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Job Description

Job Title: Experience Development Manager

Department: Commercial & Operations

Location: The Historic Dockyard Chatham

Hours: Full time. 35 hours per week. Regular weekend working.
Salary Range: c. £35,000 to £39,000 per annum dependent on experience
Reports to: Visitor Experience & Operations Manager

Overall purpose of the role:

The Experience Development Manager (EDM) is a key leader in creating high-quality marketable
products and experiences across our visitor-facing and commercial activity. They understand the
importance of visitor experience as well as how to create and deliver products which strategically
align to the Trust’s priority audiences.

The EDM will be a key member of the Commercial and Operations department which oversees the
daily running of the museum. The museum provides an essential income which enables us to protect
and preserve our iconic historic buildings and ships. This role explores opportunities through
programming to maximize commercial income and visitor footfall to deliver against the Trust’s vision
and strategic objectives.

It is responsible for creating and delivering the Trust’s rich programme of commercial events and
experiences. This includes family activities, the popular Call the Midwife Official Location Tour,
Mission Christmas, and leading on major events like Armed Forces Day. It is important that the EDM
has a creative vision, can assess the wider industry, develop strong business cases, and contribute
to the Trust’s broader strategic thinking regarding audience development and growth.

This role is part of a leadership team that manages CHDT’s largest staff groups. Our people are our
greatest strength and are truly at the heart of what we do. This role shares line management to the
Visitor Experience Crew alongside the Visitor Operations Manager. The EDM needs to be a
confident leader who can also collaborate with other teams across the organisation to support
operational delivery.

They will promote a visitor-first approach and ensure smooth and high-quality experience throughout
the visitor journey. Ensuring all our visitors receive excellent service, whilst also looking after the
day-to-day wellbeing of the team. Ensuring the safety, health, and welfare of both our visitors, staff
and volunteers is a major part of the job.
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Key Duties:

Experiential and Commercial Event Development

Identify and assess new events and product opportunities in alignment with our priority
audiences and strategic objectives. Working closely with the Communications team to
understand audience insight and marketability.

Lead feasibility planning of the Trust’'s commercial programme to increase visitation
through events and experience. Confidently write business cases to propose ideas to the
wider team.

Apply creative, and commercially minded thinking while balancing the needs of a multi-
use heritage site to identify and develop programming opportunities embedded within
other commercial engagement (e.g. group travel, corporate team building, sleepovers).
Create and deliver audience-focused, commercially viable events in co-ordination with
wider programming themes, supporting the Trust’s core charitable objectives of
Preservation and Learning.

Develop creative concepts, scripts and products to enhance the offer for the Trust’s
established and successful experiences, including products like the Call the Midwife
Official Location Tours, Film Location Tour and Mission Christmas.

Lead the development and delivery of major events programming, including Armed
Forces Day, Armistice Day, and other commemorative occasions.

Monitor and evaluate visitor feedback, behavior, and key performance indicators,
supporting regular reviews of experiential performance.

Manage tight timelines to ensure the successful delivery of complex, operationally
intensive events and experiences.

Project manage events and experiences in collaboration with all departments and
external stakeholders, including local authority partners.

Build and maintain relationships with external stakeholders and identify opportunities for
event sponsorships and partnerships.

Value Added Programming

Work with the Director of Public Engagement to create and shape the Trust’s annual
value-added programmes to drive visitor footfall during peak periods

Lead the operational delivery of the value-added programme,

Work closely with the Visitor Operations Manager to balance quality of delivery with
maximising visitor capacity

Ensure programming integrates with the overall visitor journey to deliver a high-quality
experience that feels tailored to each visitor.

Visitor Experience

Provide 7-day rota management cover (for example, working Sunday-Thursday or
Tuesday-Saturday), working with and supporting Duty Managers to ensure all
operational tasks are completed.

Assess existing core product programme and experiences (for example, tours of HM
Submarine OCELOT and the Ropery), with an emphasis on consistency and experience
improvement.

Help map the visitor journey to maximise cohesive engagement and experience.

Line management, including recruitment of experiential staff (for example, Call the
Midwife Tour Guides). Provide effective leadership and support, including regular
development reviews.
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e Plan training for staff to enhance Visitor Experience. This could include the development
of induction processes, writing and training scripts, monitoring and managing quality
control.

e Help develop training programmes during the off-season, particularly linked to
experiential products and staff responsibilities.

e Act as deputy for the Visitor Experience and Operations Manager when needed.
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Health and Safety

o Ensure safe delivery of all events and experiences, identifying and managing risks in
daily and exceptional site activity.

e Help prepare and update departmental Risk Assessments and Method Statements.

e Coordinate the collection of Method Statements and Risk Assessments from external
collaborators in preparation for Events and Experiences. Using your confident
knowledge of delivering safe experiences to challenge delivery methods where
appropriate.

o Train and serve as a First Aider for both staff and public as needed.

e Ensure all incident and accident reports are completed and submitted correctly.

e Maintain working knowledge of the Major Incident Response Plan and act on it
confidently when required.

Other Considerations

The post is offered on a permanent basis.

Appointment will be subject to a six-month probationary period.

Appointment is conditional upon receipt of satisfactory references and appropriate right to work

checks.

4. Applicants shall be short-listed for an interview and appointed purely on the grounds of their
suitability for the post as laid out in the advertised job description.

5. No person shall be treated less favourably than another on the grounds of sex, sexual
orientation, marital status, race, ethnic or national origin, religion, colour, age or disability.

6. As aflexible employer, we welcome discussions around flexible working early in the recruitment

process.
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We are an equal opportunities employer and committed to providing our employees with
a work environment free from discrimination in which all can develop and thrive. We
acknowledge and value the benefits of a diverse workforce and welcome applications
from people of all backgrounds and are committed to ensuring that our recruitment
process is transparent, fair and as inclusive as possible for all applicants.
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Person Specification
Visitor Experiences Manager

ESSENTIAL

DESIRABLE

Qualifications

Qualified by experience

Membership of a recognised
institute

Experience

Practical experience of events, product development and
delivery in any sector.

People Management experience

Project Management experience, with a focus on constant
review against key KPls

Practical experience of event
and experience development
and delivery within the tourism
and visitor attraction sector

Knowledge and Skills

Highly collaborative, team player, strong influencer, and
relationship builder. A can-do attitude to problem solving.
Understanding the importance of working within an
entrepreneurial and charitable organization.

A creative mindset, to seek opportunities

Able to multi-task and be flexible enough to react under
stressful circumstances.

Exceptional communication skills with the ability to create a
rapport with people. Most importantly to understand and
appreciate the complexity of working within a multi-use site.
Strong attention to detail and highly organised with experience
in MS Office software and other digital platforms (experience
in other digital collaboration tools including social media
platforms)

Experience in managing complex budgets with a proven track
record of delivering a positive P&L.

Knowledge of bespoke
ticketing and admissions
systems

Engagement with the wider
visitor experience sector in
the UK, a passion for
museums and attractions




