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Stowe House Preservation Trust & Stowe School  
 
Job Description  
 
Job Title:  Visitor Experience and Events Officer   
Department:  Stowe House Preservation Trust (SHPT) & Stowe School 
Accountable to: Visitor Experience Manager 
 
 
Purpose of the job: 
 
This is a new role which will support the Stowe House visitor operation, and also Stowe School’s 
public events across the wider school site.  
 
Stowe House Preservation Trust 
 
Stowe House Preservation Trust (SHPT) opens Stowe House to the public as a heritage property and 
restores it for the nation.  Our partners the National Trust own and manage the landscape gardens 
and opens the grounds to over 200,000 visitors a year. Stowe House is open to the public during the 
school holidays and, for guided tours, during term time. Stowe House is a working school; the school 
make use of many of the historic spaces, and we work in close partnership to ensure a successful 
collaborative approach.  
 
This position with Stowe House Preservation Trust directly reflects our commitment to our visitors 
and the importance of engaging new audiences. The role requires excellent customer service skills 
and interpersonal skills. In addition to front of house support, you will be required to carry out 
administrative tasks to ensure that the day-to-day running of Stowe House meets our high standards. 
 
Responsible for overseeing the smooth running of the visitor offer and the visitor volunteer team 
during house opening hours, the role ensures that our team delivers the highest standard of visitor 
experience. You will work with the rest of the SHPT team to ensure that key elements of volunteer 
management, customer care, retail and visitor experience are delivered, along with assisting at 
events and promotions. 
  
Key Responsibilities and Accountabilities: 
 

• Acting as duty manager, you will be responsible for the smooth running of the daily visitor 
experience offer including overseeing the volunteer team, maintaining high standards of 
presentation within the exhibition routes, ensuring adequate staffing, following health, safety 
and fire procedures and exceeding customer service expectations. 

• As part of a small team, you will undertake admin tasks relating to the visitor offer, such as 
dealing with visitor enquiries, taking bookings, staff rotas, and helping to maintain our social 
media channels and website. 
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• You will effectively engage, motivate, and support our volunteer team and with the Senior Visitor 
Experience Officer actively recruit, develop, and train new volunteers.   

• You will innovatively lead and achieve financial targets and KPIs as set by the senior management 
team  

• You will be a positive representative for Stowe House and ensure the continued good working 

relationships with Stowe School, Stowe Events, and the National Trust to contribute to the 

further development of the visitor experience at Stowe House. 

 
Key Tasks: 
 
Visitor Experience:  
 
1. Daily operational responsibility for the visitor experience across the Stowe House operation, 

including ensuring that visitor experience is perfectly presented and that the site is open/closed 
in accordance with the agreed operational & security procedures.  

2. Act as Duty Manager whilst open to the public, ensuring the safety of visitors & the volunteer 
team and to lead on evacuations and emergency situations.  

3. To have full understanding of our EPOS ticketing system and manage the accuracy of the daily 
floats and administration of the house takings. 

4. To respond to visitor and volunteer enquiries and complaints in person, by phone and email in a 
timely manner.  

5. To consistently monitor and evaluate the visitor experience, feeding into marketing and 
organisational planning, implementing improvements accordingly.  

6. To be responsible for the presentation of the visitor route ensuring that high standards are 
always maintained.  

7. To welcome group visits to Stowe and liaise with group leaders, catering, and the NT to ensure 
visits are well organised. 

8. Lead by example in deliver exceptional customer service to ensure that visitors have the best 
possible experience with us and to help increase visitor numbers and encourage repeat visits 

9. Ensure that the necessary risk assessments, accident and incident reports, and routine 
inspections in relation to public areas are completed, logged, and communicated as required. 

10. Build excellent and productive relationships with key partners and external stakeholders to 
develop the visitor offer at Stowe and to seek out opportunities for collaborative working.  

11. To troubleshoot any issues that may arise and liaise with the appropriate department to ensure a 
timely solution.  

 
Volunteers: 
 
1. To motivate, train, and develop the visitor services volunteer teams to always deliver the 

highest standard of visitor service.  
2. To manage rotas to ensure that the visitor offer is adequately staffed by volunteers and cover 

the visitor offer when volunteers are not available to do so. 
3. To carry out daily volunteer briefings, making sure that the volunteers have a clear 

understanding of their roles and responsibilities and are ready and able to offer high standards 
of customer service.  

4. To actively recruit new volunteers, including interviews, inductions and identifying new 
volunteer opportunities. 

5. To report to the VEM on the performance of the volunteers with recommendations for specific 
action where appropriate. 
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Commercial operations: 
 
1. To ensure all stock is regularly replenished throughout the day and report low levels to the 

Senior VEO or VEM. 
2. To deliver daytime and some evening events, including marketing the event, setting up and 

packing it down, so that they run in accordance with the booking.  
3. To always seek opportunities to improve and innovate the retail/ refreshment offer.  
4. To ensure that appropriate financial and cash handling procedures are always in place and 

followed, and that a full audit trail is maintained. 
5. With the VEM help to develop and grow our visitor numbers, retail operation, and public 

programme events to maximise commercial opportunities and increase revenue streams. 
 

