
 
 
JOB DESCRIPTION 

Job Title Retail & Admissions Manager 

Reports to  Commercial Manager 

Scope of Role 

Business Area Commercial 

Overall Job Purpose 

Responsible for leading the Retail and Admission function:  

 Take ownership of the strategic direction of the Retail & Admissions provision of the Museum ensuring that 

targets and expenditure are competently managed to achieve set targets. 

 Take a lead in brand awareness with the support of the Commercial Manager 

 Ensure operations run smoothly and realising the full income potential of Visitor Admissions and The Shop  

 Managing the Retail and Admissions Team, ensuring they are trained, knowledgeable and focused on 

delivering all KPIs.   

 Responsible for ensuring all visitors and guests are warmly welcomed and have an increased awareness of 

the Museum’s activities and events. 

 
Accountabilities/Responsibilities 

Visitor Welcome & Admissions   

 Ensure all visitors receive exemplary service. An experience that is warm, welcoming, positive, engaging 

and memorable.  

 Ensure the team respond swiftly and positively to all customer enquiries and help all visitors get the most 

out of their visit and encourage them to return.   

 Provide visitors with information, promote events/activities/membership, encourage support.   

 Achieve Admission KPI targets.  

 Promote and Administer Gift Aid. Encourage mailing list sign-ups and membership take up.   

 Plan and organise the admissions operation for large scale and Signature events and be an active part of 

the commercial team’s planning for each event.   

 Manage the online ticketing system, DigiTickets.   

 Responsible for content, training staff, reports and reconciliation.  

 Take a lead role is maximising system functionality and development.  

 Work closely with the marketing team and commercial manager to maximise ticket sales conversion    

 Shop   

 Achieve or exceed targets.  

 Ensure the team are focused on selling, and upsell to increase sales.   

 Identify opportunities to drive further sales by proactively assessing and targeting audience segments and 

maximising feedback on product performance, stock levels, customer feedback and opportunities.   

 Keep abreast of the sales performance, be able to produce and analyse reports.   

 Ensure shop floor layouts and merchandising displays are commercial, attractive and maximise sales and 

are changed in accordance with buying and promotional schedules.  

 Ensure cleaning and housekeeping standards are consistently achieved.   



 Manage stock replenishment and the organisation of stock room areas.  Take the lead role in organising 

the takes.   

 Take ownership for shop security and minimising shrinkage.   

 Manage the operational aspects and trading of seasonal, exhibition and pop up retail offers.   

Team Management & Communication  

 Recruit and induct staff, ensure they are effectively trained in all processes and procedures and have a 

high level of product knowledge.   

 Motivate and support the team, conduct reviews and manage performance.   

 Ensure effective team communication to keep the team updated and informed. Deliver effective briefings, 

handovers, and team meetings.   

 Encourage and develop team working with wider teams working across the Museum 

Systems & Governance  

 Responsible for accurate cash handling procedures and ensuring compliance with audit and security 

requirements. Ownership for investigating and resolving all discrepancies, and training the team.  

 Work closely with the Finance Team and keep informed on discrepancy performance and the accuracy of 

Retail and Admissions data into the accounting systems.   

 Act as a lead user for EPOS front-end operations, training system users, facilitating troubleshooting and 

recommending improvements.   

 Take the lead in managing the DigiTickets system maximising the conversion of ticket sales and accuracy 

of data.   

 Manage the content and fulfilment of the Online Shop. Achieve income and cost budgets.   

 Ensure health and safety regulations are adhered to.   

 In the event of an emergency take responsibility for customers and staff and follow emergency and 

evacuation procedures. Ensure the team are fully trained in all emergency procedures.   

 Other  

 To be available to work weekends and additional hours including evening and out of hours events i.e.  

 Undertake any other reasonable duties as requested by the Commercial Manager. 

 
Competence / Knowledge / Skills required 
 

 Demonstrable retail management experience, including customer facing and shop floor experience.  

Preferably in a gift shop or visitor attraction.   

 Have a track record for growing sales and exceeding targets.   

 Demonstrable experience in effectively managing budgets.   

 Demonstrable experience in setting and maintaining high standards of operational effectiveness and 

effective staff management.   

 Experience in delivering consistently high levels of visitor service through effective staff management and 

role modelling.   

 Excellent IT skills, including use of EPOS systems, on line sales, Word and Excel   

 Understanding of Gift Aid and experience of working in ticketing/admissions.   

 Excellent communication skills, working collaboratively to gather and share information.   

 Strong organisational and multitasking skills. Able to cope with competing demands.   

 Ability to problem-solve quickly and creatively.  

 Proactive, flexible and a hands on team player.   

 Can work under pressure whilst supporting and motivating teams.   

 Willingness to pitch in and help as necessary.   



 


