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 Position Title: Team Leader Visitor Services  

Section 1: Position Details  

Position Number: T134 

Classification: APS 5 

Type of Employment:  Non-Ongoing APS Employee 

Division:  Commercial & Visitor Services 

Section:  Retail, Merchandising and Visitor Services 

Reports To:  Manager retail, merchandising & visitor services  

Number of Direct Reports:  0 

Number of Subordinates:  Labour hire agency staff 

Date PD Finalised: 1 February 2017 

Prepared by:  Matt Lee 

Valid From: 1 Feb 2017 

Review Date:  1 Feb 2018 

Section 2: Organisation Operating Context  

The Australian National Maritime Museum (ANMM) is the leading centre for maritime heritage in 

Australia. Our mission is to promote a broad interpretation of maritime heritage and culture; to preserve it 

and to bring it to life by:- 

 Developing and managing the National Maritime Collection through research, acquisition, 

conservation and interpretation 

 Exhibiting the National Maritime Collection and other historical material in our care 

 Presenting maritime heritage information through public and learning programs, events, the internet 

and publications 

Expanding our sponsorship, marketing and other commercial revenue sources 

Section 3: Position Purpose 

The purpose of the position is to: 

 

Plays a pivotal role in ensuring museum visitors have an outstanding experience, facilitates information 

sharing and improvement across the museum in relation to visitor experiences – ensuring smooth 

transition of information from museum to front of house staff. Plays a critical role in affecting the first 

impressions of visitors as they enter the museum.  

 

The Visitor Services Team Leader is responsible for the coordinating and overseeing the implementation 

and logistics of the visitor experience at the Museum. It also has oversight of the ANMM's front of house 

operations, and management of visitor data and ticketing. This role has wide exposure to the Museum as 

it must coordinate and ensure accurate information is shared amongst various departments and 

communicated to the Front of House sales team. The role is responsible for motivating and engaging the 

Front of House Sales teams to upsell museum products and deliver exceptional customer service to both 

internal and external stakeholders. The role plays a strategic role in assessing the operational viability or 
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processes for new ticketing partnerships – working closely with Marketing to deliver on these outcomes. 

 

 

Section 4: Accountabilities and Outcomes (Maximum 5) 

The position is accountable for other functions and outcomes and may have others assigned from time to 

time. 

 

Accountability 1: FOH – operations (day to day) 

 

Outcome 1: Manage and maintain front of house requirements related to ticketing and appearance that 

will provide an exceptional visitor experience including troubleshooting ticketing issues, dealing with 

third party suppliers or internal departments to resolve issues such as scanning readers, ticket printers or 

admissions system errors. Ensure the front of house teams have sufficient stock of all material such as 

brochures, wristband, and stationery to ensure they can re-stock and sell appropriately. This can also 

include setting up and managing additional ticketing outlets 

 

Outcome 2: Manage and respond to customer and client complaints – when they are onsite or related to a 

front of house or ticketing experience. Demonstrate exceptional customer service skills to resolve 

customer complaints when they are onsite. If they are not related to the front of house or ticketing 

experience, the role must liaise with the respective internal department to deliver a seamless experience to 

the dissatisfied customer. Maintain appropriate record keeping using the CRM or other appropriate 

system to maintain accurate records in relation to the complaints 

 

Outcome 3: Present the ideals of the museum through the presentation of the foyer, museum perimeter 

and the service provided by front of house staff; including monitoring the museum as a whole.  

 

Outcome 4: Report and identify issues relate to cleaning, maintenance or visitor experiences that are 

beyond the control of the Front of house Staff or this role. Report any continuing issues with a front of 

house sales team member to the outsourced contract manager immediately as well as the Section Head 

and/ or Assistant Director.  

 

Outcome 5: Ensure the Front of House sales team have sufficient stock, work and activities during 

periods of down time – so they maximise efficiency. This will include directing them to support the 

merchandise team during peak times. During major event or anticipated large ticket sales dates, this role 

may be required to be onsite to support the front of house sales team. This may include some weekends or 

evenings. 

 

 

Accountability 2: Reporting and administration 

 

Outcome 1: Ensure accurate reports are generated across all areas that fall within the Front of House 

portfolio, which includes daily, weekly and monthly reports generated from the admissions system related 

to the various ticketing offers. These reports will generally be requested by the Assistant Directors, 

Finance team, Brand and Marketing Manager or Director. Ad hoc reporting may also be required. Where 

the Front of House Sales Teams are generating these reports, ensure they are communicated to the 

museum within a timely manner (24 hours) highlighting any anomalies or identifying any issues.  

 

Outcome 2: Generate reports from the admissions system as required from the museum in line with key 

reporting periods – such as end of month, end of year (financial or calendar), end of exhibition or end of 

major event (such as Australia Day). Ensure 100% accuracy of all reports detailing both paid and unpaid 
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visitation for the museum. Data integrity must be maintained to ensure figures are accurate if audited 

 

Outcome 3: Manage the expenses for the Front of House and ticketing department to ensure costs are in 

line with the budget for the department. Prepare accurate Purchase Orders prior to any orders being 

placed. These POs must be coded to the appropriate GL code and signed off by the Section Head prior to 

an order being placed. 

