

	Competency Based Job Profile Band 5-8 (June 2019)



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: Place
	SERVICE GROUP: Theatres

	POST TITLE: Box Office Supervisor 
	REPORTS TO: BO Manager

	GRADE: Band 6 (SCP 6-11)

	SAP POSITION NUMBER : 


The following information is furnished to help Council staff and those people considering joining the City of Bradford Metropolitan District Council to understand and appreciate the general work content of their post and the role they are to play in the organisation.  The duties and responsibilities highlighted in this Job Profile are indicative and may vary over time.  Post holders are expected to undertake other duties and responsibilities relevant to the nature, level and scope of the post and the grade has been established on this basis.
For posts where employees speak directly to members of the Public the post holder is required to demonstrate their ability to speak fluently in English.
As a candidate you will be expected to demonstrate your ability to meet the special knowledge, experience and qualifications required for the role by providing evidence in the application form for the purpose of shortlisting. Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column of this section.

The employee competencies are the minimum standard of behaviour expected by the Council of all its employees and the management competencies outlined are those relevant for a post operating at this level within our organisation. 

Both sets of competencies will be used at interview stage and will not be used for short listing purposes.  Please see the separate guidance information on how to complete the form located on Bradnet. 
	Key Purpose of Post: Max 3 sentences

	To assist the Box Office Manager and Deputy Box Office Managers in overseeing the 

efficient and effective operation of the Box Office sales team, ensuring compliance with

the Council’s policies and procedures as well as the General Data Protection Regulation.
To assist with coordinating, developing and maximising the effective use of the Ticketing

and Customer Relationship Management System (Spektrix) for Bradford Theatres

To support with monitoring efficiencies across all sales channels (online, telephone call

Centre, face to face counter and agency); as well as excellent customer service to

Maximise revenue and enhance the reputation of Bradford Theatres.


	Main Responsibilities of Post: Max 15 Bullet points

	1. To oversee the performance and development of all Box Office staff to ensure their full contribution to the business objectives of Bradford Theatres, supporting and delivering training to enhance the delivery of the service.
2. To provide general supervision of all remote sites.

3. Supervise on a daily basis a large team of permanent and casual sales staff, encouraging and promoting a proactive sales focused approach to ticket sales, maintaining excellent standards of customer service and identifying opportunities for delivering more revenue in conjunction with the Box Office Management team.

4. To provide a courteous and helpful service to all customers, working in accordance with approved financial, booking systems and procedures.

5. To assist with loading or amending show information, administer agency allocations on the ticketing system, working in conjunction with the Box Office management, Programming team and Marketing department.
6. To be key holder to the main call centre building, opening, locking and alarming the building as required.

7. To process advance and confirmed customer booking and reservations in person, telephone, web and by post for both Bradford Theatres and external agents using the ticketing & CRM system. To ensure accuracy and safe handling of high quality data stored on the Ticketing system, overseeing regular housekeeping and ensure that all processes are compliant with GDPR, Payment Card Industry security standards etc.

8. To liaise with the Ticketing system provider (and associated organisations) to keep up to date with all technological or system developments.

9. To administer Group bookings, orchestral subscriptions and Laidler club member tickets.

10. To assist in the on-going development of Bradford Theatres sales and marketing strategies, working with colleagues in the Marketing team to ensure suitable levels of ticket stock, ticket wallets and other materials are available to the Box Office staff.

11. To liaise with all hardware and software suppliers, as well as the Council’s ICT department, as necessary, regarding maintenance and upgrading of equipment.

12. Undertake routine communications with Officers across the Council at all levels, theatres departments including Marketing/Press, Hospitality, Front of House, Programming as well as individuals from agencies, suppliers, productions companies and customers.

13. To monitor and review call data and adjust staff accordingly to meet the needs of the service.

14. To advise and assist customers with complaints and enquiries and refer to senior staff where appropriate.
15. Carry out any other duties as required, which are reasonable in terms of the nature and level of the post.


	Structure:
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	Special Knowledge Requirement. Will be used for shortlisting. Max 10 

	
	Essential

	Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column.
	

	Due to the Government’s Fluency in English for posts where employees speak directly to members of the public the postholder is required to meet the Advanced threshold level which will be applied where the postholder requires a greater level of sensitive interaction with the public. 