Security, Health & Safety: 
 
1. To understand and comply with all H&S, Safeguarding & GDPR policies and procedures for the 

site and ensure they are being adhered to. 
2. To ensure that the necessary risk assessments, accident/ incident reports, and routine 

inspections in relation to the visitor route are completed, logged, and any issues 
communicated as required.  

3. To conduct regular checks to ensure a safe working environment throughout the visitor route, 
reporting any issues and working with other departments to resolve as soon as possible.  

4. To ensure that all volunteers are fully trained in fire safety and emergency procedures, 
including safeguarding and evacuation procedure. 

5. To act as a designated fire warder and first aider, ensuring that all emergency equipment is in 
place and that first aid kits are kept stocked and in date.  

  
Other: 
 
Undertake any other relevant activities which fall under the general scope of this role as directed 
by the Visitor Experience Manager  

 
 

“Stowe Presents” Public Programme – Stowe School  
 

The other part of this exciting new role will be to help plan and deliver Stowe School’s series of public 
events, which will take place in locations across the school site.   
 
Working closely with the Director of the Stowe Presents series, in addition to the Stowe House visitor 
team, you will play a key role in developing the new public events, working on event administration, 
and planning, marketing, ticketing, and acting as the Duty Manager for many of the daytime and 
evening events.  
 
As this is a new role, your rota will be planned carefully in advance (working with the Director, VEM 
and Senior VEO) to ensure that your workload is manageable across the two different requirements 
of the role.  
 
Key Tasks: 
 

1. To work with the Director of Stowe Presents, the VEM and the Senior VEO to plan the rota of 
staff resource and support across the calendar year, and to take direct responsibility for 
certain events. 

2. To ensure that all arrangements for specific events are planned and delivered, including 
ticketing, front of house volunteers, parking management, bar arrangements, additional 
cleaning and looking after artists. 
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3. To support the Director with marketing support including mailing list management, updating 
Facebook and Instagram pages, populating Mailchimp updates, web page management, and 
TicketSource administration. 

4. To liaise with colleagues across the school on the arrangements for specific events, and to be 
a helpful and friendly point of contact. 

5. To attend planning meetings either alongside the Director or the VEM/Senior VEO, and 
sometimes to attend individually. 

6. To take responsibility for some specific ticketing allocations for Drama department shows, 
ensuring that School Houses receive allocations alongside general public ticket bookings.  

 

 
 
Person Specification: 
 
The selection of candidates for short-listing will be based on this specification and candidates should 
bear this in mind when preparing their cover letter and CV: 
 

Attributes Essential Desirable 

Qualifications • GCSE qualifications or equivalent  • Customer Service qualifications  

Specialist Skills & 
Experience 

• Experience of working in visitor 
operations and/or customer 
service role, ideally in a heritage 
or visitor attraction setting 

• Experience in delivering high 
levels of customer service.   

• Good communication skills 

• Good level of numeracy skills  

• Good interpersonal skills  

• Excellent IT skills 

• The confidence to proactively 
engage with all our visitors and 
to deliver talks and tours of the 
House 

 

• Experience of working with EPOS 
systems 

• Experience of working with and 
supervising volunteers 

• Previous duty manager 
experience  

• Experience promoting and 
upselling products or events  

• First Aid training qualification  

• Experience with a website 
content management system 

• Experience designing Mailchimp 
(or similar) template 

Personal 
characteristics 

• A passion for working with 
people and a positive, can-do 
attitude 

• Proactive, engaging, and 
approachable  

• Good team player 

• Able to multi-task 

• Good communication skills 

• Able to work under pressure, be 
flexible and problem solve. 

• Well organised and good time 
management skills 

• Flexible and able to work 
weekends, bank holidays and 
evening events  
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Terms and Conditions:  
 
The salary for this role is £25,000, and employment will be with Stowe House Preservation Trust and 
Stowe School. 
 
Hours of work: An average of 37.5hours per week, 52 weeks per year. Shift pattern covers 5 out of 7 
days, to include and weekend work and some evenings. 
 
Annual leave: 25 days plus bank holidays 
 
We aim to ensure a rota is issued three months in advance to indicate the pattern of work.  
 
Therefore, the postholder will need to offer flexibility and availability in order to make a success of 
this role, and the role will be site-based at all times.  
 
Date agreed: January 2023 
 
This job description reflects the present requirements of the post and as duties and responsibilities 
change/develop, the job description will be reviewed and be subject to amendment in consultation 
with the post holder. 
 
 


