

	Competency Based Job Profile Band 1 - 4



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: PLACE
	SERVICE GROUP:  Theatres

	POST TITLE: Casual Customer Services Assistant (King’s Hall and Winter Garden, Ilkley)
	REPORTS TO:  Venue Manager, Duty Managers

	GRADE:     BECTU Grade 5
	SAP POSITION NUMBER : 50161782


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.
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.  
	Key Purpose of Post: 

	To provide and ensure the highest levels of Visitor Experience to all patrons of the King’s Hall and Winter Garden. Working effectively as part of a team to deliver a venue experience that is welcoming, safe and secure, whilst championing equality. To monitor audience behaviour and escalate areas of concern, taking an active role in any Fire and Evacuation / Major Incident. To deliver sales of tickets, merchandise and ice cream

	Main Responsibilities of Post: 

	1. Always provide excellent customer service
2. Monitor audience behaviour to ensure that all customers are safe and secure.
3. Escalate any disruptive behaviour to management in a timely manner, for effective resolution.
4. Complete monthly availability rotas and provide a minimum of 3 shifts of work commitment. Complete and submit accurate weekly timesheets for hours worked.
5. Attend and engage in Front of House briefs and de-briefs.  Understand and deliver the specific requirements relevant to each performance.  Contribute feedback professionally when required. 

6. Maximize sales of ices, refreshments and merchandise, inclusive of accurate cash handling, till use, setup/preparation of service areas and apply basic stock control. 
7. Check tickets quickly and accurately: i.e. date, time, venue, show, level, seat number.
8. Be the first point of contact and offer temporary resolutions to Visitor Experience issues. Effectively follow an escalation process and feedback the incident details to the Duty Manager. At times this may involve dealing with difficult or aggressive customers, or customers experiencing a first aid emergency.
9. Attend all relevant training to receive updates, refreshers and feedback, including mandatory annual Emergency Evacuation and Lockdown Training.
10.  Seat patrons efficiently take care to identify booking issues and minimize seating errors. Assist patrons with disabilities and low mobility and provide PEEP information. 
11.  Be responsible for public safety in Fire & Evacuation / Major Incident operations and ensure that the patrons always have a visible and confident lead.  To always act within Health & Safety regulations and comply with instruction from Supervisors and Management.

12.  Provide information and guidance to patrons confidently and in a friendly and professional manner. 
13.  Checks standards of venue presentation and hygiene on a regular basis, including toilet checks and FoH area tidying.

14.  Work as a team to provide post-show cohesive and efficient pick up and washing of all glasses
15.  Follow the ‘Bradford Behaviours’ guidelines for employees as outlined by Bradford City Council
16.  Undertake any other duties as required by the Duty Manager.


	Structure :



	Special Knowledge Requirement. Will be used for shortlisting.

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

	
	Essential 

	Required to understand and apply relevant technical knowledge, rules, processes, and systems for the role. 


	x

	Demonstrate an understanding of customer service required to deliver an outstanding Visitor Experience in a theatre environment.
	x

	Awareness of data protection and data security protocols
	x

	Interest or experience in Arts, Theatre and Heritage
	x

	Ability to adopt a process of continual improvement and suggest ways of working more efficiently and effectively 
	

	Interprets straightforward information
	x

	Must be accurate and able to demonstrate good numeracy and literacy skills.
	x

	Required to understand and remain up to date with in-house H&S strategies inclusive of F&E strategy and other major incident plans
	x

	Physically able to carry out house-keeping duties as required, deal with body spillage situations and light cleaning duties.
	x

	Relevant experience requirement: Will be used for shortlisting.


	Experience within a customer facing role in Theatre, Tourism, Retail or Hospitality sectors

	An enthusiasm and dedication to delivering an exceptional Visitor Experience within Theatre/Tourism/Hospitality/Retail sectors.

	Knowledge and experience of working to enforce Health and Safety and Risk Assessment practises within Theatre/Tourism/Hospitality/Retail sectors, including emergency evacuation procedures.

	Knowledge and understanding of working within an inclusive work force.

	Experience of working to promote the sale of concessions within a Theatre/Tourism/Hospitality/Retail setting.

	Relevant professional qualifications requirement.  Will be used for shortlisting. 


	Citizen Aid, First Aid at Work, Emergency Evacuation, Lockdown Training

	Customer Service Training

	Conflict Resolution 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 able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the Equality Act 2010 in relation to Disability Provisions.  

	Must be available to work evenings, weekends (mainly Fridays and Saturdays but also some Sundays) and bank holidays, committing to at least 3 shifts per month

	Must be able to facilitate own transport if outside of public transport hours, when required.

	Must be able to manually handle substantial loads, work at heights and manage stairs.

	Special Conditions: 

	 N/A

	

	Compiled by:

Vicky Leith
Date: 23/10/23
	Grade Assessment 

Date:
	Post Grade:

BECTU Grade 5


Venue Manager





Assistant Manager & Duty Managers 





Front of House Assistants 








Bar and Catering Assistants
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