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POSITION DESCRIPTION

	Position:
	Visitor Experience Manager


	[bookmark: _Hlk133482689]Reports To:

Direct Reports:
	Director of Development and Visitor Experience

Assistant Visitor Experience Manager; visitor-facing teams (FT, PT and Casual), 
Visitor Services Officers (Casual)


	Location:
	Brisbane Powerhouse, 119 Lamington Street, New Farm Q 4005 




We acknowledge the Yuggera/Turrbal peoples, the First Nation Traditional Owners of the land on which we gather. We pay respects to all Elders, past and present and acknowledge the young leaders who are working beside our Elders in our cultural industries. 


BRISBANE POWERHOUSE  

A magnificent 1920s power station reborn as an arts centre on the Brisbane River (Maiwar), Brisbane Powerhouse is one of Australia’s most dynamic contemporary arts centres, presenting bold and diverse programming across performance, visual arts, festivals and cultural experiences. Situated in New Farm, Brisbane/Magandjin, Brisbane Powerhouse is driven by its vision of Open Minds Through the Arts – a commitment to creating a place that is open, welcoming and transformative for every visitor.
Brisbane Powerhouse’s four strategic goals – Home of Arts and Culture, Attractor, Collaborator and Sustainable – underpin all operational and creative decision-making. As the city moves toward the 2032 Brisbane Olympic and Paralympic Games, Brisbane Powerhouse is positioned to play a central and defining role in the city’s cultural life.
POSITION SUMMARY
The Visitor Experience Manager is responsible for the end-to-end visitor experience across the Brisbane Powerhouse precinct, establishing and maintaining service standards to ensure every patron interaction reflects the organisation’s commitment to excellence. The role provides direct leadership to the visitor-facing and front of house teams, owns the visitor experience operating model and service standards across all precinct operating hours, and acts as the senior patron-facing authority when on duty. The Visitor Experience Manager remains accountable for the standards delivered by their team.

In addition to operational leadership, the role is responsible for implementing and continuously enhancing Brisbane Powerhouse’s visitor experience service model in line with the strategic direction set by the Director. Working collaboratively with Ticketing, Precinct, Program and Events, Production and hospitality, the Visitor Experience Manager ensures teams are informed, aligned and equipped to deliver a seamless and exceptional experience for every visitor.

The role is primarily an afternoon and evening position, reflecting the majority of Brisbane Powerhouse’s visitor activity occurs outside standard business hours. In consultation with the Director, the Visitor Experience Manager plans their working pattern across the week in response to programming, visitor demand and operational priorities, while maintaining a regular business-hours presence for planning, cross-functional collaboration and team development. The role works in close partnership with the Lead Floor Manager and Floor Managers, who lead precinct operations, safety, security and cleaning; and collaborates closely with the Head of Ticketing and Sales to ensure ticketing and visitor services are seamlessly integrated across the full patron journey.
KEY ACCOUNTABILITIES
Lead the quality and consistency of the end-to-end visitor experience across the Brisbane Powerhouse precinct, with direct accountability for front of house and visitor-facing teams and cross-functional accountability for the delivery of shared visitor experience standards across ticketing, hospitality, event clients, hirers, tenants and other patron-facing functions.
STRATEGIC AND CROSS-FUNCTIONAL ACCOUNTABILITIES
· Implement and continuously improve Brisbane Powerhouse's visitor experience service model in line with the strategic direction set by the Director, setting and monitoring service standards across front of house, visitor-facing teams and hospitality functions. 
· Identify and resolve service gaps across all teams contributing to the patron journey, regardless of reporting line. 
· Lead the operational integration of visitor-facing teams, front of house and ticketing services, working with the Head of Ticketing and Sales to establish clear responsibilities, service standards, information flows and escalation processes; and holding responsibility for the delivery of a seamless patron experience on the day.
· Establish and maintain visitor experience measures and feedback mechanisms, analyse service performance and complaint themes, report findings to the Director and lead or recommend improvement actions.
· Liaise with Program and Events and all departments to ensure show and event information is captured and communicated to front of house teams, providing advisory support and best practice guidance on front of house preparedness and patron experience delivery.
· Convene cross-functional planning across Ticketing, Program and Events, Production and hospitality to align teams around shared visitor experience standards and outcomes.
· Lead the coordination and delivery of services for VIPs and significant guests, working closely with the Director and relevant departments.
· Stay informed of best practice in visitor experience and venue management and contribute to long-term planning and improvement initiatives that enhance the overall patron experience across the precinct.

