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The seat of the Archbishop of York, the Cathedral and the Metropolitical Church of St Peter in York, York Minster as
it is better known, is the mother church of the Northern Province and the Cathedral for the Diocese of York. It is a
centre for Christian life in the North of England and is one of the most iconic and famous buildings in the United
Kingdom.

York Minster has been a place of prayer and pilgrimage for over 1,400 years and worship is still at the heart of
Minster life. It is also a gothic masterpiece in stone and stained glass. It is a magnet that draws people to visit the
City of York and is a defining symbol of the ancient “capital of the North”. Each year around 600,000 people from all
over the world come to explore the Minster, and visitor surveys find a high level of satisfaction from their
experience. It is one of the centres of York’s lively cultural life, hosting many concerts and exhibitions alongside the
daily pattern of worship and prayer. The worship cycle is presented in a magnificent setting with exceptional music
and liturgy. York Minster’s Choir of adult ‘Vicars Choral’ and boys and girls educated at St. Peter’s School is world
renowned. The Choir’s mastery of the English choral tradition is one of the Minster’s crowning glories.

The Minster is a diverse place with over 185 members of staff and over 450 volunteers needed to run it. There is a
large Works Department, whose range of skilled craftspeople look after the Minster and the Precinct Properties; a
fine Library run in partnership with the University of York, a cathedral shop and a team of Visitor Experience staff
who ensure that all our visitors receive a warm welcome. The outward facing teams are supported in their
Stewardship of the Minster’s resources by the Chapter Office team which include Finance, HR, Legal, IT and
Communications. This stewardship function is vitally important as the Minster relies on self-generated income as it
receives no regular income from Government and very modest funding from the central Church of England.

Our Mission Statement
Living Christ’s Story through our prayer, hospitality, service and stewardship

Our Values





Trust
Wisdom
Courage
Humility

Organisation, Management and Governance
The Minster is governed by a fiduciary body “Chapter” chaired by the Dean (currently Acting Dean) and
compromising executive members – Residentiary Canons and non-executive members, Lay Canons.
The day to day operation of the Minster is overseen by the Senior Executive Team comprising both lay professionals
and the residentiary Clergy.
The Minster, as all other Cathedrals, is currently going through the process of registration with the Charity
Commission, following the enactment of the Cathedral Measure 2021. It is expected the Minster will be registered
by the middle of 2022 and from that point under the joint regulation of the Charity Commission and the Church
Commissioners.
The Minster receives no regular income from the Government or the Church of England (less the stipends of three
clergy), and relies on monies raised from visitors to ensure that the building can be properly maintained for future
generations.

Bookings and Welcome Office Manager
£24,589.50 per annum
37.5 hours per week

The York Minster Bookings and Welcome Office is a busy department handling calls, bookings and
enquiries relating to all the activities of the minster on a daily basis. It sits within the wider Visitor
Experience and Operations department.
The Bookings and Welcome Office Manager is responsible for overseeing the daily operations of the Office
including managing staff, ensuring they deliver the highest quality customer service every time, and
monitoring daily enquiries and operations. We are looking for a highly self-motivated individual with a
superior ability for customer service, good listening skills, effective communication skills and an
enthusiastic attitude, a strong communicator who enjoys the challenge of working with a wide variety of
colleagues and stakeholders. A person with strong administrative skills and systems experience who enjoys
working towards targets and delivering excellent customer service and who will be able to grow our group
booking and ticketing business.
Experience in managing ticketing software is preferred although training will be provided.
Applications should arrive no later than noon on Tuesday 12th July 2022. Interviews will take place on
Tuesday 19th July 2022.

Job Title:

Bookings and Welcome Office Manager

Department:

Visitor Experience and Operations

Reporting to:

Head of Events and Participation

Supervisory Responsibility:
 Line management responsibility for up to four Bookings and Welcome Team Members.
 Monthly Duty Management responsibility with coordination of approximately 11-16
Minster Hosts, Undercroft Volunteers, Guides, and Stewards during day and evening on
rota as required.
Financial/Budgetary responsibility:
 Management of annual targets of up to £300K.
 Supervisory responsibility of small project budgets of up to £1K.
Job Purpose:
The post holder will be responsible for the management of a small team delivering world-class
welcome services to all who enquire about the York Minster by phone or email. They will also be
responsible for managing all advanced sales for general visitor admissions and ticketed events as
well as bookings and pre-visit activity for general interest groups, coach tours and school groups.
They will coordinate visits made by pre-booked groups ensuring efficient and effective
administration is carried out and a world-class welcome is delivered on arrival at the Minster.
They will manage all general incoming calls to the Minster and be a key partner of the Minster
Police in informing Minster staff of an emergency.
The Bookings and Welcome Office Manager will work closely with the Visitor Experience team,
Head of Events and Participation and Head of Programming and Diary to develop York Minster’s
visitor offer.
The Bookings and Welcome Office Manager will be a proficient user and trainer of the Minster’s
Ticketing software, and will work closely with our IT and Phone service providers to ensure they
are working efficiently to support the highest standard of delivery of welcome services. The post
holder will report on ticket sales performance and produce reports on visitor numbers to inform
pricing policies and annual budgeting.
The post holder will also have the opportunity to take part in additional discrete projects as
deemed reasonable.
Duties & Responsibilities:
Leadership and Management
 Take the lead in recruiting, selecting, inducting, training, developing and performance
managing Bookings and Welcome Team Members.
 Develop a flexible and multi-skilled team, able to excel in supporting missional,
commercial, outreach and community pre-visit interactions and welcome.



