all times. Act as key holder, and be on the call out list for 
the Attractions in case of incidents outside operational hours. 

 
13. Ensure that all till points are complete and correct at the beginning of each 

operational day. Maintain checks and security throughout the day, and ensure that 
all tills are removed and cashed up correctly at the end of each day. Maintain correct 
cash handling procedures and report any discrepancies immediately to the Head of 
Facilities and Projects. 

 
14. Ensure all secondary spend areas are monitored and ordered in good time; Guide 

Books, Coinstrike goods. 
 
Staff Management 
 
12. Monitor Visitor Operations staff performance, conduct and appearance on a day to 

day basis. Ensure that interpretation staff at the Attractions proactively engage the 
visitors, and explain the exhibitions in an agreed and appropriate manner in 
accordance with job role. 

 
13. Aid with HR procedures, recruitment, induction, absence monitoring, training and 

disciplinary hearings. 
 
14. Create and manage Visitor Operations and Host staffing rotas, ensuring that the 

budget is adhered to at all times. Ensure that rotas are distributed to staff in a timely 
manner. Manage any absence, holidays or sickness. With the Head of Visitor 
Operations, ensure ongoing agreed levels of staffing, recruit when necessary, and 
ensure that all Visitor Operations staff and volunteers are correctly and adequately 
trained. 
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15. Liaise with the Deputies / Supervisors / Team Leaders and ensure that all relevant 
operational information is passed to Visitor Operations staff and volunteers on a day 
to day basis. Attend and arrange any necessary operational team meetings. 

 
16. Complete payroll / holiday spreadsheet information on a weekly basis and ensure 

that all information is transferred to the Finance department in a timely manner. 
 
Developmental Responsibilities 
 
17. Continually review and update the Operational procedures file to ensure accurate up 

to date information is provided to all front of house staff and volunteers. 
 
18. Identify and develop new initiatives for the Sites and be involved with the planning 

processes for these initiatives as appropriate. 
 
19. Participate fully in the training programme as specified. 
 
Other Responsibilities 
 
20. Carry out any other duties of a similar nature as may be reasonably requested by 

the management and undertake specific projects, as and when required, across site 
and for special events. 
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