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Visitor Experience Assistant
Yorkshire Wildlife Trust is one the region’s largest and oldest charities, starting life by taking on the ownership and management of Askham Bog nature reserve on the edge of York in 1946. It is one of the 47 Wildlife Trusts and the Royal Society of Wildlife Trusts that together collectively form The Wildlife Trusts Partnership. Together, they are biggest organisation in the UK working solely for nature.

Today, Yorkshire Wildlife Trust employ more than 140 staff, works alongside over 800 volunteers and 50 trainees supported by over 42,500 members. It manages 103 nature reserves covering just over 3,000 ha of land and works with many other land managers assisting them to improve wildlife on their land – over 6,000 ha last year. The Trust involves people in nature conservation through the simple inspiration of visiting a Trust nature reserve, through events, through environmental education and community involvement. The Trust communicates and advocates for nature across all of Yorkshire, not least through commenting on over 800 planning applications each year. 
Yorkshire Wildlife Trust works through a 5-year Strategic Framework, which sets out its strategic intent and provides a guide to taking up opportunities for nature conservation in Yorkshire; these are in turn translated into annual business plans. The Strategic Framework (2018-2023) is new and marries into the Partnership Strategic Framework published by the Wildlife Trusts’ Partnership.

Yorkshire Wildlife Trust’s mission is that Yorkshire should be rich in wildlife for the benefit of everyone with more wildlife, more wild places and more people having a strong connection to nature. Yorkshire needs a recovery of wildlife on land and sea. This can be achieved by creating and protecting and where possible connecting, wildlife-rich landscapes and seas (living landscapes and living seas) in a Society where nature matters.

Living Landscapes where…

· wildlife is abundant and thriving in our towns and cities, and across our rural landscape – from mountain top to seashore; 

· whole landscapes and ecosystems have been restored to provide a resilient foundation for the lives of wildlife and people, for generations to come; 

· wildlife can move freely across the land and along its watercourses, adapting to a changing climate; 

· natural habitats and soils accumulate and store water and carbon – helping to slow down climate change and to reduce the risk of droughts and floods; and 

· people are inspired by wildlife and value it for the many ways in which it supports our health, wellbeing and quality of life.

Living Seas where…

· marine wildlife is abundant and thriving, from the depths of the ocean to the coastal shallows; 

· wildlife and habitats have recovered from past declines as our use of the sea’s resources has come back into balance with their ability to renew themselves year after year become environmentally sustainable; 

· the natural environment is adapting well to a changing climate; 

· ocean processes are helping to slow down climate change; and 

· people are inspired by marine wildlife and value the sea for the many ways in which it supports our quality of life

A Society Where Nature Matters… in which it is normal for people to:

· have a strong personal connection with wildlife and wild places where they live and work; 

· benefit from a healthy natural environment and personal engagement with it – including better health, wellbeing and prosperity; 

· understand and value a healthy, wildlife-rich natural environment, and reflect this in their attitudes and behaviours; 

· take action for wildlife and wild places, to bring about nature’s recovery on land and at sea – starting close to home.

Job Description
Outline

Responsible to: Spurn Operations Manager 
Responsible for: Volunteers where appropriate
Brief
The Visitor Experience Officer (VEO) will provide a valuable first point- of-contact for many of the visitors to Spurn Nature Reserve and is an essential role in developing a positive, engaging visitor interaction experience. The post-holder will be actively responsible for building relationships with visitors including recruiting them into membership of Yorkshire Wildlife Trust, monitoring visitor activity and engagement and helping visitors to understand the importance of the site and why it needs our support and protection. Spurn has an exciting and interactive events programme that enhances the visitor experience, and the post-holder will be expected to work with colleagues in developing this experience to ensure a good proportion of visitors become advocates, supporters and members of Yorkshire Wildlife Trust.
Achieving weekly membership recruitment targets are a key part of this role, and support and training to achieve these targets will be provided by the Line Manager with guidance from the Wildlife Supporter Manager to ensure consistencies across the organisation.

From time to time the post holder may be required to work at other locations at the Trust’s direction for which reasonable out of pocket expenses will be paid in accordance with Trust policy.
Duties

Visitor Engagement 
· To help visitors navigate their way around the site to ensure the best experience on the day
· To educate and inform visitors about the local wildlife and give advice on sightings/ places to see various wildlife species at Spurn

· Responsible for ensuring protection of the local wildlife by educating visitors through positive interaction and communications
· Ensuring visitors to the reserve are kept safe by communicating potential site hazards in an articulate, positive and effective way
· Interact positively with visitors about membership recruitment ensuring colleagues at Spurn are up to date with membership activities, communications and training on site
· Ensure the visitor experience is welcoming, positive and provides membership recruitment opportunities as a natural part of the Spurn ‘offer’ on site

