Greater Manchester Arts Centre Ltd


FRONT of HOUSE MANAGER 
Application Pack

[image: image1.png]



GMAC is funded by
[image: image2.jpg]sgg. MANCHESTER
3=k CITY COUNCIL




                  [image: image3.jpg]b © & CO%O Supported using public funding by
3 o
& ¢ *| ARTS COUNCIL

LOTTERY FUNDED ENGLAND




 [image: image4.jpg]&‘ f\Izvra;ghSi\fluz;dtsi1:c)mrn1aI Lottery”®
1) Film Forever



                       [image: image5.jpg]AGMA

ASSOCIATION OF
GREATER MANCHESTER
AUTHORITIES





Job Title – Front of House Manager 
We are looking to recruit a full time Front of House Manager to join our Front of House management team here at HOME.
The work is full time and shift based, the successful candidate will cover both day, evening and weekend shifts .

The Front of House Management Team are responsible for ensuring that all visitors can enjoy the programme and facilities in a safe, welcoming and accessible environment and that staff work in a building that is safe and secure.

The successful candidate will join a small team who work together with all other departments to ensure that the programme is delivered in the best possible environment and that the highest standards of customer service are maintained throughout the venue. 
Our Ideal Candidate
Our ideal candidate will have experience of working in a customer focused role in a public venue and will have been involved in the supervision of staff. You will have an understanding of what makes excellent customer service and a committment to providing it . The post can be pressured and so the ability to deal with difficult sutations, remain calm and problem solve on your feet is essential . You will be a motivated self starter with an interest in the programme at HOME and will be prepared to undertake any additional training as required .
Application Procedure
Please complete the HOME application form telling us how you meet the Person Specification for this role and return with a completed Equal Opportunities questionnaire.  
The deadline for applications is                        12  January 2018 
Interviews will take place during week of        22  January 2018   
Please email a PDF copy of your application to pat.raikes@homemcr.org
Unfortunately, we cannot acknowledge receipt of applications. If you have not heard from us by 12 January, please assume that we will not be taking your application any further.

HOME strives to be an equality of opportunity employer 
Thank you for your interest in this post.
Job Description for Front of House Manager 
Job Title        Front of House Manager  


Responsible to: Operations Director 
Responsible for: Duty FOH Managers, customer service staff (ushers & invigilators)  
Purpose: To lead the front of house customer service team and, when on duty, to be responsible for ensuring that all visitors to HOME can enjoy the programme and facilities in a safe, welcoming and accessible environment and that staff work in a venue that is safe and secure.
A key aspect of the role is co-ordination and planning. Front of House Managers work with Programme and Engagement teams, caterers and event producers to plan organise and successfully deliver all aspects of the HOME offer.   
Note: in the event of any emergency arising which require HOME premises to be evacuated the Front of House Manager will assume control and be responsible for the implementation of all relevant procedures . 
Main Duties:
1. To be responsible when on duty for the safety of both staff and visitors to the venue. The following list is not exhaustive 

· To be familiar with all HOME safety procedures and respond immediately and effectively to any emergency.

· To have a thorough understanding of all aspects of HOME licences and to ensure that all conditions are adhered to

· To have an up to date understanding and knowledge of Health & Safety legislation as it applies to the operation of the venue and when on duty to ensure that all staff are aware of and adhere to their responsibilities regarding health, safety and security.

· To organise, in conjunction with the Building Manager, regular training in fire evacuation and emergency evacuation procedures.

· To be trained as a First Aider and Fire Marshall.

2. To be responsible for all security within HOME including the following 
· To monitor security arrangements and report any issues to the Operations Director or Building Manager

· To ensure that all staff are aware of security issues and that all equipment is securely stored when not in use.

· To be responsible for securing HOME premises as directed by the Operations Director 
· To ensure that any security personnel working on site are providing the best possible service by carrying out with comprehensive site inductions, providing all relevant information and by monitoring and managing their time on site.
     3.   To recruit, train and manage the Duty FOH Managers and to work with them to 
           ensure that the highest standards of customer service are maintained 
4 To recruit, train and manage all members of the customer service team ensuring that at 
all times they deliver the best in customer care, are informed about all aspects of the

programme and building and can talk confidently to visitors and audience members.

    5.    To assist the Volunteer Co-ordinator with the management and training of all 
           volunteers working on front of house customer facing shifts 

    6.    To be responsible for all front of house staffing rotas, working with the Programme and 
           Event Managers to ensure that there are adequate staffing levels at all times. 

    7.    To maintain all front of house staff records and to keep up to date information manuals 
           for all aspects of the building operations relevant to the role.

    8.    To attend, when required, meetings with Programme and Engagement Teams and

           to actively participate in the planning and delivery of events and hires, performances

           and projects.

    9     To respond to customer complaints in an effective and appropriate manner and to

           record all such complaints together with action taken.

   10    To oversee the presentation of all FOH areas, to liaise with the Communications team 

           ensuring all internal displays are up to date and relevant, to deal immediately and 

           effectively with any maintenance /cleaning issues and when appropriate are reported

           to the Building Manager 

   11    To liaise with the Operations Director regarding set up and arrangements for all

           private hires, conferences and to be responsible for the set up and clearing of 
           the areas used. To work together with outside organisers when required to facilitate 

           HOME hosted events.

    12   To maintain an up to date database of all maintenance contractor contacts. Manage

           and supervise emergency call outs. To work closely with the Building Manager and 

           when required supervise external contractors working within the venue.  

    13    To cover any other duties relevant to the role as requested by the Operations 

            Director .

PERSON SPECIFICATION FOR

Duty Front of House Manager 
	
	ESSENTIAL
	Desirable

	
	
	

	
	
	

	QUALIFICATIONS AND TRAINING

	
	First Aid training 
Fire Marshall training 


	
	
	

	SPECIALIST KNOWLEDGE 

EXPERIENCE
PRACTICAL SKILLS

DISPOISTION & ATTITUDE 

PERSONAL CIRCUMSTANCES
	Knowledge and understanding of venue management from a front of house customer service perspective 
Experience of working in a management /supervisory role 
Experience of working in a role involving front line customer service

Excellent communication skills both written and verbal

Excellent time management skills
Ability to work on own initiative , prioritise and organise work load  

Ability to work under pressure and remain calm

Able to deal calmly and effectively with difficult situations.  

Attention to detail and ability to future plan
Computer literate
Ability to think positively and to problem solve in pressurised situations 
Smart, personable and confident team player 

Pro-active self-starter 

An understanding of what makes for excellent customer care and a commitment to providing it.
Clear understanding of the importance of health & safety requirements in a public building.  

Able to work flexible hours including evenings and weekends

Understanding of and commitment to Equality of Opportunity 


	Knowledge of HOME and an interest in its programme
Up to date knowledge of Health and Safety legislation
Experience of working in a public venue  


TERMS AND CONDITIONS OF SERVICE
 Front of House Manager 
GMAC Ltd has a Staff Manual that provides full details of all terms and conditions of employment as well as staff benefits.  The following are the main terms of employment.

Salary
 £24,000pa
Hours of work
 40 hours per week 
Probationary period
3 months
Period of notice
1 month will apply to both employer and employee

Holidays
25 days p.a.  plus, statutory holidays

Pensions
GMAC Ltd operates a company pension scheme with a 3% company contribution that is available to all staff
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