Schedule the Bookings and Welcome Office Team in the most effective and efficient way, ensuring
coverage for all core shifts throughout business hours and out of hours as required in support of special
events, retaining flexibility to support additional activity and seasonal variations.
 Work with the Head of Visitor Experience and the Head of Events and Participation to set ambitious
targets for pre-booked groups, learning visits and events.
 Develop the enquiries and bookings handling procedures and policies to ensure that the highest standards
of service are consistently offered to individuals dealing with the Welcome Services.
 Work closely with the Finance Department to produce performance reports, tracking and collecting
information on visitor numbers and categories, ticket sales, guidebook sales and gift aid returns.
Phone and email enquiries


Maintain the Welcome Services as a single point of contact, open at times that reflect customer need, to
handle phone and email enquiries about the Minster.
 Develop the phone reception and email enquiry response policies to ensure that the highest standards of
service are consistently offered to individuals contacting the Minster. Ensure all callers are treated with
respect, courtesy and friendliness and their enquiry is forwarded to the relevant department and
responded to in a timely manner.
 Develop a complaints management procedure. Handle complaints received by the York Minster, keeping a
register with resulting actions ensuring timely and adequate response or escalation.
 Manage email accounts as required to ensure that messages are dealt with and redirected correctly. Be
the first point of contact for box office enquiries and sales.
 Show empathy and diplomacy to visitors unsure of the role of the church and work with York Minster
clergy to handle situations requiring pastoral care quickly and sensitively.
 Work with the Telephone services supplier and York Minster administrative officers to ensure all phone
lines are working, assigned correctly and proper messaging and forwarding systems are in place to handle
all enquiries.
Ticketing System











Assume the role of ticketing lead for the Front of House ticketing system and have an administrator level
of understanding of the ticketing and CRM systems to troubleshoot issues and manage availability.
Take the lead for all ticketing requirements and create, configure, and manage all ticketing products and
programmes in the ticketing system for general admission, services, events, and additional activity.
Maintain and develop the Bookings web page, ensuring accuracy and ease of use for visitors accessing
general admission, booked groups and schools, events, services and other activity.
Be the first point of call for ticketing issues and troubleshoot point of sales equipment.
React to general admission, service, and event changes, additions, and closures and ensure that the
ticketing system is up-to-date and accurate.
Liaise with and maintain good communication with IT Manager, Finance, Operations, and Marketing
teams as well as internal and external event organisers, where relevant to the sale of tickets or aspects of
the bookings process.
Work with Systems & Database Manager to ensure smooth implementation of system updates and
upgrades in respect of ticketing operations.
Develop and maintain user manuals covering the standard tasks required of Front-of-House and Bookings
Team staff in relation to ticketing processes.
Create and maintain records of all authorised users of the ticketing system, ensuring that all users (on-site
and off-site) are authorised to have access, and at an appropriate level.




Provide e-mail support to customers and colleagues with queries and issues related to the purchase of
online tickets and box office events.
Support the box office for substantial ticketed events on the night by being present to assist with the
system and address ticket sales issues.

Groups and Learning bookings








Develop the bookings procedures and policies to ensure that the highest standards of service are
consistently offered to individuals using the bookings service.
Be the first point of contact for all pre-booking of groups including learning groups.
Maximise database software systems to grow commercial groups business, identify growth potential and
increase group and learning visits income.
Together with front of house staff and the Visitor Experience Volunteers Manager, coordinate pre-booked
groups visits, ensuring efficient and effective administration is carried out, staff and volunteer resource is
allocated to groups correctly so they receive a world class welcome on arrival.
Work closely with the Learning team to promote and schedule all learning activities.
Maintain Customer Relationship Databases for use and analysis by other departments and identify
business growth potential for pre-booked groups.
Respond to upselling directives and financial income targets.

Additional responsibilities:







Any other duties reasonably required.
Ensure the highest standards of professional performance are maintained.
Promote equal opportunities in the work of the department.
Ensure compliance with relevant legislation and statutory codes of practice.
Participate in the arrangements for performance review and appraisal.
Ensure that professional skills are regularly updated through participation in training and development
activities.

