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	Job Purpose:

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

	What are you expected to do?
	

	· Support the Welcome Managers in the preparation of staff rotas, timesheets and annual leave.
· Support the implementation of the sales strategy for retail and admissions at Hopetown Darlington, maximising secondary spend, meeting targets and feeding in to KPI’s.
· Lead, motivate and inspire the Visitor Experience and Retail & Admission teams and lead on product specific training for the staff.
· Oversee the sale of tickets, retail items, memberships & donations, using the ticketing & EPOS system.
· Support the Welcome Managers management of the retail offer including stocktakes, pricing.
· Demonstrate a creative flare and implement excellent visual merchandising skills across all products at all times.
· Work alongside the Welcome Managers in placing orders for new stock and identifying potential new suppliers and products.
· Lead on the ticketing system, problem solving any issues and feeding information and changes to the wider team.
· Assist in the management of the on-site attractions, including the time travel ride, photo point, Play Park and to troubleshoot any issues with technology.
· Follow established procedures to ensure the security and confidentiality of cash, cheque, credit and debit card transactions and customer data.

	

	What you need to be successful?

	
· Approximately 2 years’ experience of supervising a team in Customer Service / Sales environment.
· Experience of effectively dealing with queries and complaints.
· Knowledge of health and safety issues.
· Experience of till operating systems, balancing cash and takings.
· Experience of working in a target setting environment.
· Ability to multitask, organise and prioritise own work with minimum supervision.
· Ability to undertake staff training and lead and motivate others.
· Ability to apply accurate literacy and numeracy skills to the duties of the post.
· Ability to remain calm under pressure.
· Ability to deal confidently with visitors, colleagues, partners and external organisations.
· Committed to high standards of customer service.
· A flexible approach to working time arrangements to meet business requirements, including evenings, weekends and bank holidays.
	


	Visitor Experience Supervisor
	Pay Band 5
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