· Ensure visitors create the minimum disturbance to others and the local wildlife and know how to keep themselves safe on site

· Help support on-line communication to the wider Spurn audience through the Spurn social media Facebook page

Nature Reserve

•
Monitor, report and suggest solutions to reduce wildlife disturbance from visitor activities
•
Develop positive interactions and relationships with local communities, key influencers and decision-makers  
•
Work with colleagues to ensure Spurn is a safe, welcoming and inspiring place for visitors 
Membership recruitment (Face-to-Face)
· To recruit new long-term members for Yorkshire Wildlife Trust at Spurn in line with YWT policy and process, and to agreed quarterly targets  as agreed with Line Manager
· To encourage new members, where valid, to agree to the Gift Aid scheme

· To ensure all data collected, stored and used is compliant with GDPR 
· To comply with membership recruitment regulations and guidance issued by the Wildlife Supporter Team to ensure consistencies in activity across the organisation 
· To comply with YWT policy and guidance when accepting  donations or cash payments made to the Trust
· To ensure stewardship of visitors and supporters is positive and coordinated with teams across the organisation
· To ensure that all fundraising and membership communications are coordinated with the Fundraising and Engagement Team
Other

· To maintain YWT property and equipment to a good condition
· Promote the Trust whenever possible and provide accurate information about its work

· Abide by all Trust policies

· To undertake appropriate training as agreed by the line manager and support from Head Office
· Undertake other duties as requested by your line manager and in line with the post
Person Specification

Experience

	· Proven experience in sales, fundraising or other target-based role
	Essential

	· Significant experience in a customer-focused / tourism / visitor experience role
	Essential

	· Solid experience creating and delivering  positive visitor interactions
	Essential

	· Experience of working alone with minimal supervision
	Desirable

	· Some experience of working with local communities or volunteer groups
	Desirable

	· Experience dealing with challenging behaviour and able to diffuse difficult situations
	Desirable


Knowledge and Understanding

	· Knowledge of and enthusiasm for nature conservation and environmental issues
	Essential

	· Good knowledge and understanding of visitor engagement
	Essential

	· A knowledge and affinity with the Trust’s work
	Desirable 

	· Knowledge of creating and articulating inspiring and engaging visitor communications
	Desirable


Skills and Qualifications

	· A full driving license
	Essential

	· Competent in the use of Microsoft Office
	Essential

	· Good use of the English language and an ability to articulate an inspiring membership recruitment message to visitors
	Essential

	· Good organisational and administrative skills
	Desirable


Personal Qualities

	· A good team player who is self-motivated and able to work independently
	Essential

	· Target driven and tenacious
	Essential

	· Courteous and professional but with a friendly, approachable manner
	Essential


Terms and Conditions

	Salary:
	£18,500 p.a pro rata. Salaries are paid on the 20th of each month by bank transfer and cover the period of the 1st of the month to the last day of the month.

	Hours:
	Seasonally weighted - 3 days per week/ 21 hours March – mid-November, then 2 Days per week 14 hours mid-November – 28th February (every other weekend).  The nature of the post’s duties requires weekend work and some evenings.  Paid overtime is not available, but time off in lieu will be given. 

	Flexibility:
	Subject to ensuring that the needs of the business and the role are met, the Trust, where possible, endeavours to meet the flexible working needs of its employees.

	Holidays:
	25 working days per annum in addition to normal public holidays, pro rata for part time workers.

	Pensions:
	You may be eligible to be auto enrolled into the Trust’s Group Flexible Retirement plan. Written terms of the scheme are available on request from finance.

	Cycle to work scheme:
	The Trust runs a Cycle to Work Scheme. Details of which are available on request.

	Employee Assistance Programme:
	The Trust provides paid staff with access to an Employee Assistance Programme. This is a confidential service which aims to provide staff with support for a range of issues. Further details are available from the HR and Training Manager.

	Equal Opportunities:
	Yorkshire Wildlife Trust is committed to equal opportunities and appoints on merit. We welcome applicants from all sections of society regardless of gender, sexual orientation, race, disability, marital status, age and religion, perceived community background or political beliefs. 

	Notice Period:
	Generally 4 weeks. One of the conditions of passing the probationary period is that all appropriate online Healthy and Safety training modules are passed.

	Place of Work:
	Spurn Reserve East Yorkshire. Your administration training will be done at the York office

	Travel:
	You will be expected to get yourself to the office or your recruitment venue yourself. 27.5p per mile will be payable for travel costs over and above your normal commute.  Pool vehicles may be available should you be required to travel between Trust offices.  

	Training:
	The Trust is fully committed to personal development and training and offers each employee an individual training budget which can be spent on a variety of both internal and external training.

	Closing deadline:
	9am Tuesday 14 April 2020

	Interview date:
	Thursday 23 April 2020
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