REQUIREMENTS
The post holder must be able to demonstrate:

Absolute Integrity & Values
The Minster exists to proclaim the Christian faith, so the appointee needs
either to have or to be able to develop an understanding of the Church of
England, its ethos, structures and mission, work comfortably and in
sympathy with the worship and mission of the cathedral and be willing to
engage in all aspects of the cathedrals life.

ESSENTIAL (E)
DESIRABLE (D)

MEASURED BY:
A - Application
form
I – Interview
T – Test

E

A/I

Education/Training
(Academic, vocational/professional and other necessary training)


Minimum C in GCSE level in English and Maths or equivalent.

E

A/I



Vocational Qualification in administration or equivalent
Experience.

E

A/I

E
D
E
E
E
E
D
E

A/I
A/I
A/T/I
A/I
A/I
A/I
A/I
A/I

Knowledge & Experience (eg report writing, IT, Microsoft)









Microsoft Office programmes in a working environment.
Experience of working with Customer Relationship Management.
Experience of working with databases.
Knowledge of basic accounting.
Customer interaction.
Telephone skills.
Booking software packages.
Strong literacy and numeracy skills.

Competencies
(e.g. communication, interpersonal, decision making, problem
solving, team player, values diversity)








Ability to lead and coordinate a team.
Attention to detail.
Team player.
Self-reliant and resilient.
Organisational skills and ability to prioritise
workloads.
Verbal communication.
Written communication.

E
E
E
E
E
E
E

A/T
I
I
I/T
I
A/T
A

E
E
E

A/I
A/I
A/I

Special Features
(e.g. Travel required)




Required to work five over seven days per week.
May be required to work occasional
evenings/weekends.
Light manual handling duties required.

Health & Safety
Under the Health and Safety at Work Act 1974, whilst at work, you must take reasonable care for your own health
and safety and that of any other person who may be affected by your acts or omissions. In addition, you must cooperate with the organisation on health and safety and not interfere with, or misuse, anything provided for your
health, safety or welfare.
Safeguarding
All staff and volunteers are expected to demonstrate a commitment to safeguarding the welfare of all children and
adults who may be vulnerable, who are involved with and/or visit the Minster. This will include adherence to policies
and procedures, following good practice in relation to their own behaviour and conduct and undertaking any
safeguarding duties commensurate with their specific role.
Living Wage - The Chapter of York is an accredited living wage employer.
Salary
The salary is £24,589.50 per annum, plus a contributory pension scheme.
Working Patterns
The role is full time with 37.5 hours per week, working 5 over 7 days, with occasional weekends.
Annual Holidays
The holiday entitlement is 25 days per annum plus 8 bank holidays for full time staff (pro rata to hours worked). If a
member of staff is required to work on a bank holiday, they will be entitled to the equivalent time off on an
alternative day, to be agreed with their Line Manager.
Pension Scheme
All eligible members of staff will be automatically enrolled in accordance with the legislation, to the occupational
Staff Pension Scheme. The Chapter of York will contribute to a contributory pension scheme with the Church
Workers Pension Scheme including Life assurance at three times salary. Employee contributions are 3% and
automatic enrolment will be made unless the employee chooses to opt out. The contribution made by The Chapter
of York is 10.25%.
Staff Discount
All employees receive a 10% discount on purchases from the York Minster Gift Shop and discounts from various
shops and cafes within the vicinity.

Chapter aims to provide equality and diversity to all in employment, and aims not to discriminate on grounds of
social economic group; gender; race; colour; nationality; ethnic or racial origin; carer responsibilities; sexual
orientation; disability; age; appearance; religious or political belief; trade or union activity; or any other conditions,
or requirements which cannot be shown to be justified. The same commitment also applies to discrimination based
on association with someone who possesses any of these characteristics, and to discrimination based on the
perception that someone possesses such a characteristic.
To ensure that Chapter’s Equality and Diversity policy is operating effectively (and for no other purpose) we maintain
records of employee’ and applicants’ racial origins, gender and disability. Ongoing monitoring and regular analysis of
such records provide the basis of appropriate action to eliminate unlawful direct and indirect discrimination and
promote equality and diversity.

Please complete the Application, Confidential Declaration and Equality & Diversity forms in full that are available
as a link on our online Jobs page yorkminster.org/jobs/ and send to:

jobs@yorkminster.org

Completed forms should arrive no later than noon on Tuesday 12th July 2022. Interviews will take place on Tuesday
19th July 2022.

If you are invited for interview you will be asked to produce evidence of your eligibility to work in the UK. Offers of
employment are subject to satisfactory references, medical clearance and, where appropriate, a Disclosure and
Barring Service (DBS) check at enhanced level.

