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Cultural Attractions - Guest Services Manager
Company Name: [INSERT COMPANY NAME HERE]
Department: Guest Services
Reports to: Chief Operating Officer
Location: [INSERT LOCATION HERE]
1. Position Summary
Our Guest Services Manager runs the visit from the front gate to the exit. You lead the admissions, guest services, and gift shop teams, schedule seasonal staff to the attendance forecast, and handle complaints, lost children, and closures. You set the standard for how every guest is treated.
2. Essential Duties and Responsibilities
1. Hire, train, and schedule admissions, guest services, and gift shop staff, including the seasonal team.
1. Set each day's staffing from the attendance forecast, timed-ticket sales, and school group bookings.
1. Write and train the procedures for lost children, first aid calls, accessibility requests, and weather closures.
1. Manage cash handling, refunds, and rain checks, and review daily ticket and drawer reports with finance.
1. Resolve guest complaints, answer reviews and comment cards, and share patterns with other managers.
1. Order gift shop stock and set displays, using sales reports to restock best sellers.
1. Keep the ticketing system set up with current prices, ticket types, capacity limits, and member rules.
3. Key Tasks / Daily Activities
1. Check staffing, cash banks, ticket printers, scanners, and signs before the first guest arrives.
1. Watch lines and capacity through the day and move staff to where the waits are.
1. Meet school group leaders on busy field trip mornings and fix booking problems.
1. Handle escalated guest issues, refunds, and incident reports.
1. Close out: reconcile drawers and sales reports and log any incidents.
4. Key Performance Indicators (KPIs)
1. Guest satisfaction score: [your target].
1. Wait time at the front gate: [your target].
1. Complaints resolved the same day: [your target].
1. Cash and ticket variance: [your target].
1. Labor cost against attendance: [your target].
5. Required Qualifications and Skills
1. [3+] years in guest services, retail, hospitality, or admissions, including [1+] years supervising.
1. Experience scheduling hourly and seasonal staff.
1. Cash handling and point-of-sale experience.
1. Stays calm with upset guests and during emergencies.
1. First Aid, CPR, and AED certification, or willing to earn it within [30] days.
6. Preferred Experience
1. Experience at a zoo, aquarium, museum, theme park, or other attraction.
1. Has set up or run admissions software such as [your ticketing system].
1. Has written lost child, evacuation, or other guest safety procedures.
1. Experience with accessibility services such as sensory kits, wheelchairs, and accessible routes.
7. Physical Requirements
1. Stand and walk for most of an [8]-hour shift, much of it at the gate or outdoors.
1. Lift boxes of stock or supplies up to [30] pounds.
1. Work in heat, cold, and rain at an outdoor entrance.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Full-time. Weekends, holidays, and school break days are the busiest and are required.
1. Longer hours from opening day through the end of peak season.
1. Some evening events and early mornings for school groups.
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new guest services manager gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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