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Job description
Structure information
Job title: Ticketing & Customer Service Officer
Reports to job title: Ticketing & Customer Service Manager
Directorate: City Services
Division: Culture, Tourism & Sport
Section: Brighton Centre, Tourism & Venues
Job identification number (JIN): 4742
Job purpose

· To support the Ticketing & Customer Service Managers with the administration of the front-of-house Box Office at the Brighton Centre [the Venue] and the Ticketing, Accessibility & Customer Service Team’s duties around client relationships, and the day-to-day processing of ticket sales across all Venue sales channels and via outside agencies.

· To be the first point of contact across all venue communication channels, running the day-to-day customer contact and event day Box Office.

Principal accountabilities

1. To work alongside and support the Ticketing & Customer Service Managers in the delivery of event ticketing set-ups, ensuring all event requirements are kept accurate and up-to-date and delivered within the set timeframe.

1. To provide information, customer service and booking support to customers of the Brighton Centre face-to-face, over the phone and via email / social media; processing bookings by using knowledge of seating configurations appropriate to each event, ensuring the most suitable seats are selected for the customers’ requirements.

1. To accurately handle cash, cheques, and credit / debit card payments for all transactions and to ensure that the transactions are accurately recorded.

1. To maintain, distribute and file all copies of event related paperwork to ensure files are kept up to date with the latest information, and communicate and co-ordinate updated information across relevant Venue departments.  To act as administration support for the Revenue & Commerce Manager in all aspects of maintaining accurate client records.

1. To keep accurate reports around daily customer contact via all channels and compile this for analysis to inform wider venue decisions around Ticketing, Accessibility & Customer Service services operations. 

1. To work across the venue in the promotion of innovative customer services in relation to the requirements of Deaf and disabled customers.

1. To deputise for the Ticketing & Customer Service Managers when required to provide necessary information to the ticketing partner, Promoters and the Venues Section, and to lead on and manage the inventory on small scale and general admission events at the Venue.

1. To foster excellent working relationships with the Marketing Department to facilitate efficient communication, data collection, extraction and analysis in order to maximise the effectiveness of current and future marketing planning, and to identify peak periods of demand for ticket sales.

1. To support the Venue ticketing partner with the innovation, development and integration of new technologies relating to accessible ticket purchasing via all platforms.


Health and safety accountabilities
To co-operate in the implementation of the council Health and Safety policy and supporting standards, in particular, as set out in section 1 of the Health and Safety Policy and Management Standard.
Diversity and inclusion accountabilities
Understand the council’s diversity and inclusion aims and strategies.
Take an active role in ensuring that equality, diversity, and inclusive outcomes are embedded in your work activities, communications and interactions with staff and customers.
Challenge or report incidents where inclusion and equality in practice has not been followed, including reporting discrimination, harassment and bullying to your manager or other senior colleague in your service. 
Note regarding duties
The list of duties in the job description are not exclusive or exhaustive. There will be other duties and requirements associated with your job and, in addition, as a term of your employment you may be required to undertake various other duties. The council reserves the right to update your job description, from time to time, to reflect changes in, or to, your job. Proposed changes would be subject to consultation.


Person specification
Structure information
Job title: Ticketing & Customer Service Officer
Reports to job title: Ticketing & Customer Service Manager
Directorate: City Services
Division: Culture, Tourism & Sport
Section: Brighton Centre, Tourism & Venues
Job identification number (JIN): 4742
Essential criteria
[bookmark: _Hlk151986017]Job-related education, qualifications, and knowledge
· Educated to NVQ level 2 or equivalent or equivalent relevant experience
· Detailed knowledge and understanding of computerised ticketing systems 
· Knowledge of the live performance industry
· Good knowledge of Data Protection Legislation
· Understanding of Local Government Policy
· Awareness of working with Deaf and disabled customers

Experience
· Experience of working in a public-facing environment, providing a similar frontline information and booking service
· Experience of working in a customer-focussed environment

Skills and abilities
· Excellent communication and interpersonal skills, and commitment to high level of customer care
· IT literate with the ability to learn new systems
· Excellent numeracy, literacy, and administration skills
· Ability to organise own workload and that of others within tight deadlines
· Resilience to pressure and the ability to manage conflicting priorities
· The ability to deal appropriately with confidential and financial information
· Able to deal with difficult situations and complaints

Health and safety knowledge
Commitment to acquiring awareness and knowledge of Health and Safety policy and practice as it applies in their area of work.
Ability to co-operate and adhere to Health and Safety Policy, practices, and instructions.
Diversity and inclusion
· Demonstrate a genuine commitment to the council’s values in relation to embracing diversity and provide a service based on fairness and inclusion. 
Other requirements
· Able and willing to work out of hours including evenings, weekends and Bank Holidays as and when required.
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