HEAD OF GUEST EXPERIENCE & HOSPITALITY

The Grange Festival is looking for an experienced and highly skilled hospitality professional to
lead our guest experience and hospitality programme. This is a senior, hands-on role at the heart
of a premier arts organisation, offering the opportunity to build meaningful relationships with
high-net-worth patrons, members, and guests, while overseeing the operational excellence that
ensures every interaction is seamless.

This role also carries a strong commercial focus. You will play a key role in driving revenue
through ticket sales, dining, and membership, with a proactive and thoughtful approach to
upselling and conversion, always aligned with delivering an exceptional guest experience.

The Grange Festival is currently undergoing a significant period of growth, presenting the chance
for the right candidate to shape the evolution of our audience experience and take on increasing
responsibility as the organisation expands.

WHY THIS ROLE IS SPECIAL

e Lead the delivery of truly exceptional experiences for discerning guests and high-value
patrons.

e Balance strategic relationship management with operational oversight and hands-on
delivery.

e Play a central role in shaping how our audience engages with The Festival, leaving a
lasting impression of excellence and warmth.

e Influence systems, processes, and service design across a growing, dynamic organisation.

e Contribute directly to revenue growth through guest engagement, upselling, and
conversion.

WHAT YOU WILL DO

Build Exceptional Guest Relationships
e Bethefirst point of contact for our most valued guests, delivering a high-touch,
personalised service.
e Maintain strong, trusted relationships with repeat attendees and high-net-worth patrons.
¢ |dentify opportunities to enhance each guest's visit through tailored recommendations,
including ticket upgrades, dining, and membership.
e Manage complex or sensitive requests with discretion, care, and professionalism.

Drive Revenue & Commercial Performance

e Proactively support the generation of ticket, dining, and membership revenue through
effective conversion of enquiries.

e Confidently upsell hospitality packages, premium seating, and add-ons in a way that
enhances the guest experience.

e Monitor booking patterns and identify opportunities to maximise occupancy and yield.

e Work closely with internal teams to support sales initiatives and campaign delivery.

e Oversee day-to-day operations and commercial performance of the on-site shop, ensuring
an engaging retail experience that supports overall revenue growth and brand
presentation.



Lead Operational Excellence
e Oversee bookings, seating allocations, and hospitality arrangements, ensuring all guest
requirements are met flawlessly.
e Maintain operational standards during peak periods, combining strategic oversight with
hands-on execution.
e Ensure dietary requirements, accessibility needs, and bespoke requests are captured and
executed with precision.

Manage Financial & Systems Processes
e Oversee ticketing, dining, and donation payments, including cash handling, reconciliation,
and use of on-site payment devices.
e Maintain accurate records in Spektrix or comparable CRM/ticketing systems, monitoring
data quality and integrity.
e |dentify opportunities to improve workflows, processes, and guest-facing systems.

Lead and Support Your Team
e Manage seasonal staff during peak periods, setting rotas and providing hands-on
guidance.
e Lead by example, demonstrating exceptional service standards and commercial
awareness.
e Support the development and coordination of front-of-house and hospitality staff.

Be Hands-On
e Actively handle inbound guest enquiries via phone, email, and in-person during peak
periods, converting interest into confirmed bookings.
e Support bookings, ticketing, and hospitality execution directly, ensuring every interaction
reflects The Grange Festival’s high standards.

About You

e Extensive experience in hospitality, luxury service, or customer-facing roles, ideally within
a hotel or premium guest environment.

e Commercially minded, with a proven ability or strong instinct for upselling, conversion,
and revenue generation.

e Proven ability to build long-term relationships quickly and maintain high levels of loyalty.

e Strong operational and organisational skills with meticulous attention to detail.

e Confident using CRM or ticketing systems (Spektrix or comparable) and managing
financial processes.

e Comfortable working strategically while “rolling up your sleeves” during busy periods.

e Calm, solutions-focused, and able to make excellent decisions under pressure.

e Ambitious and excited by the opportunity to grow within a rapidly expanding
organisation.

CONTRACT DETAILS

e Contract type: Full time, permanent employment

e Start: June 2026

e Hours: 35 hours per week outside peak season. Peak period (June-July) requires extended
hours and weekends; TOIL provided.

e Salary: £36,000 - £40,000 per annum

e Holiday entitlement: in line with The Grange Festival's standard annual leave policy, plus
bank holidays, calculated pro rata for the holiday year



e Hands-on operational responsibility during peak periods; in the off-season, the team is
very small, and you will be responsible for managing all incoming calls and emails.

¢ Unique opportunity to combine high-end hospitality leadership with a role offering both
influence and operational impact, in an organisation undergoing significant growth.

ABOUT THE GRANGE FESTIVAL

The Grange Festival is one of the fastest-growing arts organisations in the UK, offering exceptional
opera, dance, and concert performances on an unparalleled English country estate sixty miles
southwest of London. Central to the Festival experience is the iconic Grade-| listed Neoclassical
mansion house, one of the finest examples of Greek Revival architecture in Europe and protected
under the guardianship of English Heritage.

Performances are held in a 622-seat RIBA award-winning theatre built inside a wing of the
mansion, originally constructed as an orangery in 1825. Festival audiences can explore the house
and grounds, and each performance features an extended dining interval with a range of options
to choose from. Since its founding in 2017, the Festival has developed a strong reputation for
superb vocal artistry, high production values, and an incredibly friendly audience community. As
a charity, The Grange Festival advances the arts by commissioning new productions and
championing the work of a wide range of creatives and artistic companies, as well as helping new
audiences discover opera, dance, jazz and other artforms. Throughout the year, the charity also
delivers a wide portfolio of projects with schools and community partners, including partnerships
with Hampshire Music Education Hub, University of Winchester, English Heritage and other
charities.

HOW TO APPLY
To apply, please complete this online application form. You will need to upload a CV and either a

cover letter or introductory video (no longer than 3 minutes) detailing your interest and relevant skills
for therole.

Applicants moving forward in the process may first be invited to complete a brief skills assessment,
and then may be invited to our offices for in-person interviews.

Applications are open now and will be reviewed on a rolling basis until the roles arefilled.
The Grange Festival is committed to building an inclusive workplace and welcomes applications from
all backgrounds, particularly groups who are under-represented in the arts sector, including ethnically

diverse and disabled candidates.

The Grange Festival processes all personal information in accordance with the Data Protection Act 2018
and related regulations.
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