

	Competency Based Job Profile Band 5-8



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: PLACE
	SERVICE GROUP: BRADFORD THEATRES

	POST TITLE: VISITOR EXPERIENCE MANAGER 
	REPORTS TO: SENIOR VISITOR  EXPERIENCE MANAGER

	GRADE: BAND 8

	SAP POSITION NUMBER : 50209355


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.
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 co-lead  on the customer visitor experience at all three venues of Alhambra Theatre, 

Alhambra Studio and St Georges Concert Hall and  on occasion Kings Hall Ilkley 
delivering the highest levels of customer service to our patrons
.  
· Full control of the building during staged performances, managing all visitor experience 
staff ensuring they perform their duties to the highest level possible.  
· In the event of a fire or other emergency, to be responsible for the safe 

evacuation of all spaces.  To ensure that all standards of operations are adhered to 

including fire safety, security, health and safety, licensing and emergency and incident 
management.  


	Main Responsibilities of Post: 

	· Leads in the delivery of high quality and safe customer service experience for up to 1500 service users per night.  
· Having to deal with potentially aggressive / challenging situations and customers / tour and company managers. 

· To work with the  Operations Manager & Senior VE Manager to ensure  that all policies, procedures, codes of practice, legislation and licences are adhered to.  (e.g. Bradford Councils Policies, procedures, codes of practice and financial regulations.  Food safety act, sale of goods act, working time regulations, Health and Safety at work act, theatres act 1968, miscellaneous provisions act 1982, and licensing regulations are all adhered to).
· You will also deal  with all customer feedback/complaints at the time, resolving them as much as possible or escalating them to other seniors within the team / theatre

· To act as First Aider, responding and leading on incident / accident management
· To be jointly responsible for the recruitment, selection, training and management of visitor experience staff, ensuring appropriate staffing levels are provided at all times, in line with the premises’ license.  
· To be responsible for all financial and banking transactions relating to the VE dept
· To have responsibility for security and locking of the building as a designated manager key holder and being designated Fire Warden
· To work on a rota/shift basis covering all productions and events across Bradford Theatres (3 venues) 
· To ensure all administration, processing of time sheets, holidays and sickness records are accurately maintained.

· To share responsibility with other team managers for the overall responsibility for 5 supervisors and a team of 60  visitor experience staff.  3 Day Staff and 4 reception staff.  .
· Day to day management decisions in line with allocated operational shifts, across all venues of Bradford Theatres. 
· To liaise internally with all theatre departments to ensure a smooth day and evening operation

· Shared responsibility for stock taking all consumable & equipment 



	
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 Governments Fluency in English Duty for posts where employees speak directly to members of the public the post holder is required to meet the Advanced threshold level (which will be implemented where the post requires a greater level of sensitive interaction with the public e.g. in children’s centres) – where the person is able to demonstrate that they can during the interview:

a) Can express themselves fluently and spontaneously , almost
effortlessly
b) Only the requirement to explain difficult concepts simply hinders a
natural smooth flow of language

	X

	Plans own work loads and can schedule and see through to completion others work loads tasking into consideration both internal and external factors
	X

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

	Uses a range of complex IT packages relating to area of work
	

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

working more efficient and effectively to improve service delivery.
	X

	Management or Supervisory experience, able to manage and motivate staff to agreed outcomes. 
	

	Knowledge of relevant health and safety legislation including risk assessments and method statements
	X

	Experience of event delivery and associated planning systems and procedures necessary to deliver exceptional events for our customers
	X

	Experience of busy multi-faceted role, managing a busy workload, a large team of staff and working to critical deadlines
	

	
	


	Relevant experience requirement: Will be used for shortlisting

	1 year experience working in a practical and hands on way in a large entertainment industry environment concert hall, theatre, arena, cinema, sports stadia, night club (as examples) as well as cultural and heritage sites ie museums and galleries, (a customer focused role)

	12 months (not essential) co-leading on Health & Safety initiatives and strategies in a large entertainment venue(s)

	Previous experiencing of co- managing or supervising  a casual or contracted workforce. 

	Experience of co-managing in accordance with all Health & Safety legislation applicable to live entertainment.  In particular detailed understanding of HASAW; Fire & Evacuation legislation; Personal and Premises licensing regulations.

	Relevant professional qualifications requirement: Will be used for shortlisting

	Not essential but willing to attain within 2 years of appointment IOSHH qualification

	Not essential – a personal licence which can be applied for within 6 months if appointed

	Core Employee competencies to be used at the interview stage. 

	Carries Out Performance Management

	· Follows work instructions or other established processes

· Uses own judgement to determine the best way to carry out tasks.
· Able to work in a cost effective way to meet efficiency targets.

· Always checks work and ensures that it is carried out to a high standard

· Works to a high degree of accuracy and consistency

· Actively considers how tasks could be carried out better/more effectively

· Completes more complex work records/forms to an organisational standard

· Able to prioritise activity and complete straight forward tasks

· Knows the best way of carrying out a task and applies it

· Keeps up to date with developments in own work area

	Communicates Effectively 

	· Able to communicate sensitively and in an appropriate manner
· Able to read, understand and simply convey relevant information to individuals and groups

· Breaks down messages into a number of elements.

· Speaks and writes in plain English and produces logical and accurate information

· Breaks down information into a number of separate pieces

· Able to simply explain complex information to make it intelligible to a general audience

· Produces reports/documents where there is no precedent available e.g. research,

          development work, developing a new scheme/framework

· Produces a written record of events, meetings etc with clear conclusions and

          recommendations in a logical, well-structured and persuasive do

· Considers the feelings of others

· Avoids inappropriate disclosure of information

· Recognises the sources of tension and aggression and acts to reduce it


	Carries Out Effective Decision Making 

	· Selects the information which is most relevant to the issue being considered

· Uses it to make a considered decision

· Able to consider all relevant factors and make logical decisions within own work area
· Identifies others whose opinions are relevant to the issue

· Objectively considers the opinions and factors the relevant information into the decision making process.

· Objectively establishes all risks associated with the issue under consideration

· Considers the various possible options available where policy and procedures only give general guidelines

· Reaches a balanced decision based on previous practice and an understanding of the issues involved.

	Undertakes Structured Problem Solving Activity 

	· Looks at situations in the round and from a number of viewpoints

· Identifies all the points which seem to be relevant to the problem
· Considers the issues associated with them and reaches a decision about which is the best solution

· Suggests a number of possible ways forward to the problem.

· Establishes the risks associated with each potential solution and selects the one with the least risk associated with it

· Considers a wide range of alternative solutions including the “left field” ones


	Operates with Dignity and Respect 


	· Takes steps to understand different cultures, beliefs and behaviours

· Following work instructions carries out service delivery in a way

· which reflects the beliefs of others, wherever possible
· Constructively challenges all forms of prejudice and discrimination

· Considers the diverse needs of our communities

	Working Conditions: 
 

	 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.  
Shift working and irregular hours (non standard days) to take into consideration due to the needs of the business, time worked over 37hrs per week is given back as ToiL (Time off in Lieu)

There is weekend evening and Bank Holiday working 

	Special Conditions: 

	You will be informed if there is a requirement for the post to have recruitment checks 

such as DBS, Warner Process.
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	Post Grade:  Band 8
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