Visitor Experience Manager
The Stirling Smith Art Gallery and Museum
Recruitment Pack

Job Title
Visitor Experience Manager
Location
The Stirling Smith Art Gallery and Museum, Stirling, Scotland
Reports To
Assistant Director
Contract and Hours
This is a full-time position working 35 hours per week, including occasional weekends and evenings as required. The role is offered on a fixed-term contract for two years.
Salary
£30,000 per annum

About the Role
Are you passionate about delivering excellent visitor experiences and leading teams in a welcoming, busy cultural environment?
The Stirling Smith Art Gallery and Museum is seeking an enthusiastic, organised, and customer-focused Visitor Experience Manager to lead visitor-facing operations and help deliver an exceptional experience for every visitor.
This is a hands-on operational management role with responsibility for visitor services, public engagement, retail activity, bookings, and the day-to-day presentation of visitor spaces across the museum. The successful candidate will manage and support staff and volunteers while contributing to the museum’s visitor engagement, accessibility, sustainability, and income-generation objectives.



Job Purpose
The Visitor Experience Manager is responsible for leading and developing the museum’s visitor-facing operations, ensuring all visitors receive a welcoming, engaging, accessible, and high-quality experience.
The role combines visitor services, operational management, team leadership, retail oversight, public engagement, and commercial development. The postholder will oversee reception, visitor flow, shop operations, bookings, and public areas to maintain high standards of customer care, presentation, and service across the museum.
The Visitor Experience Manager will play an important role in shaping the overall visitor journey while supporting the museum’s public engagement, commercial sustainability, and community objectives.
Working closely with colleagues, volunteers, schools, community groups, visitors, and external partners, the postholder will help ensure the smooth and effective operation of the museum and contribute to the continued development of visitor experience and engagement activity.

Key Responsibilities
Visitor Experience and Front of House Operations
· Lead the daily operation of visitor-facing services, ensuring a warm, professional, and inclusive welcome for all visitors.
· Manage the welcome desk and oversee visitor flow throughout the museum.
· Ensure galleries, reception, shop, and public areas are clean, safe, accessible, and well presented.
· Provide visitors with accurate and engaging information about exhibitions, collections, events, activities, and museum facilities.
· Handle visitor enquiries, feedback, and complaints professionally and efficiently.
· Monitor visitor feedback and identify opportunities to improve the visitor experience and visitor journey.
· Support the smooth delivery of exhibitions, events, school visits, learning activity, and busy visitor periods.
· Support the delivery of engaging and accessible visitor experiences across the museum’s exhibitions, programmes, and events.
Team Leadership and Volunteer Coordination
· Recruit, train, supervise, schedule, and support front-of-house staff and volunteers.
· Prepare staff and volunteer rotas to ensure effective operational cover.
· Lead and motivate staff and volunteers to deliver consistently high standards of customer service and visitor engagement.
· Provide inductions and ongoing training in visitor services, accessibility, safeguarding, and museum procedures.
· Promote a positive, collaborative, and supportive working environment.
Retail, Commercial Activity, and Operations
· Oversee the day-to-day operation of the museum shop and associated visitor-facing activity.
· Ensure high standards of customer service, presentation, cleanliness, and merchandising.
· Monitor stock levels, ordering, supplier relationships, and retail displays.
· Support the development of retail products inspired by the museum’s collections, local heritage, and makers.
· Contribute ideas and initiatives to support visitor engagement, retail sales, and income-generation activity.
· Support the development of visitor services and commercial activity to contribute to the museum’s long-term sustainability.
· Ensure cash handling and financial procedures are carried out accurately and securely.
Bookings, Learning, and Community Engagement
· Coordinate school visits, group bookings, room hire enquiries, guided visits, and community activities.
· Liaise with schools, community groups, visitors, and external partners.
· Support the delivery of workshops, outreach activities, learning programmes, and public events.
· Assist with visitor communications, promotional activity, and audience engagement initiatives where required.
· Support inclusive and accessible engagement opportunities for a wide range of audiences.
Operations, Health and Safety
· Ensure compliance with health and safety regulations, safeguarding procedures, and museum policies.
· Support security procedures within public areas and respond appropriately to incidents or emergencies.
· Act as a keyholder.
· Assist with operational administration and reporting related to visitor services, bookings, and retail activity.

Person Specification
Essential Criteria
· Experience working in a visitor-facing role within a museum, gallery, heritage, hospitality, tourism, retail, or cultural environment.
· Experience overseeing retail or hospitality operations.
· Experience supervising, coordinating, or managing staff and/or volunteers.
· Excellent communication and customer service skills.
· Strong organisational and administrative abilities.
· Experience handling visitor enquiries and resolving issues professionally.
· Experience managing bookings, admissions, retail, hospitality, or front-of-house operations.
· Ability to work effectively in a busy public environment and manage competing priorities.
· Ability to lead and motivate a team while maintaining high standards of service.
· Understanding of accessible and inclusive visitor engagement.
· Commitment to equality, accessibility, and public engagement.
· Flexible and reliable approach to work, including occasional weekend and evening working.

Desirable Criteria
· Experience working in a museum, gallery, or heritage organisation.
· Knowledge of Scottish heritage, museums, or local history.
· Experience using booking systems or ticketing platforms.
· Experience supporting commercial development or income-generation activity.
· Experience supporting learning, audience engagement, or community programmes.

Terms of Employment
· Occasional weekend and evening working will be required.
· The successful candidate may be required to undertake a Disclosure Scotland check.
· Training and professional development opportunities will be provided.

About The Stirling Smith Art Gallery and Museum
Founded in 1874 through the bequest of artist Thomas Stuart Smith, The Stirling Smith Art Gallery and Museum is one of Scotland’s oldest museums and a major cultural organisation at the heart of Stirling’s community.
For over 150 years, The Smith has served as a gallery, museum, learning space, and community hub dedicated to preserving, interpreting, and sharing the history, heritage, art, and culture of Stirlingshire.
Today, The Smith cares for a nationally significant collection of more than 60,000 objects and artworks spanning over 10,000 years of history, art, archaeology, social history, and world cultures. The museum is home to internationally recognised objects including the world’s oldest football and the world’s oldest curling stone.
As an independent charitable museum, The Smith combines exhibitions, events, learning programmes, collections, and community activity to create an accessible and welcoming environment for visitors of all ages.
The museum also includes a café, shop, lecture theatre, and biodiversity garden, making it an important social and cultural destination within Stirling and Central Scotland.

For more information, visit:
www.smithmuseum.scot

How to Apply
Please send your CV and covering letter to:
jobs@thesmith.scot
In your covering letter, please tell us why you are interested in the role and how your skills and experience meet the requirements outlined in the job description and person specification. We would particularly like to hear about your experience in customer service, team leadership, visitor engagement, retail, hospitality, or working in a cultural, heritage, or community setting.
Closing Date
Monday 29 June 2026
Only shortlisted candidates will be contacted for interview.

Equal Opportunities
The Stirling Smith Art Gallery and Museum welcomes applications from all suitably qualified candidates and is committed to creating an inclusive environment for staff, volunteers, and visitors.

Recruitment Privacy Notice
Personal information provided as part of your application will be used for recruitment purposes only and handled in line with applicable data protection requirements. Information will be retained only for as long as necessary for the recruitment process.

