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JOB DESCRIPTION AND PERSON SPECIFICATION 

 

Job Title Visitor Experience Officer  
 

Salary Band Band 7  

Section/Team Cathedral Office 

Reporting to Visitor Experience Manager 

Reporting to job holder None 

Hours  5 days per week (35 hours per week) 
to include Saturdays from April – 
October and December each year.    

Date of issue August 2017 

 

Overall Purpose of Post 

 
To promote, generate and deliver group visit offers including guided tours, 
group bookings  and study days: 

- Develop a group visitor strategy to market, promote and deliver group 
visits that increase visitor numbers and income from bookings as well as 
delivering against financial targets.   

- Ensure group visit offers are professionally managed from booking 
enquiry to visit delivery; maintain contact databases, manage all 
booking administration and manage a team of volunteers. 

- Provide ‘front of house’ cover and supervision of the Visitor Welcome 
Area and operations, particularly during busy times, including some 
weekend working. 

- To champion world class visitor experience at all times: role modeling 
and monitoring welcoming behaviours. 

 

 

Health and Safety 

 
It is a general duty of all Cathedral staff to ensure they are familiar with the 
Health and Safety Policy and to adhere to it at all times. 
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 Responsibilities and 
Accountabilities  
 

Nature and Scope of Role  

1 Develop a group visitor strategy to 
market, promote and deliver group 
visits that increase visitor numbers 
and income from bookings as well 
as delivering against financial 
targets.   
 

This includes responsibility for: 
- Researching the visitor market 

including fostering 
relationships with tour 
operators 

- Identifying opportunities for 
new group visitor customers   

- Designing a package of guided 
tours and study days to meet 
market need where the Visitor 
Experience Officer has 
researched, piloted, rolled out 
and evaluated the tours 

- Setting and delivering against 
financial targets for visitor 
income 

- Setting appropriate fees for 
tours 

- Implementing an effective 
evaluation system to evaluate 
group visit offers and 
incorporating feedback so that 
group visit offers become first 
class 

- Preparing management reports 
for the Senior Management 
Team on revenue data and 
opportunities to increase 
revenue 

 

2.  Work with the Development and 
Communications Team to ensure 
group visit offers are appropriately 
marketed and promoted. 

This includes responsibility for: 
- Developing marketing 

materials for group visit offers 
- Devising content for the 

website and social media 
channels and being responsible 
for the  content being up-to-
date 

- Raise the profile of tours and 
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offers to tour operators and to 
the public 

- Maintaining a direct marketing 
database of tour operators and 
other relevant organisations 

- Providing regular targeted 
communications with tour 
operators and clients 

- Being responsible for all onsite 
public tour promotional 
materials and strategies, 
including maintaining the 
What’s On screen 

 

3 To book into the Cathedral diary 
visitor guided tours and Study Days 
in line with policy 

This includes: 
- Working closely with the 

Events Officer in the 
management of the Cathedral 
diary  

- Making judgements about the 
balance of activities in the 
Cathedral, subject to policy  

- Dealing with complex enquiries 
from potential visitors and 
organisations and making 
bookings for them, including 
ensuring that arrangements 
are workable, communicated 
to Cathedral staff and 
volunteers and others as 
necessary  

- Liaising with other parts of the 
Cathedral or outside agencies 
to ensure that bookings will 
work and are planned 
effectively 

- Posting relevant operational 
information for visitors on the 
Cathedral website 

- Ensuring all risk assessments 
relating to booked visits are 
carried out 
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4 To provide front of house cover as 
appropriate and to ensure that 
booked groups have the best 
quality visitor experience possible 

This includes: 
- Providing  a welcome for 

booked groups where 
appropriate 

- Being on-hand in the Cathedral 
to solve operational issues and 
communicate with volunteers 
during busy times 

- Support the operation of the 
visitor Welcome Area, ensuring 
promotional materials and 
signage are in place and 
maintaining excellent 
standards of presentation 

- Working some Saturdays during 
busy periods 

5 To work closely with the Volunteer 
Officer to recruit, motivate and 
train a team of volunteers to 
deliver high quality welcome for 
booked groups and ensure 
volunteer guides are available for 
booked tours.  

