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INTRODUCTION
Heritage Lincolnshire operates from the Humber to the Wash across the historical county of
Lincolnshire. Our objectives are to advance the education of the public in all matters relating to
Lincolnshire’s rich and diverse heritage and to preserve and investigate that heritage for the benefit
of local people and visitors to the County. We are engaged in these objectives at a time when
recognition of the value of heritage is rising and in a county full of potential in terms of heritage led
regeneration. Our vision is to ensure that: The special character and significance of Lincolnshire’s
heritage is understood, valued, conserved and celebrated for the benefit of local people, visitors
and future generations.

GREYFRIARS, LINCOLN – Visitor Engagement and Support Officer x 2 - FIXED-TERM 15 MONTH CONTRACT, PART-TIME c. £25,877 pro-rata.
Role 1 10.5HRS A WEEK (0.28FTE)
Role 2 12.00HRS A WEEK (0.32FTE)
Hours to be worked over three days, including weekend work.
This role will play an integral role in the Greyfriars project, working within the team at Heritage Lincolnshire as part of a wider partnership with City of Lincoln Council. Greyfriars is an exciting project to bring the Grade I listed building, Greyfriars back to life and into use as a destination venue for learning, events, functions, including a sensitive scheme of interpretation throughout and a café within the undercroft. 
We are hugely excited to finally fully re-open the doors of Greyfriars to visitors and the public after 20 years of this much-loved local building being closed. Our visitor welcome team members will play an all-important role in making sure our visitors are welcomed to the building and have the best possible experience of the site, whether visiting to find out more about the building’s history, for a function, wedding, or talk, or for a coffee and cake in the undercroft café.
You will help manage visitors, bookings, and the successful day-to-day operation of the building and site. You will work in a small but enthusiastic team including other Heritage Lincolnshire staff and a band of volunteers supporting the overall operation including tours and special events.
Heritage Lincolnshire (HTL) is a local charity with over 30 years of experience in the sector. We work across the historic county of Lincolnshire to save heritage at risk, engage communities with their heritage, and promote best practice in the sector. HTL undertakes consultancy services across the Midlands and nationally, and our archaeological unit, APS, works nationally. As a small charity, HTL offers an exciting opportunity for early career professionals who would like to gain a wide range of experience and have a material impact on the organisation they work for.
EMPLOYEE BENEFITS
Heritage Lincolnshire is a well-regarded and established charity. As a small team with a huge amount of skills, experience and enthusiasm, we work collaboratively to deliver a wide range of projects, services and activities.

Benefits include:
· Pension scheme including an employer’s contribution of 5% of gross annual salary 
· 22 days annual leave per year increasing to 23 days after 2 years’ service. In addition, you will be entitled to the usual UK public holidays each year. All entitlements are pro rata. 
· An additional day of paid leave each year to celebrate your birthday
· Membership of the Employee Assistance Programme after successfully completing the 6 month probationary period.
· Flexible working hours with time of in lieu for any additional hours worked
· Mileage and expenses payments
· Childcare voucher scheme
· Continued Professional Development

JOB DESCRIPTION
Job title:		Visitor Engagement and Support Officer - Greyfriars
Location: 	Greyfriars, Lincoln, LN2 1HQ
Responsible to:		Visitor & Operations Manager – Heritage Lincolnshire 

JOB SUMMARY
As Visitor Engagement & Support Officer at Greyfriars Lincoln, you will be the first point of contact for visitors, guests and customers, providing a warm welcome and excellent service. You will help ensure the smooth day-to-day running of the site by supporting front-of-house duties, assisting with events and activities, and maintaining a safe, engaging and enjoyable environment for all.
KEY RESPONSIBILITIES   
· Being the first point of contact for visitors, providing a warm welcome to the building, explaining its history (training will be provided) where required, and helping visitors navigate the building depending on the reason for their visit.
· To support the daily operation of the site, including opening and closing procedures.
· To assist with bookings, retail sales (a small selection of items to purchase will be available) and enquiries in person, by phone and online.
· Monitor visitor areas to ensure safety, cleanliness and accessibility.
· Maintain records as required, including visitor feedback and attendance figures
· Work collaboratively with colleagues and volunteers to deliver an excellent visitor experience
· To support the delivery of events, tours, workshops and other visitor activities. 
· Provide excellent customer service and when required deal effectively with visitor and customer queries and complaints.
· To respond to general enquiries from the public, stakeholders and others as required.

· To follow and comply with all policies and procedures of HTL which includes the Trust’s Health and Safety procedures in the workplace, ensuring personal safety and the safeguarding of the interests and safety of all staff, trainees, visitors, and others at the Trust.
· To support volunteers working with the Trust within the building and on project delivery as appropriate 

· To uphold the working values and expectations of HTL both in the office and when representing the organisation externally.
· To carry out other duties relevant to your post as reasonably required by your line manager.


PERSON SPECIFICATION
	
	ESSENTIAL
	DESIRABLE

	Education/Training/Qualifications
	· Good standard of general education, including GCSE English and Maths, or equivalent experience

	· Customer service training
· Till-training / cash handling
· First aid training


	Experience
	· At least 1 year’s relevant experience
· Good understanding of customer service
· Experience of working with people from a range of backgrounds.
· Computer literate.

	· Experience of working within or with charities.
· Experience of managing difficult customers
· Experience of using bookings and/or till systems.



	Competencies

	· Ability to present a welcoming and friendly manner to visitors
· An ability to work independently, showing initiative and flexibility on occasion where required.
· Good organisational skills
· Good written and oral communication skills.
· The ability to offer a creative approach to identifying and solving issues.
· Ability to work as part of a team.

	· Aptitude for working with volunteers and making use of their skills and experience.



	Values and attitudes
	· Flexible according to the needs of the business
· Smart appearance
· Confidence
· Enthusiastic 
· Committed to equal opportunities
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