
JOB DESCRIPTION

JOB TITLE:  Visitor Experience Lead - primarily based at Norfolk Wildlife Trust ……….. 
(Offering cover at other Visitors Centres and Bewick House when required)

DATE: December 2025 

OVERALL PURPOSE OF JOB

To lead and coordinate the delivery of a warm, friendly and enjoyable visitor experience so that visitors leave understanding who Norfolk Wildlife Trust (NWT) is and what we do, as well as how they can do more for nature. 

The Visitor Experience Lead ensures the effective and efficient day-to-day running of NWT Visitor Centres, including welcoming visitors and answering queries, overseeing entry ticket sales and retail sales, supporting membership recruitment and event promotion. The role works closely with and supports a dedicated volunteer team and participates in their recruitment, training and supervision.


REPORTING TO
Visitor Experience Manager. (VEM)

REPORTING TO JOB HOLDER
Visitor Centre and Reserve Guide volunteers. 
Hickling/Ranworth Leads will also supervise boat operators.

OTHER WORKING RELATIONSHIPS

Within the organisation
Head of Visitor Experience and Commercial Enterprises, Visitor Experience Managers, Business Support Officer, Volunteer Coordinator, catering teams, local and wider reserve teams, boat operators. Members of the Finance, Membership, Wilder Learning, Fundraising and PR and Communications Teams.

Outside the organisation 
Members and visitors, community groups, contractors, NWT local groups, school groups and media contacts (in consultation with the PR and Communications Manager).


MAIN DUTIES

1. Provide the best possible service for visitors, including providing information about the reserve and Norfolk Wildlife Trust in a welcoming and responsive manner. Ensure equality, diversity and inclusion are considered in all aspects of delivering a first-class visitor experience.

2. In agreement with the VEM and Volunteer Coordinator, promote volunteering opportunities, assist with recruiting and training volunteers to ensure that the centre is adequately staffed at all times, ensure they are fully trained in and aware of centre procedures and the work of NWT. This role will support the completion of volunteer reviews with the VEM and work closely with other volunteer roles on site.

3. Support the VEM with planning and administering the volunteer rotas. Supervise the Visitor Centre Volunteer team to ensure they achieve expected standards of welcome and service, are informed of the latest news from the reserve and wider organisation and are engaged in the active recruitment of NWT members and promotion of retail sales. 



4. Develop and maintain knowledge of NWT, the reserves management plan and it’s wildlife and be able to effectively communicate this to the volunteer team and visitors.

5. Ensure the Visitor Centre is clean, tidy, safe and secure at all times (including toilets and staff areas), and compliant with Health & Safety and other statutory requirements.

6. Work closely with the local reserve team on a day-to-day basis to ensure that areas outside the centres such as walkways, hides and car parks are maintained and kept tidy and litter free.

7. Take day-to-day responsibility for entry ticket, retail and refreshment sales (where appropriate)  

8. Support membership recruitment through conversion of visitors to membership (including securing Gift Aid sign up and payment via direct debit) as well as supporting NWT’s face-to-face recruitment agency when they are present at the Visitor Centre.

9. Ensure all transactions are accurately recorded and reconciled and cash is properly handled (and banked) frequently in accordance with the Visitor Centre Financial Procedures. Maintain accurate financial, visitor and membership records, and weekly returns submitted to the Finance, Membership team and Business Support Officer.

10. Under the guidance of the VEM and Wilder Learning Manager and team, support the planning and delivery of the events programme as required. 

11. Deal with internal and external communications (including any complaints, as per the complaints policy.) in an efficient, friendly and professional way, escalating to the VEM where appropriate.

12. Work closely with the Business Support Officer to maintain our Electronic Point of Sale system (EPOS) and stock taking in line with NWT practices. 

13. Ensure the retail area is clean and attractively merchandised. Rotate stock displays seasonally and make use of temporary displays to promote sales. 

14. Maintain an up-to-date knowledge of technical operational systems within the Visitor Centre, including EPOS, and to ensure the building and contents are kept secure.

OTHER RELEVANT FACTORS OF THE JOB

1. Support the delivery of visitor research such as surveys.
2. In accordance with NWT’s policies ensure data capture and data management is compliant with GDPR and PCI Compliance.
3. Complete mandatory training in a timely manner.
4. Provide Visitor Experience Lead cover at other Visitor Centres.
5. Flexibility to provide cover for emergency or unplanned staff absences. 
6. Undertake ad hoc duties and tasks as discussed and agreed with the VEM.

SITE SPECIFIC REQUIREMENTS

1. Administer and promote boat trip bookings to achieve financial and performance targets.
2. Willing and able to undertake training to operate trip and work boats.
3. Support NWT’s education work and the Wilder Learning Officers when required.
4. Undertake Visitor Centre site responsibility (through duty manager process or similar) as required. 
5. Work with Business Support Officer to support effective processing and fulfilment of off-site retail sales.




PERSON SPECIFICATION

1. Engage with and be able to demonstrate our organisational values when interacting with colleagues, volunteers, and members of the public.

2. Able to communicate effectively with all visitors including groups, volunteers, members of the public, in a courteous, articulate, and professional manner.

3. Able to merchandise and promote goods effectively. 

4. Able to use an EPOS system to manage sales and stock effectively.

5. Able to train, motivate and supervise volunteers and give information to potential volunteers regarding the application process.

6. Good organisational skills with the ability to keep accurate financial and other records. To be familiar with and able to use Microsoft Office software (Word / Excel / Outlook) and a customer relationship management system (CRM)

7. Able to work alone with a solution focused approach to day-to-day issues.

8. Understand the reserve, its wildlife and habitat management and be able to communicate this to visitors.

9. Prepared to travel to other sites.


OTHER RELEVANT FACTORS OF THE PERSON SPECIFICATION

Will be expected to work flexible and sometimes unsocial hours including weekends and bank holidays as the centre is open 363 days of the year.

May be expected to use own transport on NWT business (with own business use insurance if applicable). 

Must have appropriate first aid qualification or willing to undertake training.

Ensure a thorough understanding of, and adherence to, NWT’s organisational policies and procedures, especially with regard to Health and Safety, safeguarding and Equality Diversity and Inclusion (EDI).


LIMITS OF AUTHORITY

Able to purchase items up to specified limit and within set budget as set out in the NWT Purchasing Policy.

Cash handling, recording and banking as set out in the Visitor Centres Financial Procedures guide.


CONDITIONS OF SERVICE
See Contract of employment.


