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Visitor Experience Manager, Retail
Job Description


Date:
January 2025






Status: Exempt

Reporting Supervisor:  Visitor Experience Director 



Position Overview:
The Visitor Experience Manager, Retail is a full-time employee of Stan Hywet Hall & Gardens hired by the President & Executive Director with recommendation from the Visitor Experiences Director.  The Visitor Experience Manager is a key member of the Stan Hywet Hall & Gardens team, responsible for the successful management and operation of all retail outlets. Working in close collaboration with leadership, the Visitor Experience Manager ensures that retail operations support and represent the mission, programming, and interpretive vision for the estate. This position oversees all aspects of retail operations, including merchandise selection and sourcing, inventory management, visual merchandising, visitor service, sales performance, and staff supervision. The Visitor Experience Manager contributes to the overall success of Stan Hywet by generating revenue, enhancing the visitor experience, and promoting the estate's mission and values through the sale of high-quality merchandise.
Essential Duties and Responsibilities:
1. Exhibit a professional attitude when working with the public, volunteers, and staff.
2. Demonstrate and support a culture of diversity, equity, access, inclusion, and belonging.

3. Oversee all aspects of retail operations: This includes managing daily operations of the retail shop, café, and seasonal kiosks, including register reconciliations, opening and closing procedures, and scheduling of staff and volunteers.

4. Manage and develop the Retail Services team.  Recruit, hire, train, and supervise retail staff and volunteers. Conduct performance reviews and provide ongoing feedback and coaching. Model and reinforce positive visitor service behaviors. 
5. Diplomatically manage visitor needs and complaints in a timely and professional manner.
6. Train and educate staff on visitor service competencies, product knowledge, and Stan Hywet's history and mission.

7. Drive sales and maximize revenue.  Develop and implement strategies to increase sales and meet revenue targets. Analyze sales data and identify opportunities for improvement.
8. Manage inventory levels to minimize stockouts and maximize profitability. Monitor and control shrinkage and implement measures to minimize losses.

9. Source, select, and purchase high-quality merchandise that aligns with Stan Hywet's brand, mission, and visitor demographics. 
10. Attend trade shows and industry events to identify new product lines and negotiate favorable terms with vendors. 
11. Design and implement creative and engaging visual merchandising displays to showcase merchandise effectively. Plan and install seasonal merchandise themes.

12. Work with Finance to establish guidelines for gross margin and expenditures. Monitor and control expenses to ensure profitability. 
13. Prepare and analyze sales reports and financial statements. 
14. Reconcile registers, petty cash, and other financial transactions.

15. Provide exceptional visitor service to all visitors, ensuring a positive and memorable shopping experience. Handle visitor inquiries and resolve visitor issues promptly and professionally.

16. Manage inventory, including receiving and processing orders, managing returns, conducting physical inventory counts, processing in software, coordinating reporting with finance and leadership and comprehensive reporting. 
17. Ensure compliance with all relevant health and safety regulations, including food safety regulations (if applicable). 
18. Maintain a clean and organized retail environment and storage and workroom areas. 
19. Coordinate with other departments, such as Visitor Experience, to ensure a seamless visitor experience.

20. Work closely with leadership, including the Executive Director and Visitor Experience Director, to ensure retail operations support and represent the mission, programming, and interpretive vision for the estate. 
21. Collaborate with other departments, such as Marketing and Communications, to promote retail offerings and drive sales. 

22. Stay informed about industry trends, best practices, and new technologies in retail. Participate in relevant professional development opportunities.

23. Maintain accurate records and documentation. 
24. Participate in required events.

25. Other duties as assigned.

Qualifications:
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.  The requirements listed below are representative of the knowledge, skills, and/or abilities required.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

1. Strong verbal and written communication skills are essential, along with a strong awareness of volunteer and public relations skills.

2. Ability to relate and motivate persons of all ages, diverse backgrounds, skills, and abilities.

3. Ability to set goals and meet deadlines.

4. Must be able to handle multiple projects or tasks and be detailed oriented.

5. Responsible for consistently demonstrating excellent judgment, organizational skills, a professional manner, and maintaining discretion in the use of confidential information. 

Education and/or Experience:

1. A college degree is preferred, or equivalent experience and knowledge required.
2. 3 years or more experience or working knowledge in retail operations, buying and product development.
3. Strong skills in merchandise presentation preferred.

4. Previous management experience preferred.
5. Computer literacy, including familiarity with Microsoft Word, the Internet, and inventory database programs.

Usual and Customary Expectations:

1. Expect prolonged erect seating, on average 3 hours a day.

2. Approximately 4 hours of standing, and walking in an average workday.

3. Should expect to spend his/her time kneeling, and climbing ladders to facilitate work on a daily basis.

4. Occasional moving of 30 pounds.

5. Some non-traditional hours required.
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