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	Portsmouth Theatres






	Job Title: Casual Duty Manager 
	Reporting to: Guest Experience Manager


	Name of Incumbent: 
	Signed by Employee: 



	Salary: 
	Date signed: 





Purpose 

Take full responsibility for the building, customers, staff and contractors during show mode; by acting as lead duty manager for scheduled shows.  

Effectively assist the rest of the Guest Experience Management with the practical operation of the Guest Experience Team. Ensuring that the highest standard of customer care is always delivered, whilst ensuring appropriate staffing levels across events and shows.

Main responsibilities;

· Deal with patron’s queries and complaints effectively and immediately.
· Ensure all public areas of the building are safe, clean and presentable, reporting any issues through the relevant channels. 
· Act as manager to the Guest Experience team on designated shifts, ensuring effective deployment is maintained throughout the shift.
· Liaise with theatre technical staff to ensure smooth and efficient operation of shows.
· Support the Guest Experience Assistants and Supervisors in delivering a seamless front of house operation. 
· Lead by example, motivate the team to strive for excellence and deliver premium service for every customer. Ensure consistency throughout the team, challenging where this is lacking. 
· Ensure that sales are maximised through effective sales techniques, encouraging staff to adopt this approach whilst working in all areas of the theatre which will include programmes and merchandise.  
· Take lead on all end of day procedures including the nightly banking.
· Take lead and full responsibility in the event of an evacuation.
· [bookmark: _Hlk139441511]Take the lead to ensure the safety of our patrons liaising with external security as required.
· [bookmark: _Hlk139441400]Undertake any other duties as required by senior management. 
This list of responsibilities is not exhaustive, and the employee may be required to perform operational duties in addition to the above.
This job description will be reviewed on a regular basis and will, in consultation with the post holder, be adjusted as necessary in line with the developing nature of the venue’s activities.



	PERSON SPECIFICATION

	Attainments 
	Essential 
	· Previous experience in a customer service role, leading and motivating a team. 
· Experience in bar/hospitality supervisor or management role.
· Experience of working well in a fast-paced environment and under pressure.

	
	Desirable 
	· Current First Aid at Work Certificate, or must be willing to undertake.
· Personal License. 
· Experience of stock management. 

	Special Aptitudes / Knowledge 
	Essential 
	· Excellent customer service skills
· Excellent verbal and written communication skills.
· [bookmark: _Hlk139441559]Excellent numeracy skill.
· Ability to use Microsoft Office Software. 
· [bookmark: _Hlk139441575]Understanding of Health and Safety.
· Excellent organisational skills, including timekeeping.

	Interests 
	Desirable 
	· Theatre and Arts

	Disposition 
	Essential 
	· [bookmark: _Hlk139441666]Reliable, flexible and able to work unsociable hours
· Team player
· [bookmark: _Hlk139441673]Ability and will to use initiative
· High standard of presentation





PLEASE NOTE THIS JOB IS PRIMARILY EVENING & WEEKEND WORK. You must be able to work those times to be considered for the role.  
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