
	Job Title:
	Visitor Experience Team Member
	Pay Band:
	2



	Job Purpose:
	To welcome visitors to Hopetown ensuring they receive exceptional customer service and to encourage sales and secondary spend. 


	Valued Behaviour Level:
	1 
	JE reference E3722
	

	
What are you expected to do?

1. To ensure that a high standard of Customer Service is delivered at all times, providing a welcoming and positive experience to visitors enabling maximum enjoyment and benefits through their visit to Hopetown.

2. Operating a wide range of visitor interactives including a photo point and other interactive elements within the museum.

3. Managing the access point to the Play Park ensuring capacity levels are within guidance and that visitors are aware of their recommended dwell times.

4. To run the time travel ride, ensuring visitors are aware of the H&S guidance and that they follow this at all times.  Making sure the maximum capacity is adhered to and that the entry and exit for the ride is done in a safe way.  Including monitoring visitors while using the ride.

5. To maximise retail sales and donations through effective sales techniques, selling merchandise and undertake sales of other items relevant to Hopetown Darlington.

6. To utilise the ticketing system to sell tickets and accommodate bookings for all events and activities across the site including Exhibitions, Play Park, Time Travel Ride.

7. Assist with the opening and closing of the café buildings/units including routine security.

	




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

	
	Qualifications & Education
	
	

	1
	First Aid Certificate 

	
	D

	
	Experience & Knowledge
	
	

	2
	Basic IT literacy & ability to learn software and systems with knowledge of data protection.

	E
	

	3
	Experience of working in customer service/sales environment.

	E
	

	
	Skills
	
	

	4
	Ability to communicate and interact both verbally and in writing to a range of audiences.

	E
	

	5
	Ability to apply accurate literacy and numeracy skills to the duties of the post.

	E
	

	6
	Ability to deal confidently with visitors, colleagues, partners and external organisations.

	E
	

	7
	Ability to cope with confrontational situations.

	E
	

	8
	Accurate payment handling skills.

	E
	

	9
	Demonstrable organisational skills and ability to multi task.

	E
	

	
	Personal Attributes
	
	

	10
	Ability to remain calm under pressure.

	E
	

	11
	Ability to work as part of a team and on own initiative.

	E
	

	12
	Committed to high standards of customer service.

	E
	

	13
	The ability to communicate at ease with customers and provide advice in accurate spoken English’.

	E
	

	14
	The successful candidate will be expected to wear the uniform provided.

	E
	

	15
	A flexible approach to working time arrangements to meet business requirements, including evenings, weekends and bank holidays.   

	E
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[image: ]		Role Profile

[image: ]		


JE reference: E3722

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:

· [bookmark: _Hlk172273770]Engage with our My Journey process and supporting conversations.
· Ensure that you work and communicate in line with our core values, policies and procedures and you are aware of your obligations under these. 
· Behave according to the Valued behaviours framework, the Dignity & Respect Policy and Employees’ Code of Conduct and ensure that you are aware of your obligations and responsibilities re. conflicts of interest, gifts, hospitality and other matters covered by the Code.
· Carry out your role in line with our Equality agenda.
· Be a team player and willing to be supportive and flexible.
· Carry out any other duties of a similar nature related to this post that may be required from time-to-time.
· Comply with health and safety policies, organisational statements and procedures, report any incidents / accidents/ hazards and take a pro-active approach to health and safety matters to protect yourself and others.  
· Carry out your role in line with our climate neutral ambitions.
· 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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