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Dance City Job Description

Ticket Office Manager

Based at:
Dance City

Responsible to: 
Finance Director & Joint 

CEO
Purpose:
To ensure the quality of experience for all of our customers by effectively leading our team of Customer Service Representatives and volunteers, managing the operations of the Ticket Office and phone systems and assisting with front-line communications as directed. 
Hours:
32-40 hours per week


Shift work
Salary:
£19,000 – 22,500 pro rata 

KEY RESPONSIBILITIES

· Customer Care: to provide quality customer care and service for all users of the building.  To respond to general enquiries as and when necessary.
· Staff Management: to manage the Customer Service Team effectively including ensuring that they are kept up to date on all Dance City activities, implementing procedures and policies, schedules, holiday entitlement, cover, timesheets, scheduling meetings and training, recruitment, disciplinary procedures. To support the Front of House team during performances.
· Volunteer Management: to create and manage a team of volunteers for the organization who will enhance customer’s experience when using Dance City facilities and the Ticket Office in particular.
· Ticket System: to operate the Ticket Office system to produce tickets for all events including classes and workshops and performances for both building based and site specific events. To oversee the maintenance of the system and to produce reports for senior management on a regular basis.
· On-line Ticketing: to be responsible for online ticket purchasing.
· Communications: to be responsible for Dance City’s telephone system and for inducting all staff responsible in using it.  To assist with the management of incoming calls, messages and e-mails. To oversee the functionality of the telephone system with regards to customer care
· Information Systems: to ensure that up to date event information is displayed at all times on the website. To liaise with the Communications Team with regards to updating this information.
· Internal Communications: to communicate all relevant information to all staff and building users at appropriate times during the day and evening in conjunction with Communications Team. To manage the distribution of post to staff and Independent Dance Companies.
· Safety: to act as First Aider and Fire Warden and to ensure the Customer Service Team training in First Aid and Fire Safety is current.  
· Presentation: to ensure that the Ticket Office and social space areas are kept welcoming and accessible to all sections of the public. To keep displays and publicity material up-to-date.  
· Database Management: to maintain and supervise the Customer Service Team in maintaining the database.
· General Communications Support: to manage the Customer Service Team in additional marketing and communications tasks as required.
· Training: to attend training as and when necessary and to develop relevant knowledge and skills. 


JOB SPECIFICATION
· Creativity

· Strong ability to manage interactions with a wide variety of individuals

· Ability to motivate other team members

· Experience in managing a Box Office/Reception

· Qualified First Aider or willingness to be trained

· High level of computer literacy in working with computer software systems including Microsoft Office (Word, Excel, PowerPoint), Outlook and website content management systems.
· Ability to use a ticket sales system
· Knowledge/experience in using and maintaining a switchboard system

· Ability to prioritise workload/good time management

· High level of attention to detail

· Willingness to work evenings and weekends and shifts of unsociable hours
· Basic financial skills and experience in handling cash
· An understanding of working as part of and leader of a team
PERSON SPECIFICATION
· Creativity

· Ability to adapt to frequent changes

· Strong oral and written communications skills

· Self motivation

· Ability to work as individual and as part of a team

· Sensitivity

· Positive attitude

· Presentable appearance

· Flexibility

· Efficiency

· Friendly and approachable

· Trustworthiness

· Genuine interest in working in an arts environment
