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 Role profile

Job title: Admissions Manager

Reports to: Commercial Manager

Date prepared: October 2025 
	Purpose

	Manage the admissions team at Edinburgh Zoo, deliver a safe, inclusive and exceptional five-star visitor experience. 

Maximise revenue through ticket sales, admissions donations, Gift Aid, membership and other sales opportunities, achieving agreed targets.



	Scope

	· Based at Edinburgh Zoo
· Manage the admissions team, receiving approximately 600k visitors annually
· Line management of the admissions team leaders and indirect management of Visitor Assistants 
· Meet agreed targets for admission donations, Gift Aid, membership and other opportunities
· Proactively develop admissions procedures, maximising the use of ePos systems and functionality to drive efficiency and income
· Management of additional on-site ticketed opportunities 
· Collaborate closely with teams across RZSS to ensure smooth and efficient daily operations
· Engage proactively with visitors to gather real-time feedback and contribute to continuous improvement initiatives
· Create and implement all procedures for admissions ticketing including optimising use of the ePos and reporting systems
· Engage with visitor operations teams at Highland Wildlife Park to ensure agreed policies, procedures and standards are upheld at both sites 
· Ensure the highest standards of visitor safety, accessibility and customer service
· Respond to visitor feedback, including response and recording of complaints
· Respond to visitor-related major incidents in line with training and procedures
· Ensure staff are trained to respond to visitor-related major incidents
· Manage minor incidents and their impact on visitors including first aid
· Act as a duty manager as required/ Act as a first point of contact for First Aid and Safeguarding incidents




	Responsibilities

	Operational Excellence

· Ensure smooth, safe and efficient day-to-day admissions operations at Edinburgh Zoo, including opening and closing the site to visitors
· Ensure the admissions function is adequately staffed, with the required experience levels
· Ensure robust health and safety standards and statutory compliance
· Support the development of major incident response plans and staff training, including external risks such as terrorism
· Manage the visitor operations response to major incidents, e.g. site evacuations when acting as duty manager
· Manage minor incidents and their impact on visitors including first aid
· Inspect sites to improve the visitor experience, report on issues, take required actions and make recommendations to senior colleagues where required
· Develop and lead on cash handling and recording procedures
· Ensure compliance with data regulations including GDPR

Visitor Experience and Innovation

· Support the delivery of a five-star customer service culture and experience, ensuring visitors receive a personal, knowledgeable, positive, clean and safe experience on a daily basis
· Deliver ASVA-accredited customer service training for staff and contractors
· Respond to visitor feedback with empathy, evaluate opportunities to improve our customer service, implement changes and make recommendations to senior colleagues
· Act as a first point of contact for First Aid and Safeguarding incidents

People Management and Stakeholder Engagement

· Develop and manage high-performing teams
· Champion diversity, equity and inclusion
· Build strong relationships with teams across RZSS 

Personal Development

· Ensure compliance with RZSS’s policies, procedures and guidelines, together with all relevant regulatory and statutory requirements  
· Engage with the RZSS appraisal system, and demonstrate commitment to our values, behaviours and your continuous personal development  
· Perform other reasonable duties and/or projects as directed by your Manager.  



	Knowledge, skills and experience



	Knowledge
	Essential
	Desirable

	Degree-level education or equivalent professional experience
	√
	

	Strong understanding of the visitor attraction sector
	√
	

	Strong understand of ePOS and ticketing systems
	√

	

	Understanding of health and safety, diversity, inclusion and compliance (training can be provided)
	√
	

	First Aid qualification (can be provided)
	√
	

	Data regulations including GDPR (training can be provided)
	√
	

	Full driving licence
	√
	

	Train the trainer qualification or equivalent practical training
	
	√  




	Skills
	Essential
	Desirable

	Budgeting and financial analysis
	√ 
	 

	Stakeholder engagement and relationship building
	√
	

	Customer engagement and empathetic communication
	√
	

	Reporting against key performance indicators (KPIs)
	√
	

	IT proficient (e.g. Microsoft suite)
	√
	

	Project management skills 
	
	√




	Experience
	Essential
	Desirable

	Management in a customer-facing or visitor attraction environment
	√
	

	Duty management (ideally within a visitor attraction)
	√
	

	Major incident management
	
	√  



	Behavioural competencies



	Competency
	Level
	Essential
	Desirable

	Planning and Organising
	Plan and manage your own and others’ work.
	√
	 

	Finding Solutions
	Balance short term fixes and longer-term solutions across the team.
	√
	 

	Delivering Services and Experience
	Develop a high-performance team culture
	√
	 

	Understanding Others
	Understand and manage the underlying factors which impact on you and the team’s performance
	√
	 

	Communicating
	Communicate constructively to build good relations with colleagues both within the team and across RZSS
	√
	 

	Gathering Information
	Gather and manage information to deliver a five-star customer service
	√
	

	Embracing Change 
	Drive and support continuous improvements in the team
	√
	 



	Role dimensions

	Planning and Organising

· Contributes to visitor operations planning and budget setting 
· Responsible for the day-to-day management of a small team, delegating duties as required
· Creates and implements operational procedures for admissions and ticketing
· Can work independently on many aspects of the day-to-day visitor operations, liaising with 
teams and taking decisions within agreed parameters
· Manages workforce planning to match seasonal visitor demand 
· Monitors and reports on team KPIs
· Leads on projects such as developing accessibility aids for visitors
· Ensures budget adherence

Communication and Relationships

· Builds a cohesive team which understands their role in delivering organisational goals
· Builds and maintains strong relationships with peers and senior colleagues
· Enables cross-functional collaboration to improve efficiency, service delivery and major incident preparedness
· Communicates operational updates clearly across departments

Problem Solving and Decision Making

· Makes operational and event-related decisions independently within agreed parameters
· Responds effectively to emergencies, site incidents and unplanned events
· Evaluates visitor feedback and complaints, highlights areas for improvement and makes recommendations to senior colleagues
· Applies critical thinking to resolve challenges and identify opportunities 
· Exercises sound judgement as duty manager, including major incident management
· Has authority for staffing, site closures (in conjunction with colleagues) and disciplinary actions



	Other information


	I have discussed and agreed this updated role profile with my manager

	Name: 
	

	Signature: 
	

	Date:
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