 

Outcome 4: In conjunction with the Section Head, prepare forecasting each month to identify the 

upcoming expenses in line with the budget. This will entail using the Museum’s BI financial tool. The 

budget and forecast will be signed off by the Section Head and Assistant Director.  

 

Outcome 5 Ensure effective ticketing administration procedures for both front of house and back of house 

procedures – for all ticketing requirements for individuals and groups.  

 

Outcome 6: Represent the organisation on various committees as appropriate and relevant to the role. This 

may include but not limited to – Customer Service Task Force and Museum Operations Groups. Attend 

meetings, be an active participant in meetings and report back to the Commercial and Visitor Services 

team as required.  

 

 

Accountability 3: Ticketing and Partners 

 

Outcome 1: Ensure SLA of 3rd party 

 

Outcome 2: Develop and maintain ticketing procedures for tourism groups and group leisure visitors. This 

includes ensuring the purchase process is administered effectively and the Front of House sales teams are 

aware of the groups’ arrival date.  This may require dealing with an agent or tour representative to sell 

the group tickets. 

 

Outcome 3: Manage the complimentary ticket register for the Commercial Services team. This includes 

distribution of complimentary tickets to internal departments for bulk/individual distribution and tracking 

utilisation (in line with admissions system). 

 

Outcome 4: Set up new tickets types and products and ensure the smooth transition of ticketing 

procedures in line with new exhibitions or ticket requirements as outlined by the business. Ensure each 

front of house salesperson has the appropriate ticket administration authority and training to use the 

museum admissions system and retail selling. 

 

 

 

Accountability 4: People management 

 

Outcome 1: Key liaison role between the front of house sales team and the museum to ensure accurate 

information about the museum and training on new tickets, exhibitions or activities is undertaken. This 

includes undertaking and coordinating training for the Front of House sales teams when new exhibitions, 

activities or vessels are onsite. These will generally occur once per quarter but may increase or decrease 

in line with the museum activities and/or as new Front of House staff join the team (particularly prior to 

peak periods).  

 

Outcome 2: Conduct regular face to face morning briefings with the Front of House sales team (between 
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9am and 9:30am) to reiterate new museum information, processes and/or address concerns. This may 

involve other departments presenting at these briefings. Up to four briefings per seven day week.  

 

Outcome 3: Prepare a weekly briefing memo distributed to the Front of House team each Friday to 

address changes occurring over the weekend or week. Ad hoc briefing memos may also be required. 

  

Outcome 4: Undertake and coordinate training for the Front of House sales teams when new exhibitions, 

activities or vessels are onsite. These will generally occur once per quarter but may increase or decrease 

in line with the museum activities and/or as new Front of House staff join the team (particularly prior to 

peak periods).  

 

Outcome 5: Assist with the selection of Front of House staff and implement their induction in conjunction 

with the museum HR and outsourced service provider. Identify staff requiring performance management 

to the museum HR and Section Head for addressing with the third party supplier. 

 

Outcome 6: During major event or anticipated large ticket sales dates, this role may be required to be 

onsite to support the front of house sales team. This may include some weekends or evenings.   

 

 

Mandatory Accountability: Takes all reasonable care that their actions or omissions do not impact on 

the health and safety of others and complies with all health and safety policies and procedures. Applies all 

legislative and APS requirements in relation to anti-discrimination, workplace diversity, APS Values & 

Code of Conduct and equal opportunity 

Outcome 1: Safe workplace environment is provided for self and others 

Outcome 2: Workplace culture is free from harassment, bullying and discrimination; workplace culture is 

fair; flexible; safe; upholds and promotes the APS values and code of conduct 

 

The occupant is required to have: 

 

Knowledge: 

 Knowledge of cultural institutions, tourism attractions and how to create exceptional visitor 

experiences.  

 Knowledge and understanding of the Museum’s objectives, the APS code of conduct and 

workplace diversity. 

 Knowledge of ticketing systems 

 

Experience: 

 

 Experience in delivering high levels of customer service and sales, ideally in a cultural, 

tourism, or retail environment. 

 Demonstrated success in enhancing visitor experiences and generating revenue. 

 Previous experience working with computerized ticketing systems, cash handling practices 

and to a budget. 

 Experience managing customer facing sales teams with revenue and customer satisfaction 

KPIs.  
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Capabilities  

 

 Strong supervisory skills and an ability to identify issues and develop solutions to address 

these  

 Proficiency in database management and MS Excel, with evidence of an ability to interpret 

data and prepare detailed reports for management.  

 Highly developed communication and liaison skills with an ability to represent the museum 

to visitors and contractors.   
 

Mandatory Criterion: Knowledge of and commitment to legislative and APS requirements in relation to 

WHS responsibilities, equal opportunity, APS values & code of conduct; commitment to workplace 

diversity and working in a team environment 

Section 6: Mandatory APS Core Capabilities (APS staff only) 

To perform the job successfully, an individual should demonstrate the capabilities as defined and 

described by the EL Integrated Leadership System, ILS:A detailed description of the capabilities and the 

behavioural indicators for each is available for viewing or download at the APSC website 

www.apsc.gov.au.  

Section 7: Qualifications 

 

 Nil formal qualifications required, however higher education and a high level of 

competency in Communications, Business, Tourism, Events & marketing or equivalent 

experience is desirable. 

 

 

 

 

 