OPERATIONAL ACCOUNTABILITIES
· Directly manage the visitor-facing teams and Front of House teams – including the Assistant Visitor Experience Manager and visitor-facing teams who report through the Assistant Visitor Experience Manager – ensuring staff are recruited, inducted, rostered, briefed and performing to a high standard.
· Act as the senior patron-facing authority when on duty, with clear decision-making responsibility for patron escalations, audience management, VIP services and service recovery.
· Work in close partnership with the Floor Manager during shows and peak events. The Visitor Experience Manager leads patron experience, audience management, service recovery and customer-service responses, while the Floor Manager leads precinct operations, safety, security, cleaning and operational coordination.
· Own the presentation and cleanliness of all public areas, monitoring against agreed standards and directing cleaning and presentation responses during operating hours. Contractor management sits with the Floor Manager, to whom recurring or contractual issues are escalated.
· Develop and implement front of house operational plans for all performances, events and general precinct activity, ensuring all teams are prepared and briefed well in advance.
· Lead front of house emergency preparedness and coordinate patron communication, movement and support in accordance with Brisbane Powerhouse’s emergency procedures and under the direction of the Chief Warden during an emergency response.
· Maintain operational documentation, incident reports, post-event evaluations and compliance
KEY CAPABILITIES
KNOWLEDGE, EXPERIENCE AND SKILLS
· Minimum three to five years of visitor experience, front of house or venue management experience in a theatre, large venue, festival or entertainment environment.
· Demonstrated experience leading and developing teams in fast-paced, high-volume environments.
· Strong knowledge of visitor experience delivery, customer service excellence and hospitality management.
· Proven ability to manage multiple priorities and make sound decisions under pressure.
· Demonstrated experience in emergency management, evacuation procedures and incident response.
· Understanding of box office and ticketing operations is desirable.
· Sound knowledge of relevant legislation including Work Health and Safety, liquor licensing and crowd management.
· Excellent communication and interpersonal skills with the ability to engage confidently with diverse patrons, staff and stakeholders.
· Experience working collaboratively across departments and influencing teams outside direct management.
PERSONAL ATTRIBUTES
· Natural leadership presence with the ability to motivate and support a team.
· Genuine commitment to delivering welcoming, inclusive and high-quality visitor experiences.
· High standards for presentation, cleanliness, safety and organisation.
· Sound judgment and a solutions-focused, proactive approach.
· Adaptability and composure under pressure.
· Energy, enthusiasm and a warm, professional demeanour.
MANDATORY QUALIFICATIONS AND REQUIREMENTS
· Current first aid and CPR certification, or willingness to obtain within three months of commencement.
· Responsible Management of Licensed Venues (RMLV) and Responsible Service of Alcohol (RSA) certificates, or willingness to obtain within three months of commencement.
· Working with Children Check (Blue Card).
· Right to work in Australia.
AVAILABILITY REQUIREMENTS
This is a full-time position working 38 hours per week. The role is primarily an afternoon and evening position on a Wednesday to Sunday roster, reflecting that the majority of Brisbane Powerhouse’s visitor activity occurs outside standard business hours. In consultation with the Director, the Visitor Experience Manager plans their working pattern across the week in response to programming, visitor demand and operational priorities, while maintaining a regular business-hours presence for planning, cross-functional collaboration and team development.
POLICIES AND WORKPLACE PRACTICES
Employees are required to comply with all Brisbane Powerhouse policies, procedures and workplace standards. In performing your role, you are expected to:
· Uphold and demonstrate Brisbane Powerhouse values.
· Treat colleagues, artists, clients and members of the public with professionalism and respect.
· Work collaboratively and constructively across teams.
· Act safely, responsibly and in accordance with workplace health and safety requirements.
· Maintain confidentiality of sensitive information.
· Comply with equal employment opportunity and anti-discrimination obligations.
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