You must be able to demonstrate that you can express yourself fluently and spontaneously (this will also be tested during the interview).
	x

	Uses knowledge of Health, Safety and Environmental policies, procedures and regulations and other working practices relevant to the arts/leisure sales industry; including risk associated with a fluid workforce of permanent/casual staff working across multiple box office sites.

	x

	Uses a range of complex IT packages relevant to Bradford Theatres e.g. Spektrix Ticketing System, Integrated CRM, Microsoft packages
	x

	Ability to adopt a process of continual improvement and suggest ways of

working more efficient and effectively to improve the Box Office service within the Theatres/Arts/Entertainment industry.
	x

	Knows and understands how to use, interpret, handle and communicate

Information and relay it to customers in writing, over the telephone or face to face.
	x

	
	

	Additional knowledge requirements specific to the post.
	

	Ability to work calmly in a busy sales environment, successfully work to deadlines, effectively supervise multiple activities with competing priorities, as part of a team and as a supervisor.


	x

	Ability to successfully analyse customer data, effectively manage the quality of data and its compliance with GDPR, Payment Card Industry security standards; and use this to formulate sales tactics and decision making.
	x

	Ability to effectively upsell and contribute to increasing the revenue of Theatres services
	x

	Have a proactive relationship with the Ticketing System provider (and associated organisations) to keep up to date with all technological or system developments; liaising with all hardware and software suppliers, as well as  the Council’s ICT department, as necessary, regarding maintenance and upgrading of equipment.
	x

	Ability to achieve the highest standards of customer service, even at the busiest times, communicating effectively at all levels, applying tact, calmness, patience and diplomacy when dealing with the public with a confident, courteous and efficient manner.
	x

	Relevant experience requirement: Will be used for shortlisting


	The applicant is required to provide evidence of having previously spoken fluently to members of the public in order to meet the Advanced threshold level outlined under Special Knowledge above.  

	Experience and ability to use ICT systems and applications.

	12 months experience in a supervisory/managerial role in a sales or arts/leisure environment.

	

	Relevant professional qualifications requirement: Will be used for shortlisting


	GCSE’s grade A-C or equivalent in English and Mathematics 

Or appropriated and highly relevant experience will be accepted as an alternative to the above.

	Evidence of Continuing Professional Development and a willingness to undertake training.

	

	Core Employee competencies to be used at the interview stage. 

	Carries Out Performance Management

	Covers the employee’s capacity to manage their workload and carry out a number of specific tasks accurately and to a high standard. 

	Communicates Effectively 

	Covers a range of spoken and written communication skills required as a regular feature of the job.  It includes exchanging information/building relationships; giving advice and guidance; counselling, negotiating and persuading and handling private, confidential and sensitive information.

	Carries Out Effective Decision Making 

	Covers a range of thinking skills required for taking initiative and independent actions within the scope of the job. It includes planning and organising, self effectiveness and any requirements to quality check work.

	Undertakes Structured Problem Solving Activity 

	Covers a range of analytical skills required for gathering, collating and analysing the facts needed to solve problems. It includes creative and critical thinking; developing practical solutions; applying problem solving strategies and managing interpersonal relationships.

	Operates with Dignity and Respect 


	Covers promoting equality, treating all people fairly and with dignity and respect, maintains impartiality/fairness with all people, is aware of the barriers people face. 

	Working Conditions: 
· Must be flexible to work unsociable hours including evenings, weekends and public holidays as required by the shift system operating in the Box Office and work outside Bradford City Centre.
· Required to travel in the UK
· Must be prepared to be flexible in working arrangements to ensure that work is completed and deadlines are met.
· Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance, in accordance with Equality Act 2010 in relation to Disability Provisions.
 

	 

	Special Conditions: 

	You will be informed if there is a requirement for the post to have recruitment checks 

such as DBS, Warner Process.

	

	Compiled by: 

Date: 
	Grade Assessment Date:


	Post Grade: Band 6 (SCP 6-11)

£20,043 - £22,129


BOX OFFICE MANAGER





DEPUTY BOX OFFICE MANAGERS





BOX OFFICE SUPERVISOR





BOX OFFICE CLERKS & CASUAL BOX OFFICE SALES STAFF
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