
 

 

 

Job Description March 2025 

 

Role:  

Visitor Services Manager – Retail 

Region / Department:    

Highlands & Islands 

Reports to:   

Operations Manager – Glencoe & Glenfinnan 

Pay Band:   

Grade 4 Upper - £37,563 - £41,552 pro-rata, per annum 

(reasonable mileage expenses will be paid for travel 

between the two properties) 

Location:   

Glencoe & Glenfinnan 

Type of Contract:   

Full Time, Permanent – 40 hours per week 

(includes 1hr paid breaks a day) 

 

 

JOB PURPOSE  

 

This is an exciting leadership role within the team that manages Glencoe National Nature Reserve and Glenfinnan 

Monument. We welcome three-quarters of a million visitors from across the globe to our visitor centres at these 

popular Highland attractions and aim to give them all an enjoyable experience. An attractive, retail offer and 

exceptional customer service are vital to this.  

 

You will manage and develop two flagship National Trust for Scotland shops, leading the retail team in delivering 

a strong commercial performance and maximising income-generating opportunities. You will lead your team to 

create enticing retail displays and maintain high salesfloor standards, whilst playing a part in developing distinctive 

product ranges and partnerships with local suppliers. You will also foster a friendly, efficient service environment 

in line with the National Trust for Scotland’s policies, priorities and targets, coaching and motivating your team to 

be the best they can be. 

 

As Scotland’s largest conservation membership charity, every penny we take through our shops supports our work 

protecting the nation’s natural and cultural heritage, making these special places sustainable in every way.  

 

You will also be part of a broader duty management team responsible for smooth and safe visitor services 

provision, inspiring visitors with ideas for things to do here and sharing your enthusiasm for the conservation 

activities their purchases help to fund.  

 

KEY RESPONSIBILITIES AND ACCOUNTABILITIES 

 

Retail operation  

 

• With a flair for visual merchandising, design eye-catching displays that make effective use of space and 

are in line with the projected sales mix. 

• Be accountable for effective stock control and management – managing the goods receipting process, 

storage and stock taking of all retail products.  

• Develop and embed robust processes and routines for the replenishment of stock, ensuring that high 

standards of display are maintained throughout the trading day. 



 

 

• Build the team’s product knowledge, encouraging personal recommendations, upselling, cross-selling 

and the promotion of special offers.  

• Understand and adhere to the sale of alcohol legislation as a Premises Manager. 

• Contribute to range reviews and the identification opportunities for the development of new and 

bespoke products. 

• Seek opportunities to support local enterprise and creative talent, working with the central retail team to 

build relationships with local suppliers and partners. 

• Work closely with our central retail and other NTS shop managers to share best practice and ensure our 

offer is closely aligned with Trust-wide strategic goals. 

Visitor experience 

 

• Create a culture of exceptional service, every time, leading by example with the warm welcome you give to a 

varied audience of individual visitors, international tourists, travel trade groups and our local community. 

• Monitor customer reviews, visitor survey and mystery visit results, developing action plans to address 

feedback and improve the visitor experience. 

• Take a lead role in developmental projects to enhance our retail offer and on-site facilities. 

• Generate inspirational content for social media and media promotion. 

 

People management 

 

• Recruit, train, develop and performance manage your team to ensure they are fully equipped and 

motivated to undertake their front and back-of-house duties. 

• Coordinate the production of rotas to ensure we deploy staff resources effectively, in line with business 

needs and budget allowances. 

• Oversee a safe and smooth visitor centre operation as part of the duty manager team, minimising the risk 

of incidents or accidents and providing leadership in the case of an emergency. 

 

Finance performance 

 

• Deliver a £million retail turnover, working closely with the Operations Manager to set budgets, monitor, 

analyse and report on income and expenditure targets, making proactive/reactive adjustments to deliver 

strong, sustainable commercial performance for our charity. 

• Supervise secure and accurate till operations, perform end-of-day income reconciliation as a duty 

manager and conduct month-end and year-end financial management procedures. 

• Champion environmentally sustainable practices in all aspects of the shop operation and ensure the 

longevity of our equipment through appropriate maintenance regimes. 

 

REQUIRED QUALIFICATIONS, SKILLS, EXPERIENCE & KNOWLEDGE 

 

• Understanding of and passion for the work of the National Trust for Scotland 

• Relevant degree level qualifications and/or equivalent management experience and hands-on delivery in a 

fast-paced, high volume or multi-site retail operation 

• Previous experience of EPOS and retail stock management systems 

• Commercial acumen and budget management, including achievement of sales targets 



 

 

• People leadership and management, developing a team with varying remits and competencies, and 

managing change in a seasonal customer service environment 

• Support and delivery of projects 

• Confident communications and influencing skills, adapting to a range of internal and external audiences 

• Ability to manage time and priorities efficiently and effectively 

• Comfortable with flexible working patterns, including some weekends and occasional evenings 

• Proficient with Microsoft Office and 365 applications, and comfortable with online financial, stock and HR 

management tools 

• Scottish Personal Licence (or willingness to train and use) 

• First Aid certificate (or willingness to train and use) 

• Full clean driving license valid for the UK 

 

The Key Responsibilities, Scope of Job, and Required Qualifications, Skills, Experience & Knowledge reflect 

the requirements of the job at the time of issue.  The Trust reserves the right to amend these with 

appropriate consultation and/or request the post-holder to undertake any activities that it believes to be 

reasonable within the broad scope of the job or his/her general abilities. 

 

Applications  

Interested applicants should forward their Curriculum Vitae (CV) or an Application Form to the People Services 

Department (Applications) by email via workforus@nts.org.uk, by Sunday 6th April 2025. 

Please ensure your CV includes your full name and contact details, the CV file sent to us should be titled your first 

initial and surname. When submitting your CV please state the position and job location of the vacancy you are 

applying for in the subject title or body of your email: For example "Gardener - Culzean" 
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