
 JERSEY HERITAGE  
 

JOB DESCRIPTION 
 

 
Title:    Group Bookings Officer 
 
Department:   Commercial Operations 
 
Reports to:   Business Operations Manager 
 
Reports In:   0 
 
Based at:   Jersey Museum  
 
Hours: Part Time – 22.5 hours per week, dependent on season (1560 

annualised) 
 

 
 
Purpose of Role: 
 
Support the Visitor Services Assistants (VSAs) in the generation of income through the 
provision of exceptional front of house customer care and the promotion of group bookings 
opportunities.  
 
Responsibility for the efficient administration of all group bookings for all JH visitor sites, 

dealing with the initial enquiry,  recording bookings, invoicing and liaison with both the client 

and the sites, resulting in an excellent visitor experience, in line with Jersey Heritage 

Customer Care Standards. 

Main Responsibilities and Key results Areas: 
 

1. Work with and support the VSAs to ensure that a high standard of visitor care is 
provided by them at all times and that appropriate standards are adhered to in 
respect of ‘SLA’ surveys. 

 
2. Support the Visitor Services Manager in the planning, co-ordination and delivery of 

VSA training in regard to till group booking operation.  

3. Liaise closely with the Volunteer Co-ordinator in respect of appropriate provision of 
‘Volunteer Visitor Hosts’ at the sites, and support the Hosts so that they are able 
provide effective support to the VSAs, Site Gardiens and visitors when groups 
require extra services and support.  

 
 
Till Security and Cash Handling 

4. To have a full understanding of the till operation to support eh VSA with input and 
correction of work orders  

Administration 



5. Carry out periodic reviews of the group bookings in the VSA Handbook and other 
FOH forms and procedures and update when necessary. 

6. Manage files, documents and other records effectively for the VSA team, maintaining 
high standards of organisation, adherence to data protection requirements and 
security, particularly in respect of sensitive information.  

Group Bookings 

7. Deal with the initial enquiry and provide visitor information as required, ensuring all 
bookings are accurately recorded in the Venues Spreadsheet and the Outlook 
Calendar. 

 
8. Liaison with relevant staff at the visitor sites and the Venues Manager in order to 

identify any impact of accepting the booking and to consider solutions to lessen any 
negative impact. 

 
9. Responsibility for ensuring that a group booking is feasible, taking account of 

external circumstances such as tides, weather etc  and for ensuring that clients 
receive any relevant updates/notification of changes which may impact on the visitor 
experience 

 
10. The production of client confirmations both timely and accurately, ensuring that the 

bookings are entered accurately into the Point of Sales system.  
 

11. Responsibility for the preparation and despatch of information packs, ensuring that 
the client receives all the necessary information in good time prior to the visit. 

 
12. Identify any bookings which come under Jersey Heritage's Educational Bookings 

procedure and ensure all requirements under that procedure are met. 
  

13.  Work collaboratively with Community Learning, providing work sheets, guide notes, 
etc and ensure a full understanding of Jersey Heritage’s Health and Safety Policy 
covering both educational and non-educational bookings. Ensure regulations 
regarding terms and conditions are adhered to for all sites.  

 
14. Ensure a full understanding of the staffing structure of Jersey Heritage's sites and the 

appropriate members of staff with whom to liaise in various circumstances e.g. 
damages, complaints, etc, ensuring that Visitor Services Assistants are fully 
supported and provided with guidance notes as appropriate. 

 
15. Prior to confirming any booking, responsibility for ensuring that the Visitor Services 

Manager and the Operations and Security Manager are made aware of the need for 
additional staff or volunteer hosts required as a result of taking that booking. 

 
16. Overall responsibility for ensuring bookings are up to date and accurately maintained 

in order to respond efficiently to queries from clients, Community Learning, front of 
house staff, etc. 

 
17. Responsibility for the collection of on-site survey data and the maintenance of the 

Complaints Register. 
 

18. Overall responsibility for ensuring an excellent visitor experience for all group 
bookings from the initial enquiry through to site admission. 
 



19. To be responsible for the production of statistics within all areas of the group 
bookings operation.  

 

General 

1. To undertake any other duties as Jersey Heritage may at times reasonably require. 

2. Develop and maintain a good working knowledge of Jersey Heritage and all its 
activities, events, exhibitions etc to ensure appropriate and effective communication 
of information within the department and wider organisation. 

3. Liaise closely with the Volunteer Co-ordinator to identify and support volunteer 
programmes and opportunities. 

4. To take responsibility for own development, in line with agreed annual performance 
objectives and professional CPD requirements. 

5. To adhere to and promote the Museums Association’s Code of Ethics for Museums. 

Working hours 

This is a part time role – normal working hours are 22.5 hours per week but this may vary 
according to season.  The normal working week is Monday to Friday but could include some 
weekends and Bank Holidays. 

There will be a requirement to provide ‘on call’ duties on a rotational basis. 

Please note:  
This job description is provided as a guide to the principal, current duties of the job.  It does 
not form part of the contract of employment. 
 
 
 
Signed:………………………………..   Date…………………… 
Name:   
Group Bookings Officer 
 
 
 
 
Signed:………………………………..   Date…………………… 
Name  Hilary Grimes 
Visitor Services Manager 
 

 

Knowledge, Skills and Experience required: 
The job requires: 
 

 A commitment to providing an outstanding level of customer service 
 Previous supervisory experience 
 Excellent interpersonal skills 
 Excellent communication skills 
 Numeracy skills with experience of MS Excel, ideally at intermediate level 
 The ability to work in a small team with daily interaction across the wider organisation 
 Flexibility, enthusiasm and a ‘can do’ approach. 
 The ability to maintain records accurately and with attention to detail 



 Previous experience of a Point of Sales system such as EPOS 
 An proactive attitude and a willingness to use own initiative 
 A Full, clean driving licence is essential.   
 Fluency in French, or other European language, would be an advantage 
 

 

*Visitor Assurance Quality Assurance Service (VAQAS) 
VAQAS, Visit Britain’s Visitor Attraction Quality Assurance Service is an accreditation 
system that assesses the quality of visitor experience offered by participating attractions 
throughout Britain.  Assessors look at all aspect of the visitor experience from customer 
service to catering, interpretation to activities. 

 


