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PERSON SPECIFICATION

Job Title:   Tonbridge Castle, Events & Customer Services Manager
Service:     Central – Tonbridge Castle, Customer Services   

	ATTRIBUTE


	ESSENTIAL
	DESIRABLE

	Educational,
Skills

	· Have a qualification in supervisory / Management.  ILM or equivalent

· Ability to relate to the public and representatives of external agencies
· Ability to demonstrate a professional but empathetic approach to Customers
· Excellent organisational skills together with accuracy in data entry and record keeping (both manual and computerised systems)
· Ability to deal effectively with emotive situations

· Excellent communications skills, both oral and written
· Ability to take the lead in dealing with a situation

· Strong social media and website skills
· Ability to respond at short notice to non-routine matters

· Fire Warden training (the candidate will be required to become a fire warden)
· An understanding of the importance of failure demand and channel shift in delivering efficient and effective services

· Good project management skills
	· Knowledge of Council Services
· A demonstrable understanding of the Council’s services and key personnel

· Local knowledge of Tonbridge and the wider area

· An understanding of improvement tools and techniques e.g. process mapping

· Formulating and updating Service Level Agreements (SLA)


	Experience


	· Demonstable experience in managing a customer focussed, high quality, front-line public enquiry service (face-to-face, by telephone, or by electronic communication)
· Experience in managing Customer Services officers, allocating and prioritising work

· Ability to deal effectively with potentially volatile and aggressive customers

· Proficient in the use of MS Word and Excel, Teams & Sharepoint along with email and internet
· Using database packages

· Evidence of working in a contract / partnership environment 


	· Working experience in Tourism

· Working experience in a commercial income environment 

· Working knowledge of management and financial reporting
· IT skills linked to the design and use of databases

· Managing service contracts

	Competency


	· Self-motivating and capable of using initiative in problem solving
· Confident and conscientious 
· Willingness for continuous personal development, attending training sessions when appropriate

· Ability to build strong relationships both internally and externally
· Excellent time management
· Respect of confidentiality
· Candidate will be expected to work weekends and occasional bank holidays on a rotational basis

	Other
	· Be open to new ideas, concepts and ways of working

· Passionate about delivering excellent customer service

· Comprehensive Understanding of Equality and Diversity issues
· Comprehensive understanding of GDPR


