SHARPE'S POTTERY
HERITAGE AND ARTS TRUST

Team Leader Visitor Experience
Reports to: Business and Development Manager
Location: Sharpe’s Pottery Museum, Swadlincote
Contract type: This is a 12-month temporary role, with a view to make it more
permanent subject to successful performance by the person appointed,
transformation and sustainable sources of funding to cover the post in future
years.
Salary: £25,350 per annum.
Working hours: Full Time – 37.5 hours per week, Tuesday to Sunday
(alternate Saturday and Sunday shifts). Normal working hours 9am to 5pm

Sharpe’s Pottery Heritage and
Arts Trust is a registered
charity (no. 1077086) and
company limited by guarantee
(no. 03820001)
Preserving the past to secure
our future!

with half an hour break. Occasional evenings to cover events.
Sharpe’s Pottery Heritage and Arts Trust (Sharpe’s) is a local charity, responsible for
maintaining and managing Sharpe’s Pottery Museum (opened in 2003), a grade II listed
building, along with a large collection of artefacts from South Derbyshire’s industrial past.
As well as preserving the local history, the venue hosts community events, special
occasion, performances, conference’s and works with a wide range of partners and
stakeholders committed to educating the community and our visitors about Sharpe’s family
history and the significant changes from 19th century coal mining, clay extraction and
associated industrial activity in South Derbyshire, to a 21st century sustainable landscape
led by the creation of The National Forest!
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JOB DESCRIPTION
Sharpe’s Pottery Heritage and Arts Trust cares for Sharpe’s Pottery Museum, a Grade II
listed building and it’s collections. Through these, we bring the story of South
Derbyshire’s industrial heritage to life for thousands of visitors each year.
No matter what you do or where you do it, by joining us you’ll be playing a vital role in
looking after our heritage site so that it’s collections can be enjoyed today and for
generations to come. You’ll find it’s a workplace like no other – taking you behind the
scenes of this extraordinary site and supporting you to share your ideas, inspire others
and make a difference. You'll also work closely with a range of partners.
What you’ll achieve with us
We aim to create a positive experience that inspires visitors, promotes community
involvement and provides a healthy financial return to help conserve Sharpe’s Pottery
Museum for the future.
The Trust maintains excellent standards of customer service, optimises opportunities to
generate income and ensures that the site and its assets are safe and secure.
What you’ll be doing as part of the team
Leading and co-ordinating the Visitor Experience Team ensuring visitors to the museum
and those participating in our activities and events receive a high quality visitor
experience.
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JOB DESCRIPTION
Duty management
1.To ensure the Visitor Experience team provides a consistent excellent service to our
visitors that ensures their expectations are exceeded and respond courteously and
appropriately to visitor enquiries and feedback.
2. To ensure the Visitor Experience team maintain excellent standards of site and
personal presentation at all times as defined in the museum procedures, from providing
a warm welcome to visitors, to site presentation including but not limited to general
cleaning of all public areas including toilet cleaning and emptying of waste bins.
3. Undertake all pre-opening and closing checks across the museum, working closely
with the Visitor Experience Team members.
4. Be trained to lead on key aspects of the museum’s health and safety, emergency and
business continuity procedures.
5. Compile the daily rota plan for Visitor Experience Team Members and Volunteers and
ensure that all essential positions are staffed and to take action to address staffing
shortages in line with procedures.
6.The central point of contact for providing services, events and visitor-facing activity
across the museum. To ensure that the overall visitor experience is well managed
including activities and events through working collaboratively with the Business and
Development Manager and Marketing and Programme Assistant.
7. Responsible for daily cash-handling, bookings and event reporting and reconciliation,
float management and supervisor-level duties for event tickets.
8. Be trained and able to undertake technical AV and IT troubleshooting in galleries and
with key museum equipment including TVs, iPads, laptops, radios, mobile devices,
signage and any other essential technical support.
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JOB DESCRIPTION
9. Ensure that visitor information is correctly displayed in all public areas, to be trained
on the digital signage content and that all communication material is stocked and wellpresented.
Visitor experience team leadership
10. Lead the Visitor Experience team (VE Team Members and volunteers) across the
museum, including the visitor welcome, souvenir and gift shop, venue bookings,
interactive and engagement activities and at museum events.
11. As an active and visible leader, model how to achieve the museum’s standards of
service, welcome, engagement and up-selling culture for all Visitor Experience team
members. To understand who the museum’s audiences are and support the team to
meet and exceed their expectations, including excellent communication skills.
12. Plan and deliver informative and motivating briefings to the team and maintain
excellent communication to all visitor-facing staff so that they are equipped to deal
effectively with all visitor enquiries.
13, Working closely with the Business and Development Manager, support the
recruitment, training, coaching and ongoing development of all Visitor Experience team
members. This will include holding regular formal and informal 1-2-1 sessions,
supporting the appraisal process and in preparing engagement research material and
training sessions for exhibitions.
14. Ensure all Visitor Experience team members are attaining the required levels of
presentation, time-keeping, attitude and behaviour at all times. Report any issues and
feedback to the Business and Development Manager, working together to decide on
actions required.
15. Manage the volunteers, treating them as integral members of the museum and VE
team; be responsible for their induction, daily briefing and supervision and for timely
review meetings.
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JOB DESCRIPTION
Venue Hire and Events
16. Co-ordinate and supervise events, activities and venue bookings, along with
processes and procedures such as risk assessments, health and safety, staffing and
equipment.
17. Undertake training in the museum booking and ticketing systems to supervisor level
and work closely with the Business and Development Manager and Marketing and
Programme Assistant on all aspects of the day to day booking and event services.
18. Be the advocate for cross-selling with retail and catering offers and to encourage
active up-selling to all visitors for the Edmund Buddy scheme and Adopt an Object.
19. Develop and implement procedures to improve ticket selling that encourages
visitors to book tickets and hire the venue on their own devices.
20. To provide guided tours and/or train others to undertake tours of the site and
ensure, where applicable, tour equipment is accounted for and kept in proper working
order.
21. Provide training and coaching to all Visitor Experience team members in the booking
and ticketing systems and services, for them to be able to administer back office duties
such as attendance lists and reporting.
22. Manage and update the bookings and events calendar, so that all Visitor Experience
team members and volunteers are aware of whats on and what will be expected of them
when on duty.
23. Ensure all enquiries and bookings through the associated email accounts are
responded to in a timely and professional manner in accordance with the museums
procedures.
24. Liaise with the Marketing and Programmes Assistant, to ensure they have details of
all events, activities and bookings taking place at the museum, for them to add to the
website and include in marketing materials and on social media.
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Rota administration and management team support
25. Work closely with the Business and Development Manager to ensure the rota is managed
effectively, within agreed staffing levels for core museum activity, public programme and
events.
26. Proactively manage the rota to address any staff shortages, sickness or short-notice
requests for support
27. Undertake the regular timesheet and expenses processing and checking procedures,
ensuring all documents are accurate and submitted within deadlines to the Business and
Development Manager.
Teamwork
28. To work cooperatively and collaboratively in a high performing team to meet the needs of
the charity and show initiative and take on additional responsibility when required
29. To improve your own role and strengthen job knowledge through undertaking training
courses and attending conferences that are considered necessary as a result of the
Performance Development Review process
30. To work evenings and weekends flexibly within the team.
Statutory Compliance
31. To undertake building checks and respond to health and safety issues, including dealing
with emergency contract callouts e.g. maintenance, ensuring that the property complies with
Health and Safety legislation.
32. To follow set processes to ensure the site is secure at all times and to use personal
protection equipment as provided and directed by your manager.
33. To adhere to all financial procedures to include recording of receipts and safeguarding of
monies: to implement amendments to standard procedure as instructions may dictate.
34. Exercise the highest level of integrity when dealing with personal and sensitive
information, taking into account UK GDPR legislation.
This post can involve working with children or vulnerable adults and therefore, under the
Rehabilitation of Offenders Act 1974, all applicants who are offered employment will be
subject to a basic Disclosure and Barring Service check.
Occasionally, we may need to review a job description to incorporate any changes or other
duties needed for the role as identified by the line manager.
We’re also committed to providing equality of opportunity, so if yu have a disability, we would
be happy to discuss reasonable adjustments to the job with
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PERSON SPECIFICATION
Essential Experience