This includes: 
- Developing a role description 

for volunteer booked tour 
welcomers 

- With the Volunteer Officer 
taking responsibility for 
ensuring a rota of volunteer 
welcomers and guides meets 
the needs of booked tours 

- Regularly communicating with 
volunteers and providing 
updates on activities for 
Volunteer leaders 

6 To improve the booking system 
and efficiently manage all of the 
administration tasks associated 
with visit offers 

This includes  
- Work with Finance to devise an 

on-line booking and payment 
system 

- Ensuring that organisations 
understand what they will pay, 
that the booking forms are 
accurate, and are passed to 
the Finance Dept for invoicing 
in a timely way 

- Working with Finance to chase 
late payment 

7 To attend weekly POPs (diary) 
meeting (and other operations 

This includes: 
- Advising volunteers and others 
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meetings when applicable) and 
implement necessary action 

of any Cathedral closures or 
bookings that may effect rotas 
or tours 

  

8 
 

To act as secretary for the 
Visitors’ Committee  

This includes: 
- Taking minutes, preparing 

papers, compiling visitor 
feedback and advising on the 
practicalities of arrangements 
for visitors 

9 
 

To carry out other tasks as 
necessary, depending on the 
demands of the Cathedral Office 

Including any other duties as 
directed. 

10 Personal and Professional 
Development  

It is a general duty of all Cathedral 
staff to  

 Ensure that they take 
responsibility for themselves; 

 To adhere to the provisions of 
the Employee Handbook,  

 To treat each other with 
respect at all times and 
embody the cathedral 
WELCOME values 

 Undertake appraisals and 
personal and professional 
development 
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PERSON SPECIFICATION 
 

Attributes Essential Desirable 
 

 
General 
 

 Be in sympathy with the aims 
and ethos of the Cathedral as 
a Christian organisation and 
centre of mission worship 

 Able to work as part of a 
diverse team 

 Able to work some weekends 
or out of hours 

 

 First Aid qualified 

 
Qualifications 
and Training 
 
 

 Educated to degree level  Qualifications in 
marketing, visitor 
experience, heritage, 
customer services or 
business  

 
Experience 
 

 Working (or volunteering) in 
a charitable organisation or 
visitor attraction 

 Experience of working in a 
customer focussed 
environment 

 Experience in building 
relationships with different 
stakeholders 

 Working with volunteers 

 Working in a team 

 Working in a multi-task 
environment 

 

 Experience in marketing 
or sales 

 Experience directing 
vounteers 

 Experience of duty 
managing in a busy 
operation 

 Experience of 
developing group visits 

 

 
Knowledge, 
skills and 
abilities 
 

 Excellent IT skills, including 
the use of Microsoft packages 

 Familiar with databases 

 Proficient in social media 

 Excellent organisation and 
administrative skills 

 Outstanding communications 
skills, written and oral 

 Minute taking 

- Knowledge of the 
role of a Cathedral 
and a concept of 
spiritual heritage 
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 Able to identify opportunities 
to make improvements to 
improve the efficiency and 
effectiveness of the 
organisation  

 
Personal 
Qualities 
 
 

 Able to be a professional, 
friendly and welcoming face 
of Gloucester Cathedral 

 Able to meet targets whilst 
maintaining the highest 
standards of visitor 
experience 

 Able to grow and develop 
with the role 

 Prepared to work hard to 
meet targets and deadlines; 
team worker 

 Someone who can develop 
new initiatives and build 
relationships  

 Able to deliver effective and 
efficient administration 

 A flexible approach to meet 
the ad hoc demands of the 
job 

 

 
 


