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	Broxbourne Borough Council 

	Job Title: Customer Service Assistant
	Job Ref: CSA

	Job Location: The Spotlight, Broxbourne, Herts 
	Hybrid: Not available. Work based role. 

	Department: Customer and Communications 

	Reports to: Front of House Manager

	Part time: 20 hours per week

	Grade: A40

	Alcohol restricted post: Yes

	Car: N/A

	

	Values: 
The Council has adopted the core values of Teamwork, Innovation, Effectiveness and Respect (TIER). 
The values and their underlying behaviours, demonstrate the Council’s commitment to providing excellent customer care, working in a joined-up way, showing respect at all times and looking at innovative and forward thinking solutions. 


	Summary: 
The Box Office Customer Service Assistant is a dynamic and versatile role, focusing on delivering exceptional customer service as a core priority.

Key responsibilities include assisting customers with ticket purchases and inquiries, greeting visitors, hirers, agents, and artists, and supporting the smooth operation of events. This role also involves working collaboratively with the operational team on event setup and takedown, as well as providing support to other departments such as the bar and technical team when required.

Flexibility, teamwork, and a customer-first approach are essential to ensure the success of all events and activities at The Spotlight.


	Duties and Responsibilities: 

1. Provide a friendly and efficient point of contact, ensuring a clear understanding of the venue’s program and daily operations to assist with smooth event delivery.

2. Deliver a high standard of customer service, assisting with enquiries, ticket sales, and promoting an excellent customer experience. Address customer complaints professionally and promptly.

3. Operate the box office systems confidently, managing ticket sales and providing information about private hire and venue services.  Ensure the venue remains presentable at all times, reporting any maintenance or cleaning needs as required.

4. Assist in setting up and maintaining tables, chairs, and equipment to support events or activities as needed.

5. Support food and beverage service during busy periods, providing customers with friendly and efficient service.

6. Ensure public and staff safety by following all health and safety regulations and procedures.


	7. Assist in training sessions for staff as directed, helping to ensure a high level of operational knowledge and customer service.

8. Accurately update and maintain information in ticketing and diary management systems to support event coordination.

9. Help with merchandise sales and encourage upselling to enhance the customer experience and increase revenue.

10. Perform regular checks of the facilities to ensure areas are tidy, presentable, and meet operational standards.

11. Act as a keyholder when required, assisting with opening and closing duties or emergency callouts.

12. Provide general assistance to the Front of House Manager and other team members to ensure smooth day-to-day operations.

13. Carry out other duties as required to support the successful running of the venue.

14. Work with and support the marketing team to ensure the Spotlight can develop and execute robust marketing campaigns for all shows, events, conferences, and venue hire.

15. Such other duties as may from time to time be necessary, compatible with the nature of the post. This job description will be reviewed on a regular basis and will, in consultation with the post holder, be adjusted / changed as necessary or appropriate in line with the developing nature of The Spotlight.

	Diversity, Equality and Inclusion (EDI)
All staff must comply with the Council’s Policy on Equal Opportunities and undertake training to ensure the fair and equal treatment of all Council staff and customers.


	Employment checks required for this post 
The Council is required by the Home Office to carry out standard Right to Work checks for all employment under the Asylum and Immigration Act 1996. 

If you cannot produce Right to Work documentation or are unsure whether the documents you have provide the necessary proof please contact Human Resources prior to your interview.


	Employment of Ex-Offenders
Broxbourne Borough Council aims to promote equality of opportunity for all with the right mix of talent, skills and potential. We therefore welcome applications from a diverse range of candidates. Criminal records will be taken into account for recruitment purposes only when the conviction is relevant. 

Unless the nature of the work demands it, people will not be asked to disclose convictions which are ‘spent’ under the Rehabilitation of Offenders Act 1974. Having an ‘unspent’ conviction will not necessarily bar any individual from employment. This will depend on the circumstances and background to the offence(s).  The Council abides by the Code of Practice for Registered Persons and other recipients of Disclosure information, copies of, which are available on request.




	DISCLOSURE OF CRIMINAL RECORD 
As this post has substantial access to children or vulnerable adults or is based at premises deemed to be a school premises or is subject to legal protection or administers justice it is a condition of any offer of employment that the council applies for and has received the outcome of the disclosure of any criminal record. As part of this process your will be required to provide documentation relating to your identity and also complete an application form. The outcome of the Disclosure of any criminal record must be received before potential candidates can start in post. There is a requirement that this will be repeated every three years after employment.


	SAFEGUARDING
All employees are responsible for ensuring the safety and welfare of children and vulnerable adults in the course of their daily duties. All staff are required to understand and adhere to the Council’s Safeguarding policies and procedures as they apply to their own role, to make referrals concerning child or vulnerable adult welfare to the Designated Child Safeguarding Officer, and to co-operate with other agencies around child protection investigations


	SPOKEN ENGLISH
For public-facing roles involving regular telephone and face-to face conversations with the public, the ability to converse at ease with members of the public and provide advice in accurate spoken English is essential in this post




For specific requirements for the post please see the Person Specification.

If you have any query please contract Human Resources on (01992) 785509 or personnel@broxbourne.gov.uk
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