Desirable experience or capability to be trained

Customer service in a public-facing environment with
practical experience of leading and motivating a team

Maintainenance of a heritage site and its
collections

Ability to prioritise, make a appropriate decisions and
manage a rota effectively

Experience of working with bookings and/or
point of sale systems

Managing volunteers and some understanding of best
practice in involving volunteers

Understanding of risk assessment processes,
requirements of the Equality Act 2010, health
and safety and licensing legislation

Duty management responsibilities including health and
safety, security and cash handling procedures in a publicfacing environment
Meeting and exceeding income targets and motivating
others to achieve these targets.
Excellent computer skills including extensive use of
Microsoft Office applications.

First Aid trained and experience of
undertaking duty First Aider role
Experience of recruitment and training team
members, line management and setting
forward job plans

Skills and attributes
To have a confident, friendly and problem-solving attitude, especially in front of large groups of people and in
high-pressure situations.
Ability to work calmly under pressure.
Understanding of how principles of diversity and accessibility applies to a public-facing organisation
The ability to communicate clearly and accurately through various methods including person-to-person and in
group briefings, written information on signage and by email and telephone.
A passion for exceeding visitor expectations, willingness to go beyond core duties to ensure an excellent
experience and achieve this culture in others.
High standards of personal presentation and appearance
General knowledge of other local amenities and attractions

