
Ahha Tulsa
Job Description

Position Title: Guest Services Manager
Reports To:Director of Events & Guest Services
FLSA Status: Salaried/Exempt
Sarary: $50,000/year

Ahha Tulsa is a 501c3 nonprofit organization whose mission is to cultivate a more
creative community. Founded in 1961, ahha advocates for arts and culture policies

and programming in the community and in the education system. Ahha takes a lead
role in fostering cooperation among Tulsa arts and humanities organizations as a

whole to benefit the entire community; and develops, supports and nurtures
innovative programs and exhibits that bring the arts to the public. Ahha operates
a state-of-the-art facility to support the mission, the ahha Hardesty Center in the

downtown Tulsa Arts District.

Position Summary:
The Guest Services Manager is the face of ahha Tulsa, welcoming, engaging and
exciting guests of the ahha Hardesty Center. This position is responsible for
overseeing, developing and implementing the entire portfolio of guest service
initiatives at the ahha Hardesty Center, including entrance, ticketing, membership
sales, food & beverage, and retail operations.. The Guest Services Manager
delivers world-class customer service and trains, schedules and motivates a team,
including the Assistant Guest Services Managers and up to 20 part time Guest
Services and Studio Ambassadors. This position requires some evening and
weekend work within a flexible, full time schedule.

Essential Duties and Responsibilities:
Other duties may be assigned in keeping with the mission of ahha Tulsa.

● Oversees the admissions, access control and ticketing procedures within the
ahha Tulsa Tessitura ticketing system, making product changes as necessary
and developing efficient processes.

● Works with Communications Director to  design and implement discount and
promotional activities to drive attendance.

● Tracks response to offers and makes recommendations for improvements in
order to meet operational goals.

● Oversees the membership sales procedures within the ahha Tulsa Tessitura
ticketing system, making updates and changes as necessary to promote a
positive, seamless membership sales and renewal experience.

● Works with team to develop and implement membership levels and benefits.
● Maximizes  membership sales and renewal rates to meet organizational

budget goals.
● Works with Communications Director to develop and implement member



communications plan.
● Oversees the ahha Hardesty Center gift shop and all retail operations by

maintaining inventory and developing and managing sales procedures.
● Oversees and implements the ahha branded merchandise program across all

events and operations.
● Oversees gallery art sales processes and trains part time ambassadors to

engage with potential art  buyers.
● Oversees the food, beverage and retail operations for ahha, Mayfest arts

festival, t and other public events produced  by ahha Tulsa. Contracts with
vendors, orders and stocks supplies, trains and  schedules part time staff.
Ensures product offering meets or exceeds guest  expectations and sales
meet or exceed organizational financial goals.

● Provides detailed reporting on sales in admissions, membership, retail, food
and beverage as required by management and the board of directors.

● Works to meet and exceed sales targets across all categories to achieve
ahha’s financial sustainability goals.

● Works within a budget to keep costs low  for maximum profitability in
support of ahha’s mission.

● Works with the Programs department to facilitate group tours and schedule
part-time staff when needed.

● Hires, trains, schedules and supervises a team, including an Assistant
Manager of Guest Services and part time Guest Services and Studio
Ambassadors, ensuring the team gives world-class service to guests and
members.

● Interfaces with members, gift shop artists, guests and others frequently in
person, on the phone and via email. Maintains world-class service to all
constituents through all methods of communication.

Ahha Values:
Employees of ahha must be committed to upholding the values of the organization.
At ahha Tulsa, we are:

Creative, Accessible, Engaging, Collaborative and Fun!

Supervisory Responsibilities:
Directly supervises up to 40 employees, including the Assistant Guest Services
Managers, Guest Services Ambassadors and Studio Ambassadors. Carries out
supervisory responsibilities in accordance with the ahha's policies and applicable
laws. Responsibilities include interviewing, hiring, and training employees;
planning, assigning, and directing work; appraising performance; rewarding and
disciplining employees; addressing complaints and resolving problems.

