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As a Visitor Experience Assistant, you will play a pivotal role in ensuring 
that every guest at Storyhouse enjoys a safe, welcoming, and memorable 
visit. This is a highly visible, customer-facing role where your ability to 
communicate warmly and confidently with the public will be essential. 
You will be the first point of contact for many visitors, offering assistance, 
answering questions, and representing the venue with professionalism 
and care. At the same time, you will be responsible for maintaining a 
secure and well-managed environment, helping to monitor activity within 
the building and responding calmly and effectively to any issues that 
may arise. Your presence will contribute to the smooth operation of daily 
activities and events, supporting an inclusive, accessible, and enjoyable 
experience for all. This role requires a flexible, proactive approach and a 
genuine enthusiasm for working with people in a busy, public setting. A 
background in customer service, security, or visitor engagement is 
beneficial but not essential—what matters most is your ability to create a 
positive impression and respond to the needs of others with empathy and 
confidence.



You will
Visitor engagement:

• Provide excellent customer service by assisting visitors 
with enquiries, directions, and general information.

• Proactively engage with guests to enhance their overall 
experience, addressing concerns and resolving issues 
promptly.

• Lead on audience management for performances in the 
Main House, Garret Theatre and outdoor venues on a shift 
basis. 

• Be main point of contact for volunteers on shift for events, 
hosting volunteering briefings and assisting them with any 
issues that may arise, on a shift basis. 

Emergency response:

• Act as a first responder in emergency situations, following 
established procedures for evacuations and crisis 
management.

• Collaborate with local authorities and emergency services 
when required.

Security oversight:

• Conduct routine patrols to monitor and ensure the security 
of the Storyhouse building.

• Enforce security protocols, policies, and procedures to 
safeguard guests, staff, and assets.

• Respond promptly to security incidents, assess situations, 
and take appropriate actions.

Crowd control:

• Monitor and manage crowd flow during peak times, 
ensuring a smooth and safe experience for all visitors.

• Coordinate with other team members to implement crowd 
control measures as needed.



Surveillance:

• Utilise surveillance equipment to monitor various areas of the building, identifying and addressing 
any potential security risks.

• Report any suspicious activities and conduct investigations as necessary.

Collaboration:

• Work closely with other visitor experience team members volunteers, and Storyhouse staff to 
ensure a cohesive approach to safety and visitor experience.

• Communicate effectively with management regarding security updates and incidents.

• Liaise with theatre management, event organizers, local authorities to ensure the smooth running 
of the commercial events within Storyhouse. 



Background in leading or supporting front-of-house 
teams within hospitality or customer service 

environments

Comfortable working in fast-paced, high-pressure 
settings

Skilled in resolving customer issues and handling 
challenging situations professionally

Proven ability to oversee and support large, dynamic 
teams effectively

Knowledge of legal guidelines for area security and public 
safety (desirable) 

Positive and approachable attitude

SIA badge in door supervision (desirable)

First aid qualification (desirable)

Excellent communication and interpersonal skills

Ability to work from own initiative and make quick decisions

Excellent surveillance and observation skills

Ability to work with a range of diverse people and support 
customers with any access requirements
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