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Job Description
	Job Title:
	Visitor Experience Supervisor

	Reports to (Title):
	Head of Operations

	Reports to (Name):
	Ben McMath

	Responsible for (Title):
	Visitor Experience Reception Team

	FTE
	Full time (37.5 hours per week)

	Salary
	£33,500



	The Role:

	As our Visitor Experience Supervisor, you will be in a highly visible, customer-facing role responsible for ensuring a welcoming and inclusive experience for all RADA’s students, staff, audience, visitors & course participants. You will work across three (close proximity) venues, to ensure RADA achieves its business and customer service objectives, while playing a proactive and dynamic role alongside your team to ensure that RADA maintains and lifts its reputation as the world’s leading Drama School. You will assist the Head of Operations and Operations Manager in ensuring a first-class customer experience, supervising and scheduling staff, while enhancing the team’s efficiency to ensure consistently high-quality standards.



	Main Duties and Responsibilities:

The Visitor Experience team are responsible for welcoming all RADAs students, audiences, customers and visitors. This includes the daily reception service, student and staff attendance, across RADA as well as theatre front of house and box office for performances and other events. We are looking to hire an exemplary Visitor Experience Supervisor to train our reception team to deliver outstanding customer service. They will need to build and maintain a strong team and shape staff behaviours to accomplish desired results.

The Visitor Experience Supervisor will be expected to take shifts as part of the Duty Management and Reception teams.

Administration

· Create and maintain the Visitor Experience team staffing schedule.
· Responsible for timesheets and payroll for the Visitor Experience team.
· Supervises and trains Visitor Experience Administrators
· Creates and maintains customer service processes and procedures.
· Setting standards on all phone, email and face-to-face conversations that the Visitor Experience team handle.
· Compiles reports and dashboards to make data driven decisions
· Monitors daily Visitor Experience team delivery.
· Manage Visitor Experience team absence and annual leave records, adhering to RADA policies.

Theatre & Events 

· Liaise with Operations Manager and the Events & Hires Department to ensure staffing of Visitor Experience team is available.
· 
Reception

· Supervise and train all staff in areas of customer service and RADA policies and procedures.
· Manage the operation of RADA’s reception desks across multiple sites and oversee the daily operation of the Visitor Experience team.
· Developing customer satisfaction goals and co-ordinating with the team to meet those standards on a daily basis.

H&S

· Compile and maintain Visitor Experience induction training and briefing documents.
· Review and update relevant risk assessments.
· Be a qualified first aider, or be willing to attend First Aid training if no certificate is held
· To be trained in RADA fire evacuation / invacuation procedures and take an active role in any evacuation/invacuation while on shift.
· Ensure the Visitor Experience team adhere to and actively engage with the fire evacuation / invacuation procedures.

General

· Ensure all FOH spaces are well maintained and welcoming at all times. 
· Liaise with the Facilities team to pass on any maintenance or cleaning issues that have been reported. 
· Support the Duty Management team if there are staffing shortages.
· Support the Head of Operations and Operations Manager with admin tasks, where required.
· To supervise and lead the reception team in the taking of calls, greeting customers, and directing them in a courteous and professional manner.
· Ensuring the sign in procedure for staff, students and visitors is adhered to.
· Ensuring compliance amongst the reception team is maintained at a high standard.
· Maintain awareness of front door security, ensuring any suspicious activity is dealt with and reported as per RADA procedures.
· Ensuring the Visitor Experience team represent RADA with a positive attitude and professional appearance.
· Monitor progress against individual team members targets.
· Briefing the Visitor Experience team on new initiatives, changes to targets/procedures and RADA news.
· Supporting the Venues Manager in recruiting, training, and helping staff reach their professional development goals.
· Managing the approved staffing budget of your team.
· To be familiar with all activities, including performances, events, workshops, Hires, Short Courses, RIB and Development events within the RADA buildings.
· Promote Equality, Diversity and Inclusion at all times and ensure they are at the forefront of your thinking when undertaking your responsibilities.
· Support and ensure compliance with RADA’s Data Protection policy.
· Undertake any other task reasonably commensurate with the general expectations of position, from time to time, be required by the Director or any other senior member of the management of RADA or RIB.

Connections

Work with Events & Hires team, RADA Business, Development, Student & Academic Services, Facilities team and Catering partner (Burnt and Plated), Box Office Supervisor as required by the Venues Manager.



Person Specification
TBC
	
	Essential

	Desirable

	Qualifications

	
	· First Aid.
· Venue or Event management qualification.
· Personal licence holder.


	Knowledge



	· General business administration including reception management
· Health & Safety procedures.
· Risk assessment.
· MS Office (inc Excel & Outlook) 
	· Theatre production.
· Knowledge of CRM databases


	Skills/abilities/ competencies





	· Very well organised.
· Great customer & staff communications.
· Attention to detail.
· Able to use initiative.
· Can delegate clearly and responsibly.
· Committed to customer service.
· Performance Management
· Time Management
· Quality Assurance
· Prioritisation of tasks and creates deadlines.
· Builds and improves processes and procedures.
· Communicates effectively with customers and colleagues.

	· Ability to resolve difficult situations.


	Experience 





	· Strong customer service experience in the events industry.
· Following administrative/financial processes.

	· Event planning.
· Venue management.
· Line management.


	Personal Attributes



	· Well-presented.
· Confident communicator.
· Imaginative.
· Persuasive.
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