Visitor Services Volunteer Orientation
Hillwood Estate, Museum & Gardens

May 2026
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Training Agenda

0 Welcome and Introductions

o The Hillwood Standard

0 Volunteer Shift Overview: Visitor Center & Mansion

o Guidelines and Policies

o Walk Through: Volunteer Lounge, Mansion & Visitor Center

0 Next Session: Tuesday, May 12 (via Zoom), 6-8 p.m.
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Volunteer Management Team
S

Birder Volunteer Special Collections Volunteer

Cutting Garden Volunteer Virtual Metadata Volunteer

Floral Design Volunteer Education Program

Greenhouse Volunteer

Orchid Collection Volunteer

Outdoor Garden Volunteer

Family Art Volunteer

Woodland Stewardship Volunteer



Introductions

I T
Let’s go around the room and share:

1. Your name
2. Why you chose to volunteer at Hillwood
3. Share one fun or interesting fact about yourself



The Hillwood Standard

I I I,
o Hillwood is a non-profit institution operating solely to serve the pubilic.
o You are part of a distinguished tradition that began when Marjorie

Merriweather Post opened her home to college students and art
organizations.

o Post had extremely high standards...and a signature style for making
people feel welcome.

Our collective goal is to provide the best possible visitor experience.



Volunteer Shift Overview:
Visitor Center & Mansion



VSV Shift Overview

Timeframe:
o 4-hour shifts, offered from:
o 9:30a.m.-1:30 p.m.
o 1-5p.m.
o0 Serve 2-4 shifts per month equating

to approximately 100 service hours
annually.

Atmosphere:
& o Work in teams of 4-5 volunteers per

shift.

Location:

< o Splittime between the visitor

center and mansion.




Visitor Center

Visitor check-in & orientation

~—

Orientation film

Museum shop

Lost & found (at the front
desk)
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Visitor Flow in Visitor Center

Visitor Services Staff at Front Desk VSVs at Tour Desk

Step 1: Check-in with staff Step 2: Orientation with VSVs
o Pay suggested donation o (RDﬁ?r gracious We|C0me. . 4
"\ o Receive visitor stickers after checking in o Review estate map, touring options, an

g visitor guidelines
o Purchase membership, if interested o Answer questions
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Visitor Stickers
T

HILEWQOD | | HILLWOOD | | HILIWOOD | | HILEWOOD




Touring Options: Choice & Control

Orientation Film

Foreign Language Brochures
Russian Spanish
French Mandarin

Mobile Audio Tours

Mansion tour
Garden tour

@
=

Docent-led Guided Tours

Family tour
@ Brochures Q0
Visitor guide and map (\(ﬂ’j Group Tours

Family treasure hunts




Visitor Guide & Map




Mobile Audio Tour

Download Hillwood’s
dynamic mobile audio tour.

Make the most of exploring the gardens
and mansion!




Mobile Audio Tour
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Mobile Audio Tour

Save the image to a personal gallery.

Share via social media (Twitter and Facebook) or
via email.

Navigate back to the tour map (i.e. the mansion
floor plans) to locate the stop or object.

Return to the entire tour, either the list, salon, or
map view.

Read a caption with more information, including
ABOUT object title, artist, medium, and accession
number.

0:00 1:58

Hit zoom or the image itself to see alarger,
zoomable photo, including detail shots and other

Imperial Easter Eggs angles.
by Fabergé

lcon Root

=~ Hit play to listen to the audio track, or read the

Look down at your screen to see an e s

image of the first egg discussed. Tsar
Nicholas Il presented this pink and gold




Families at Hillwood
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Russian Art French Art

Marjorie Merriweather Post

Enjoy exploring the mansion, Marjorie Post's home for many years.
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Visitor Orientation
T

When welcoming visitors:

Start with the map — give visitors
their bearings

Review the available tour
options

A sample orientation script is available
on the volunteer website



Mansion
]

M Main collection
m 0 Two floors to explore

ﬁc Elevator

é Mansion coat room




On-station in Mansion

O

O

O

O

Rove/circulate from room to room and floor to floor every 10-15 minutes,
when not speaking with a visitor.

Answer general Hillwood questions.
A FAQs document is available on the volunteer website.
Informational resources are in the mansion coat check.

Assist visitors with the mobile audio tour.

Make yourself visible and approachable:
Smile
Make eye contact
Offering a simple greeting, such as “Hello. Welcome to the mansion.
Please let me know if you have any questions.”
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Entry Hall Duties

1

Assist with Coat Check Assist with Start of Mansion Tours

o Assist the Security team members in the o Help docents collect the tour tickets.
coat check. o Return to roving/circulating in the

o Security communicates Hillwood'’s bag mansion once docent-led tours begin.
policy to visitors and determine which
items to check. | Afternoon Mansion Tour

o VSVs welcome visitors and assist with L2gpm

. . . Morning Mansion Tour inteer will greet you

checking items in the coat room. 11:30 am front door inside of

« the Mansion
A volunteer will greetyou

at the front door inside of 5 minutes before
the Mansion esignated tour time.

Arrive 5 minutes before return unused tickets
your designated tour time. he Visitor Center.

Please return unused tickets
to the Visitor Center.




Guidelines & Policies



Mansion Guidelines & Amenities

o 0 5 o o o
m All ages are welcome 9 Visitor chairs (without rope

across the seat)

o
: Photos of areas
é cEmplimEnEn) Geel Gt ) inaccessible by wheelchair

Non-flash photography /’

Nl Pencils for note takin
and non-commercial video 9



Mansion Guidelines
]

Wet umbrellas should be left in the umbrella holder outside under the
porte-cochere

Strollers are not permitted in the mansion

Silence mobile devices

No flash photography

B N &% I

No pens, markers, and other writing instruments

.



