
 

 

POSITION DESCRIPTION 
 

VISITOR HOSTS – PART TIME and/or FULL TIME, FIXED TERM TO 1 APRIL 2018 
 
 
Date:    26 October 2017 
 
Organisation:   The Elms Foundation 
 
Location:  15 Mission Street, Tauranga 
 
Reports to:   Manager 
 
Reportees:  -     nil 
 
Key Relationships:  
-     Visitors 
- Executive Administrator 
- Grounds Custodians 
- Volunteers 
- Tangata whenua 
- Tour operators 
- Education and other special interest groups 
- Functions and events customers 
- Community groups 
- Service providers/contractors 
 
Organisation Objective: 
 
To protect and promote The Elms | Te Papa Tauranga as a heritage site for the people of 
New Zealand.  
 
Purpose of the Position:  
 
The purpose of this role is to deliver high quality customer service and positive interaction 
with the public whilst ensuring the safety and security of visitors and collections. 
 



 

 

The Visitor Host is a front-line, customer-facing position that is responsible for greeting 
visitors, ticketing/admissions and delivering high quality guided tours. The Visitor Host will 
provide clear, accurate and relevant information, respond to customers’ queries and ensure 
a quality end-to-end visitor experience.  When problems arise, the Visitor Host will use 
initiative and problem solving skills to resolve issues in a manner that maintains the 
organisation’s reputation for excellence. 
 
 
 
KEY TASKS AND EXPECTED RESULTS:  - Deliverables/Outcomes 
________________________________________ 
 
Visitor Experience: 
a. Proactively greet visitors on arrival, providing a vibrant and friendly welcome and 
any information they require to ensure they have the best experience possible. 
b. Undertake the collection and recording of admissions and associated income, 
including cash handling, Eftpos and ticketing. 
c. Explain the terms and conditions of entry, and any policy related matters in a clear, 
precise and friendly manner. 
d. Deliver a guided tour around The Elms, following a regular schedule and taking 
responsibility for keeping tours to time. 
e. Handle visitor feedback in a prompt, sensitive, polite and empathetic manner, 
escalating issues to the Manager as appropriate. 
f. Work with other team members across the organisation to ensure that the visitor 
experience is the best possible. 
g. Undertake spot cleaning where required in the designated areas, ensuring that the 
visitor welcoming areas are clean and presentable. 
h. Participate in briefings, led by the Manager, to ensure that they are up to date with 
what is happening at The Elms.  
i. Contribute to the delivery of other activities and events at the property, including 
assistance with set-up and pack-down. 
j. Undertake other duties as required. 
 
 
Health and Safety and Security:  
 
a. Understand emergency and evacuation procedures to ensure that emergency 
situations are handled efficiently and effectively for the protection of visitors. 
b. Proactively identify and report faults in building or equipment. 



 

 

c. Constantly monitor the environment and surroundings to be aware of suspicious 
activity and take appropriate action to safeguard visitors, staff and property. 
d. Knowledge and operation of the panic alarm as appropriate. 
e. When required provide first aid support to visitors or staff as appropriate. St. Johns 
First Aid Training preferred.  
f. Understand and abide by individual health & safety responsibilities according to 
health & safety legislation. Complete any incident reports as required. 
g. Proactively identify and report Health & Safety hazards 
 
 
 
PERSON SPECIFICATION 
 
Essential skills, knowledge and competencies 
 
- Communication skills: effective and clear verbal communication with team members 
and customers. Always professional and polite.  
- Customer service skills: friendly and welcoming manner with a customer focused 
attitude. Can handle difficult situations in a calm, collected manner. Consistent and 
proactive in approach when dealing with visitors of many cultures and ages. 
- Problems solving: use of initiative and a “can-do” positive attitude. Have the ability 
to handle stressful situations, remain calm and take appropriate action 
- Teamwork: able to work within the team, be reliable punctual, flexible and 
supportive. Build and maintain positive relationships with people, agencies and groups 
external to The Elms. 
- Professionalism: consistent application of policies and procedures, as well as being 
able to judge when to refer issues to the Manager. 
- Physical wellbeing: has the ability to handle the physical demands of the role, for 
example being on their feet much of the day with busy schedule of guided tours. 
- Understanding of individual health and safety responsibilities under the Health & 
Safety at Work Act. 
- Good numerical skills and accuracy with ticketing and cash handling. 
- Willing to participate in training to further own knowledge and enhance the visitor 
experience as and when required. 
- Able to work flexible rostered hours, including weekends, public holidays and some 
evenings. 
- An interest in New Zealand history and commitment to sharing your knowledge with 
enthusiasm. 
 


