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Job Description

Management Group: 	Place

Department: 	Parks, Open Spaces & Leisure 	

Section: 	Hall Place & Gardens 

Job Title: 	Hall Place:  Casual Customer Service & Events Officer  	
Grade: 	Bexley04	

Reports to: 		Commercial Manager 

Functional links with:	

Work with the office/education and gardens teams at Hall Place 

Main purpose of the job:

To assist in providing a high level of service to the public in all areas of the operation of the Historic House and Visitor centre, and in maintaining the security and physical fabric of the site.  Ability to assist with the preparation and delivery of private and public events throughout the year, ranging from outdoor theatre to weddings and memorial functions. Provide a friendly and proactive reception service, offering guidance and information to all visitors and actively marketing the activities available    

Major Duties and Responsibilities:

To act as the first point of contact for visitors to Hall Place, whether as a general visitor or those attending events, and to answer queries and direct visitors, providing a courteous and efficient public reception service for all users of Hall Place.
To act as a keyholder and incident controller when on site with supporting staff. 

To assist in maintaining the security and good maintenance of the building and in line with current reporting practices.

Assist in the room set ups/breakdown as required in preparation for variety of events throughout the week, including the movement of event furniture, so the role does involve some manual handling operations
Set up and service of refreshments, as required, to smaller groups and liaison with the event caterers on the smooth delivery of larger events. 

To participate in a staff rota covering a range of evening functions and events and weekend / bank holiday opening.

To ensure the safety of visitors and that they observe fire regulations, health and safety instructions, etc.

To carry out minor maintenance and repairs, as required. i.e change of light bulbs

To answer telephone calls, take and relay messages to ensure the provision of a courteous and efficient telephone reception service.

To carry out additional administrative, clerical and internal cleaning duties, as required.

To undertake or contribute to projects or tasks that will enable Hall Place services to be delivered as effectively and efficiently as possible, and to undertake any other duties which may be required from time to time.

Job Activities:  

Providing a contact for the visitors to Hall Place ensuring best customer service practices and ensuring their safety at all time, this can include the Visitor Centre and or at public or private events.
Act as a keyholder and incident controller when required 

Assisting the Hall Place team in the facilitation of private events. This is a daily occurrence, and includes the setting up and dismantling of the rooms in accordance with the customer requirements. Provision of an excellent meet and greet and customer service for the duration of the event.
 
Assisting in the cleanliness and upkeep of Hall Place as required, this can include the public facilities and the event spaces.  This ensures that the site is presented in its best way at all times,  



Person Specification

Management Group: 	Place

Department: 	Parks, Open Spaces & Leisure 	

Section: 	Hall Place & Gardens 

Job Title: 	Hall Place Casual Customer Service & Events Officer  

	SELECTION CRITERIA
	ESSENTIAL/
DESIRABLE (E/D)
	METHOD OF ASSESSMENT
(see key )

	(a) Education & Formal Training 

General standard of education 
	

E
	

A/I

	
(b) Relevant Technical Experience & Knowledge

Previous experience of working in a customer service environment
	


D
	


A/I

	
(c) Relevant Skills & Abilities

Strong Customer service focus, with the ability to adapt to changing focus/ roles throughout any one shift of work

Good communication skills

Excellent customer service skills

Basic IT skills

English Language Requirements for Public Sector Workers where it is an intrinsic and regular part of the role to speak to members of the general public either face-to-face or over the telephone:

•	Ability to speak with confidence and accuracy, using accurate sentence structures and vocabulary.
•	Ability to choose the right kind of vocabulary for the situation in hand without a great deal of hesitation.
•	Ability to listen to customers and understand their needs.
•	Ability to tailor your approach to each conversation appropriate to the customer, responding clearly even in complex situations.

	


D


E

E

E

E
	


A/I


A/I

A/I

A/I

I

	
(d)  Other Additional Requirements

Able to work evenings/weekends, sometimes at short notice
Ability to undertake some manual handling roles i.e furniture set up
	


E
E
	


A/I
A/I



KEY: 
I = Interview				A = Application Form		 

Applicants will be assessed against these criteria and the following high performance indicators throughout the recruitment process.


High Performance Indicators

	Values
	Behaviours for staff
	Behaviours for managers

	Innovation

	
I respond flexibly and adapt to changing demands 

I am prepared to take managed risks to achieve better outcomes

I ask ‘What if…? to develop fresh thinking and innovative approaches to generate and implement solutions to improve performance and challenge the status quo
	
I routinely look for innovative and cost-effective ways to improve performance and customer service

I champion change and deal successfully with ambiguity, enabling people to see positive and exciting possibilities for the future

I take calculated risks based on available evidence and my professional judgement to learn and try new things


	Leadership
	
I demonstrate a clear sense of purpose and direction, in line with organisational objectives

I am willing to take difficult decisions

My personal actions promote a positive image of Bexley
	
I take responsibility for my service and for making things happen to make a difference to my service users

I create an environment where staff can thrive and show I value and trust staff, give praise and recognise good work

I inspire, lead and encourage staff to move forward


	Collaboration

	
I show respect for others and value contributions from internal and external partners and customers

I recognise the right solution, regardless of who initiated it


I seek out and work with partners who can help me achieve the outcomes and objectives I need to deliver

	
I encourage the feeling that the team is a collective unit with shared goals

I engage with service partners and other areas of the Bexley organisation to understand the demands on others and seek solutions as One Council

I network internally and externally


	Listening and Responding
	
I acknowledge other people’s viewpoints and work with them to find a win-win solution

I prepare and present information anticipating questions and problems



I adapt my style to the audience and their needs, using the most appropriate communication channels
	
I seek regular service user feedback and review customer data to shape service improvements 

I ask staff for ideas on how to improve our service and how I can improve as a manager, listen to them and act on them


I empower staff to make decisions and changes to improve value for money, customer service and productivity


	Open and Accessible
	
I see issues from the customer / user perspective

I monitor customer feedback and level of satisfaction with the service they receive, and use this to improve and pre-empt customer needs

I seek to build and maintain positive relationships with customers and partners 

	
I am accessible to my service users, customers, staff and Members

I communicate and share a clear vision for the bigger picture as well as specific service areas

I outline what is expected of individuals and their contribution to the whole, and am consistent in my expectations

	Impact

	
I prioritise my activities and resources to focus on those which have the most impact for residents

I take responsibility for making things happen and achieving my objectives

I make decisions and clear recommendations based on my professional opinion and experience, informed by a range of information and evidence 

	
I design services that provide value for money and deliver our outcomes, informed by evidence

I produce, prioritise and adapt plans to meet changing requirements

I set interim goals to achieve notable wins on the way to larger objectives

I deal with poor performance
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