Competencies:
To perform the job successfully, an individual should demonstrate the following
competencies:

Continuous Improvement
• Works hard consistently and enthusiastically
• Displays original thinking and creativity



• Meets challenges with resourcefulness
• Develops innovative approaches and ideas

Integrity
• Accepts accountability for personal performance and behavior
• Admits and takes responsibility for correcting mistakes
• Represents collective interests over personal gains

Teamwork
• Able to establish and maintain effective and professional working relations
with coworkers
• Relates well to all kinds of people, building rapport with diplomacy and tact
• Shows empathy and respect towards others

Customer Service
• Deals courteously and effectively with the public at all times
• Responds promptly to customer needs
• Solicits customer feedback to improve service

Safety and Security
• Adheres to all safety regulations and policies and maintains a safe and
productive workplace for visitors, program participants and fellow employees
• Reports potentially unsafe conditions

Project Management
● Develops project plans
● Coordinates projects and communicates changes and progress to the

team
● Completes projects on time and budget

Leadership
● Displays passion and optimism
● Inspires respect and trust
● Serves as a role model for employees, embodying ahha’s core values •

Mobilizes others to fulfill the ahha mission and vision
● Accepts feedback from others
● Gives appropriate recognition to others.

Managing People
● Delegates tasks, projects and assignments effectively
● Includes staff in planning, decision-making, facilitating and process



improvement
● Makes self available to staff
● Provides regular performance feedback
●
● Develops subordinates' skills and encourages growth
● Continually works to improve supervisory skills.

Business Acumen
● Understands business implications of decisions
● Displays orientation to profitability
● Demonstrates knowledge of market and competition
● Works within approved budget
● Develops and implements cost saving measures
● Develops strategies to achieve organizational goals
● Adapts strategy to changing conditions

Qualifications
To perform this job successfully, an individual must be able to perform each
essential duty satisfactorily. The requirements listed below are representative of the
knowledge, skill, and/or ability required. Reasonable accommodations may be made
to enable individuals with disabilities to perform the essential functions.

Education and/or Experience
Bachelor’s degree from college or university in a relevant field such as Arts
Management, Business Administration, Nonprofit Management or Hospitality;
three to five years related experience and/or training; or equivalent combination
of education and experience.

Language Skills
Ability to read, analyze and interpret general business periodicals, professional
journals, technical procedures, or governmental regulations. Ability to write
reports, business correspondence and procedure manuals. Ability to effectively
present information and respond to questions from groups of ahha employees,
managers, clients, customers and the general public.

Mathematical Skills
Ability to calculate figures and amounts such as discounts, proportions and
percentages. Ability to apply basic concepts of algebra and geometry. Ability to
apply concepts such as fractions, percentages, ratios and decimals to practical
situations.

Computer Skills
Requires proficiency with Microsoft Excel and experience with Microsoft Word;
Microsoft PowerPoint or Prezi; Tessitura or equivalent ticketing and donor
management system; and Internet Browser(s)- Explorer, Chrome, Safari, etc.
Experience with ticketing and membership printers and other hardware highly
preferred.

Other Skills, Abilities or Qualifications
Ability to work evenings and weekends as needed. Ability to respond to
technology or guest service related emergencies during off hours.
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Physical Demands:
The physical demands described here are representative of those that must be met
by an employee to successfully perform the essential functions of this job.
Reasonable accommodations may be made to enable individuals with disabilities to
perform the essential functions. This position requires substantial walking;
substantial standing, moderate sitting; substantial reaching with hands and arms;
minimal climbing or balancing; moderate stooping, kneeling, crouching or crawling;
substantial talking or hearing; moderate lifting 20 to 60 pounds.

Work Environment:
The work environment characteristics described here are representative of those an
employee encounters while performing the essential functions of this job.
Reasonable accommodations may be made to enable individuals with disabilities to
perform the essential functions. This work environment requires substantial wet or
humid conditions; moderate work near moving mechanical parts; minimal work in
high, precarious places; moderate work with or near toxic or caustic chemicals;
moderate work with or around fumes or airborne particles; substantial work in
outdoor weather conditions; substantial work with loud noise level.


