
    Job Description – Visitor Welcome Assistant 
 
 

Overall Purpose of Post 

 
Visitor Welcome Assistants will ensure the smooth running of the day to day onsite 
visitor experience at Gloucester Cathedral. The role will be on the front line of the 
Cathedral’s interaction with the public.  
 
The key responsibilities include: 
 

 Providing a world class welcome to all Cathedral visitors 
 Encouraging visitors to donate on entry to the Cathedral and meeting associated 

financial targets 
 Being a key member of the team delivering the daily visitor facing operations  

. 
 

Context in which Cathedral Jobs are carried out 

 
We want all our people to have good working experiences – and we seek to continually improve 
our working systems and arrangements.  We welcome and encourage new ideas and suggestions 
about what we can do better. 
 

 

 Responsibilities & Accountabilities Nature and Scope of Role  

1 
Day to day visitor operations and 
welcome 

 

 To provide a consistently warm, 
professional and efficient welcome at 
the Cathedral’s entrance    
 

 To regularly report to the Visitor 
Welcome Manager and Head of Visitor 
Experience on the quality of the visitor 
experience and make suggestions for 
improvement 
 

 To act as front line support for visitor 
facing volunteers, including conducting 
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daily briefings to ensure they have a 
strong knowledge of the visitor offer 
for that day and are able to 
communicate this to the public 
 

 To champion world class visitor 
experience at all times and act as a 
role model for exceptional service, 
monitoring welcoming behaviours to 
ensure consistently high levels of 
customer service are delivered 

 
 Respond to visitor feedback in a 

professional and timely manner, 
escalating when necessary 

2 
Supporting the delivery of the Visitor 
Income Generation Plan through 
maximising visitor donations and 
sales of tours and literature, etc 

 

 Offer a warm greeting to visitors and 
through a positive approach ask for 
donations from the public on entry to 
the Cathedral, including encouraging 
gift aid donations and reporting 
donation activity to the appropriate 
colleagues 
 

 Work as part of a team to collect and 
record donation box income and 
reporting on this as required 
 

 Boost donation income by asking 
visitors to Gift Aid their contributions 
as much as possible 
 

 Raise the profile of and sell tickets for 
Cathedral tours 
 

 Learn about and promote the full range 
of Cathedral offers, activities and 
services 
 

 Provide excellent customer service in 
sales of key retail items, including 
Walk Around Guides 

3 Front of house set up and 
presentation 

 

 Ensure the Welcome Area, Tribune 
Gallery, Cathedral Floor, visitor toilets 
and exterior of the Cathedral are 
welcoming, clean and tidy at all times. 
This includes regular checks, top up 
cleans and restocking of visitor toilets 
and other areas as requested 



 Ensuring promotional materials and 
signage are relevant, well stocked and 
in date 

 
 maintaining excellent standards of 

presentation 
 
 Being on-hand in the Cathedral to solve 

operational issues and communicate 
with visitors and volunteers 

 
 Operate tills and card machines 
 

 Ensure cashing up procedures are 
followed at the end of each shift, 
reviewing discrepancies, resolving or 
reporting them depending on the 
nature of the error 

 Support the collection of visitor data to 
ensure that the Cathedral has robust 
visitor numbers 

4 Health and Safety 

 

 To support Cathedral operations in 
ensuring the safety and security of the 
Cathedral and its visitors by acting as 
the eyes and ears on the ground and 
reporting any concerns immediately to 
the appropriate colleagues 

 Actively monitoring the Cathedral’s 
CCTV systems 

 Being the main point of contact for 
reporting incidents of anti-social 
behaviour on the Cathedral site 

5 Events  Provide some out of hours, front of 
house cover for events, including ticket 
desk duties and stewarding 
 

 To communicate and work in 
conjunction with other teams to ensure 
events and busy days run smoothly  

 Provide some support for basic events 
set up on occasion as directed by the 
Visitor Welcome Manager or Visitor 
Operations Team 

6 Cathedral Green  On occasion perform duties as required 
in the outside space, including 
admitting vehicles to the close, 



assisting with disabled parking 
requests, and liaising with drivers 
making deliveries, etc. This includes 
remote operation of the bollards. 

 Providing a warm welcome for visitors 
to cathedral Green and encouraging 
visits inside the building. Ensuring the 
space is presented well and free of 
litter, etc. 

 Assisting with basic set up for some 
outdoor events 

7 Group Visits Ensure the smooth entry of groups to the 
Cathedral by 

 Providing a warm welcome 

 Delivering short introductory talks 
where appropriate 

 Administering Walk Around Guides and 
other literature 

 Liaising with volunteer guides on the 
day to ensure that arrangements are in 
place  

8 Personal Development  To seek and take opportunities for 
personal practical learning and 
development 

 To represent the Department and 
Cathedral on appropriate networks 

 
 
 

 Generic Responsibilities 

1 The role requires the post-holder to regularly work at weekends, bank holidays and 
evenings. A suitable working pattern will be agreed with the Visitor Experience Manager but 
will include at least two weekends per month. Time off in lieu will be given for internal 
events and over-time may be paid for external events when agreed by the Head off Visitor 
Experience  

 

The post will be primarily based in the Cathedral. 

2 To ensure that all health and safety instructions are followed and that care is taken to 
ensure safety for self and colleagues, reporting concerns immediately 

3 To treat everyone in a way which reflects the Cathedral’s Welcome Values  

3 To undertake as requested other duties as may reasonably be expected  

 



Person Specification 
 

Attributes Essential (or expected to 
train/qualify to that standard) 

Desirable 

 

Qualifications 
& Training  

 Good basic English and Maths  First Aid qualified 

 Qualifications in customer services, 
visitor experience or heritage 

Experience 

 
 Experience of working in a 

customer service or visitor 
facing role 

 
 Experience of delivering against 

performance targets  

 

 Experience in a sales environment 
with experience of delivering 
against financial targets 

 Previous cash handling/till 
reconciliation experience 

 Experience of working with EPOS 
system 

 

 

Knowledge, 
skills and 
abilities 

 
 Good IT skills, including the use 

of Microsoft packages 
  

 Ability to remain calm, work 
under pressure and manage 
multiple tasks 

 
 First rate customer service skills 

 Outstanding verbal 
communications skills 

 Proven ability to handle 
demanding and difficult 
situations with the public in a 
calm and confident manner 

 Ability to multi task and 
prioritise without compromising 
on quality 

 Ability to work with volunteers 

 Knowledge of Cathedral operations 
and practises 
 

 Good written communication skills 
 

 Familiar with the use of tills 
and/or cash handling 

 
 A working knowledge of front of 

house ticketing systems 

 

Personal 
Qualities 

 To be in sympathy with the 
ethos and vision of Gloucester 
Cathedral as a Christian 
organisation 
 

 Genuine desire to provide 
excellent customer service 

 
 Strong attention to detail 

 
 Approachable with a positive 

and enthusiastic attitude

 



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

 
 Able to work on own initiative 

without immediate supervision 
from manager 

 
 Motivated by targets and able to 

inspire others to achieve targets 
 

 Prepared to work hard to meet 
targets and be a team player

 


