
	Job Title:
	Welcome Manager
	Pay Band:
	8



	Job Purpose:
	To lead on a service and product that represents Hopetown’s brand values – playful, people powered and progressive.​​ Deliver exceptional customer service every day.  Create a community driven, safe space for all with an inclusive environment. 


	Valued Behaviour Level:
	 2  
	JE reference E3713
	

	
What are you expected to do?
· Provide effective leadership to all Welcome Team members to deliver exceptional standards of customer service.
· Day to day management of the Front of House operation of Hopetown Darlington.  
· Maximise income potential across the site by driving, monitoring and evaluating business plan targets.  
· Carry out daily service monitoring across the site, proactively resolving any issues to ensure the site is presented to the highest possible standards at all times.
· Deliver on all areas of the visitor experience across the Hopetown Darlington site.
· Ensure that all visitors needs are met, dealing with customer enquiries, complaints and feedback to help to achieve highest level of customer satisfaction.
· To be trained in the administration and troubleshooting of all systems including tickets, EPOS, CRM, digital interpretation.
· Responsible for the recruitment, induction, development and training, supervision and line management of the Welcome Team.
· Play an important role in the delivery of events, exhibitions & education visits alongside other key members of the Hopetown team.
· Assist in the implementation of appropriate sales approaches for each event and contribute towards the promotion of special offers.
· Assist with the staff rotas and schedules to ensure that staffing is responsive to the needs of the site.  To ensure timesheets are completed, checked and sent to meet payroll deadlines.
· Liaise with Hopetown partners on site to enable them to contribute to the customer experience.
· Take lead operational responsibility for the safety and security of the building, ensuring that systems and procedures for security are followed at all times and that correct opening up and locking up procedures are followed.
· Assist with implementing an efficient repairs and maintenance system, to ensure that all repairs are reported and then repaired quickly to reduce any inconvenience to customers.
· Lead the first aid provision on site.
· Ensure all staff are aware of and able to implement the building emergency procedures and that safe working practices are followed, occurrences or incidents are reported and implement any action required. 
· Lead and be responsible for the safe evacuation of the venues in the event of an emergency situation.
· Assist and liaise with the Marketing Team to ensure all publicity and marketing material is displayed effectively both internally and externally.
· Assist with the promotion of hireable spaces within the venues and liaise with the hirers on their requirements, ensuring their requirements are implemented and acting as the main point of contact with hirers through the duration of their hire.
· Act as Visitor Experience Manager as required.	




Person Specification
	
Criteria No.
	Attribute
	Essential
(E)
	Desirable
(D)

	
	Qualifications & Education
	
	

	1
	NVQ level 3 or equivalent Management related subject.
	
	D

	2
	A valid first aid at work certificate or willingness to work towards.
	
	D

	3
	Qualifications in health & safety and fire safety.
	
	D

	
	Experience & Knowledge
	
	

	4
	Proven experience of leading a front of house team.
	E
	

	5
	Knowledge of Health & Safety and licensing law and regulations with experience of implementing and monitoring safe working practices.
	E
	

	6
	Experience of maintaining and improving service delivery in a customer orientated field.
	E
	

	7
	Experience of interpreting legislation, policy and procedures to give recommendations and advice.
	E
	

	8
	Experience of working with the public and dealing effectively with enquiries and complaints.
	E
	

	9
	Experience in managing a team of staff, including performance development.
	E
	

	10
	Experience with electronic point of sale and cash handling.
	E
	

	11
	Experience of leading a front of house team within a visitor attraction or museum venue.
	
	D

	
	Skills
	
	

	12
	IT literate, capable of using MS Word, Excel and other packages.
	E
	

	13
	Ability to solve problems and produce original and creative ideas.
	E
	

	14
	Ability to prioritise workload and plan and allocate targets to meet deadlines.
	E
	

	15
	Ability to communicate both orally and in writing to a wide range of audiences and demonstrate report writing skills.
	E
	

	16
	Ability to effectively deal with confrontational situations.
	E
	

	17
	Ability to lead and motivate a team.
	E
	

	18
	Ability to maintain accurate records.
	E
	

	19
	Ability to use initiative and make decisions outside immediate policy and procedure, and without reference to manager.
	E
	

	20
	Ability to analyse situations and produce effective solutions.
	E
	

	21
	Ability to demonstrate a comprehensive commercial awareness.
	
	D

	
	Personal Attributes
	
	

	22
	Ability to multi-task.
	E
	

	23
	Possess positive leadership skills.
	E
	

	24
	A positive, solution focused attitude to work. 
	E
	

	25
	Committed to an exceptionally high standard of customer care.
	E
	

	26
	An interest in the arts, learning and leisure industry and an enthusiasm for working in a socially engaged and culturally diverse environment.
	E
	

	27
	A flexible approach to working time arrangements to be available to work at short notice including evenings, weekends and bank holidays.
	E
	

	28
	The ability to communicate at ease with customers and provide advice in accurate spoken English.
	E
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Our values:
Are at the heart of everything we do. Our values are not just words, the way we behave is one of the most important ways we can demonstrate them. As managers, you will display these every day and support your team members to demonstrate them too


RESPECT…
be Respectful towards the Council, each other as colleagues as well as our community, residents, service users, stakeholders and wider partners. 

INNOVATE…
be Innovative in everything we do and voice improvements to ensure we offer quality services.

COLLABORATE…
act Collaboratively and ensure our successful journey of collaboration continues to ensure that we maximise opportunities to achieve success.

DELIVER…
deliver quality services to all and strive to always deliver the best we can with the resources available.

 All Managers will be expected to:
· Engage with our My Journey process, ensuring all reviews including your own are completed timely and with quality conversations.   
· Manage your team in line with our core values, policies and procedures and ensure that employees are aware of their obligations under these. 
· Behave according to the Valued behaviours framework, the Dignity & Respect Policy and Employees’ Code of Conduct and ensure that employees in your team are aware of their obligations and responsibilities re. conflicts of interest, gifts, hospitality and other matters covered by the Code. 
· Be a team player with the willingness to be flexible and supportive.
· Be a strong communicator demonstrating active listening skills, openness, approachability and good verbal and written skills.
· Ensure that our Equality agenda is implemented effectively in your team and to carry out your duties as a manager and employee in line with these. 
· To fulfil your health and safety management role as detailed in both Corporate and Group Health and Safety Policies, organisational statements and procedures to ensure a safe working environment for yourself, members of your team and others who may be affected by your team’s activities. 
· [bookmark: _Hlk172273770]Carry out your role in line with our climate neutral ambitions.
· Undertake any other duties of a similar nature related to this post that may be required from time-to-time.
· We are committed to safeguarding and promoting the welfare of children and expects all staff and volunteers to share this commitment. 
· This post is deemed to be a ‘Customer Facing’ role in line with the definition of the Code of Practice on the English language requirement for public sector workers.
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