

	Competency Based Job Profile Band 5-8 (Aug 2021)



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: Place
	SERVICE GROUP: Sport and Culture

	POST TITLE: Visitor Ambassador 
	REPORTS TO: Ambassador Coordinator

	GRADE: 5
	SAP POSITION NUMBER : 


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.
For posts where employees speak directly to members of the Public the post holder is required to demonstrate their ability to speak fluently in English.
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 promote the Bradford district and the region as a desirable holiday and leisure based destination.

To provide an excellent, knowledgeable and customer focused Visitor welcome to the 

Bradford District

To work flexibly and proactively, taking the service to the visitor, in destination 

locations including  VIC / pop up / events.


	Main Responsibilities of Post: 

	To provide a comprehensive frontline information service to visitors and residents in person, by telephone, e-mail, post and online.
Assist in the maintenance of up-to-date information files and reference works using Microsoft office and through online databases. Including details of accommodation, events and attractions.

To handle visitor enquiries in a professional manner and with a customer orientated approach.

To order, organise and maintain supplies of leaflets and other publications relating to tourist attractions and activities, both local and national.

To generate income through retail sales, including gifts, souvenirs and event tickets; dealing with deliveries, creating displays, using the Epos till system and monitoring stock levels.

To operate a booking service including being agents for theatres, and a range of other tickets.

To assist in the compilation of publicity and information leaflets, maps and other brochures.

Responsible for daily and weekly cash and complete financial returns in accordance with financial procedure, unsupervised as necessary and to perform opening and closing down operations.

To assist in the stocktaking of saleable items.

To attend appropriate training courses.

To liaise with other tourist related organisations and businesses, e.g. local hotels and attractions, other C.B.M.D.C. departments and other local & national associations as appropriate and to assist in the promotional work of VisitBradford.

To work as required meeting and greeting the visitor at indoor and outdoor locations across Bradford district to meet the needs of the service.

Responsible to the Ambassador Coordinator, who will provide overall supervision and guidance as necessary.  The post holder is expected to work with minimal supervision and, on occasion when no immediate supervision is available. 
Occasional supervision of trainees/students on placement or casual staff.



	Structure:
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	Special Knowledge Requirement. Will be used for shortlisting 

	
	Essential

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

	Due to the Government’s Fluency in English for posts where employees speak directly to members of the public the postholder is required to meet the Advanced threshold level which will be applied where the postholder requires a greater level of sensitive interaction with the public. 

You must be able to demonstrate that you can express yourself fluently and spontaneously (this will also be tested during the interview).
	X

	Uses knowledge of Health, Safety and Environmental policies, procedures and regulations including risks in own area of

work
	

	Uses a range of complex IT packages relating to area of work (including word, excel, outlook and internet)
	X

	Ability to adopt a process of continual improvement and suggest ways of

working more efficient and effectively to improve service delivery.
	

	Knows and understands how to use, interpret, handle and communicate

information
	X

	Has demonstrated the ability to apply a customer focused approach to work and a high degree of self-motivation and enthusiasm.
	X

	Demonstrated the ability to relate effectively to a wide range of people and be approachable and helpful
	X

	Has demonstrated the ability to complete clerical and administrative work with accuracy and attention to detail.
	

	Able to confidently handle cash and credit card transactions, including till operation, and also count and reconcile coinage and notes.
	X

	Able to deal with deliveries, maintain records, stock display and sales activity in a retail environment.
	

	Relevant experience requirement: Will be used for shortlisting


	The applicant is required to provide evidence of having previously spoken fluently to members of the public in order to meet the Advanced threshold level outlined under Special Knowledge above.  

	

	Demonstrate experience of working within a frontline customer service role with excellent customer service skills, in a Visitor Information Centre or frontline customer service /retail environment.

	

	Relevant professional qualifications requirement: Will be used for shortlisting


	GCSE/Level 2 English or equivalent i.e. English Language Level 2 
or demonstrable experience of working within a frontline customer service role with 

excellent customer service skills, in a Visitor Information Centre or frontline customer 

service /retail environment.


	

	

	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 prepared to work flexible hours to include evenings, weekends, Bank Holidays as required and apply a flexible approach to rostered hours 

Provide cover at Visitor Information Centres in Bradford and Ilkley, and work across the district as required, including in destination and pop up locations.

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.  
Working conditions will include lifting and carrying, the ability to work on a multi-level site, to work outdoors and be able to stand for prolonged periods.

Must be legally entitled to work in the United Kingdom.



	Special Conditions: 

	To wear a uniform as provided by C.B.M.D.C.
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