
Air Zoo 

 
Position Title:   Guest Experience Lead 

Supervisor:  Guest Experience Manager 

Position Objective: To provide all Guests with an efficient, informative experience as relates to the sale of Air Zoo 
admissions, memberships, and programs.   

Status: Non-Exempt, Evening, weekends and holiday hours required 

Guest Experience and Sales 

1. Keep up to date regarding events and programs, ticket prices, membership categories and prices, general offerings, 
organization policies and procedures (all Air Zoo programming pricing and activities) and be able to communicate this 
information to guests, volunteers, and staff. 

2. Maintain a clean and neat appearance of all lobby areas during your shift. This includes but is not limited to; sweeping 
floors, cleaning counters, emptying trash receptacles, restocking brochures and marketing materials, cleaning up coat 
closet and maintaining a clean ticket counter appearance. 
Provide excellent customer service to every guest. Greet groups and clients upon arrival. Ensure all the client’s needs 
and expectations are being met during check-in to their event, program, or daily visit. 

3. Maintain appropriate cash banks. Understand and be able to execute cash-out procedures for all retail areas.  
4. Recommends changes to procedures to improve guest experience. 
5. Ability to make decisions, in the best interest of the Air Zoo, it’s staff, and guests; with or without management 

assistance.  
6. Provide training, guidance, supervision, and support for staff and volunteers within the Ticket Counter/Front Lobby 

Area. Ensure that operations procedures and policies are followed. 
 

Membership Support 

1. Assist the Membership staff in the completion and maintenance of membership records and activity within the Tessitura 
system.   

Data Integrity 

1. Complete training, and maintain proficiency, in Tessitura Software, and associated products, used by the Air Zoo. Ensure 
timely, accurate entries, transactions, and reports in the Tessitura system. Adhere to standards set forth by the Tessitura 
Consortium and the Air Zoo regarding the use of Tessitura and associated products.  

2. Coordinates with Guest Experience Manager and/or Assistant Guest Experience Manager to implement training 
necessary for new products and promotions.  

3. Provide appropriate training to Guest Experience Ambassadors regarding use of Tessitura software, sales processes, and 
customer services, as directed.  

Group & Events Support 

1. Assist Group and Events staff in the completion and maintenance of guest and client records, and order information, 
within the Tessitura system. 

2. Assist the Group and Events staff in the greeting and coordination of arriving groups. Maintain the knowledge and ability 
to complete all sales transactions associated with these guest activities, and assists the Group and Events staff, as 
necessary. 

Team Support 

1. Maintain proper knowledge of all Fly Buy merchandise, procedures, and policies. 
2. Maintain proficiency in the use of all required retail software, hardware, and equipment. Assists the retail staff in 

providing an exceptional guest experience and assists at the point-of-sale station, when necessary. 
3. Work with Marketing, Events, and Guest Experience teams to implement promotions, partnerships, and 

communications that promote membership experience and enhance guest conversations. 



Air Zoo 

 
4. Greet 3rd party vendors for events and answer basic directional questions. Keep in touch with Group and Event staff 

members during regular business hours, while set up for daytime or evening events is happening within the Air Zoo. 
5. Other duties as assigned by supervisory 

 

Minimum Education / Experience Required 
1. Minimum of one-year retail/cashier experience. 
2. Minimum of one-year Customer Service Experience 
 
Knowledge, Skills and Abilities Required 
1. Ability to communicate effectively, both verbally and in writing, with staff, volunteers and public 
2. Ability to effectively solve problems 
3. Ability to handle stressful situations 
4. Ability to interact with the public in a positive and enthusiastic manner 
5. Ability to coordinate activities of others and motivate others through effective leadership and by example 
6. Ability to think on their feet and professionally resolve new and unexpected situations. 
7. Superior interpersonal skills to foster effective working relationships at all levels  
8. Full understanding of customer service philosophy and procedures of the Air Zoo 
9. Must possess strong organizational skills 
10. Ability to undertake multiple concurrent tasks and work in an environment where interruptions are common 
11. Must maintain confidentiality 
12. Must be flexible with the ability to work independently and as a team member 
13. Compliance with the Air Zoo’s dress and personal appearance policies 
14. Professional work and punctuality habits 
15. Demonstrated management of conflict and ability to act in a professional manner 
16. Ability to work with a wide diversity of individuals 
17. Ability to operate standard office equipment 
18. Computer and general office equipment skills (Microsoft Office). 
19. CPR, First Aid and Blood Bourne pathogen trained or the ability to successfully complete the training. 
 

Equipment Used 

1. General office equipment 
2. Network based computer system 
3. Cash register 
4. Cleaning equipment 
5. Tessitura Software 
6. Manage Multiline Phone/Intercom system 
7. Retail Shop POS  
 

 

____________________________________________________       _____________________ 

Incumbent         Date    

_____________________________________________________       _____________________ 

Supervisor         Date    

_____________________________________________________       _____________________ 

Human Resources        Date    

The above statements are intended to describe the general nature and level of work being performed.  They are not intended to be construed 
as an exhaustive list of all responsibilities, duties and skills required of personnel so classified. 
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