Mansion Guidelines

V

Respect the Collection Camera Use
0 Please experience the art with your eyes 0 Feel free to use your camera, but please
and imagination. photograph without a flash.
o Avoid touching any part of the collection or o For the comfort of others, we ask you

leaning on the walls, doorways, or
columns, as many of these pieces are
fragile.

refrain from taking photos while walking,
so the flow of visitors remains smooth.




Coat Check Guidelines

Please refer to the Mansion Coat Check
Guidelines for VSVs on detailed instructions
on assisting at the coat check.

@

o We offer a secure and complimentary coat
check in the mansion.

o A policy regarding bag size is in place to
preserve Hillwood'’s collection.

o VSVsrole is to assist our colleagues in Security
with the coat check, when needed.

Mansion Coat Check Guidelines for Visitor Services Volunteers
Revised: November18, 2025

Hillwood offers a secure and complimentary coat check room, located in the mansion entry
hall, to support the comfort of our guests and ensure the safety of the mansion, collection,
and visitors. The coat check is managed by Hillwood's Security teamas they oversee the
liability and risk of checked items. Whenassigned to the mansion, visitor services volunteers
(VSVs) assist Security with receiving and returning items, while also offering exceptional
customer serviceand light interpretation to visitors throughout the mansion.

This resource is designed to clarify coat check procedures and address frequently asked
questions, ensuring a smooth and efficient experience for visitors, staff, and volunteers.

Questions?

While on volunteer duty, please direct any questions about coat check operations or the bag
policy to the nearest Security team member. If you encounter a visitor who isresistantabout
our coat check policies, kindly refer them to a Security team member for further assistance.

Bag Policy
Visitors must check oversized™ bags, totes, backpacks, and bulky items upon entering the
mansion. This policy also includes any other items that cannot be carried reasonably and
safely in these spaces:
» Oversized coats and outerwear. These items may not be carried throughout the
mansion and must be worn or checked.
» Oversized bags, purses, and backpacks.
* Hillwood shopping bags, regardless of size.
« Water bottles. If a guest asks for an exemption due to medical reasons, please direct
them to a member of Security.
s Any other oversized item that does not fit inside the bag check box, such as a selfie
stick.

*Oversized = Any item that does not fitin the bag check box (11" x 14" x 8"). Boxesare
located in the visitor center and the coat check room for easy measurement.

Security staff stationed inside the mansion entrance (by the glass doors) will determine
which items must be checked and direct guests accordingly. Hillwood volunteers and staff
can also inform guests about the bag policy while in the visitor center, which gives visitors
the option to leave items not permitted in the mansion inside their vehicle. Please note that
all visitors are instructed to leave luggage in their vehicle.

VSV Responsibilities at the Coat Check
Please follow the guidelines below when stationedto assist Security with the coat check.
» Each hanger and cubbyin the coat checkare numbered and correspond to a
numbered claim tag.




Garden Guidelines
]

Stay on the designated paths
Watch your step on the natural stone

O
O
o Not permitted to pick flowers or take cuttings
o Picnicin designated areas of the gardens

O

Photography and videotaping for non-commercial
use




Museum Accessibility
]

o Elevators in the visitor center and mansion.
o Service animals are permitted on the estate; no pets are allowed.

Exception: Sunday morning dog walks for members and Spooky Pooch Howl-o-ween
Celebration in October

o Sign language or cued speech interpreters can be hired on a case-by-case basis with
advance notice.

o Available first come, first serve in the visitor center:
Manual wheelchairs
Braille and large print guides for general Hillwood and exhibition information
®
|:\ Large
L, Print




Dress Code
T

O

O

Hillwood provides a professional work environment for its staff and volunteers.
It is important to project a professional image to our donors, visitors, and

colleagues.
All volunteers are expected to dress in a manner consistent with good hygiene,

safety, and good taste.
Any questions regarding the appropriateness of attire should be directed to the

volunteer management staff.



Looking Ahead



Volgistics Orientation
1

Session 2: Tuesday, May 12

0 6-8 p.m.onZoom
’_' 0 Zoom link will be sent by email
= 1o Live demo of Volgistics, Hillwood'’s scheduling software
o0 Login credentials will be provided after Session 2

Reading Assignment Due

.E o Complete the materials from the required reading list due for May 12
I—.—l and come prepared with any questions.



Sign Up for a Mansion Tour
1

o Continue your training by attending a
mansion tour during the week of May 20.

o Select from the available dates that work
best for you.

o0 Please submit your availability using the
survey link shared in the resource email
from tonight’s class.

Photo: Erik Kvalsvik



15 Two Shifts: On-the-Job Training

S S Q¢
11l

Look out for tomorrow’s email with a survey to submit your
availability.

After your sessions, we'll follow up with your scheduled shifts and
next steps.

il

Train alongside an experienced VSV with hands-on support.



Volunteer Identification
]

During your fist shift, you’ll receive:

o Your photo ID badge

0 Secure access card, for entry to Butler's House and side door of the mansion
o Hillwood lanyard



Walk-Through

Now we will walk through the volunteer lounge,
mansion and visitor center.

-
Please bring your belongings with you.

There will be storage options along the way.
We will exit from the visitor center.



