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VISITOR EXPERIENCE ASSISTANT
APPLICATION PACK

Thank you for your interest in the above position.
Details of the background and context to this position can be found in this pack.

How to apply

Your complete application should include the following:

1. An Application form


2. Up to date CV which explains any gaps in employment


3. A brief covering letter
 

Once you have completed your application documents, please return them before the closing date to:

Penni Pierce
Executive and Project Assistant

Creative Foundation

Quarterhouse
Mill Bay

Folkestone

Kent CT20 1BN

Or alternatively, please email your completed application to: pennipierce@creativefoundation.org.uk
If you have any questions relating to this vacancy, please contact Cheryl Pierce by email: cherylpierce@creativefoundation.org.uk
Deadline


Closing date for applications:  Monday 7th January 2019 at 9am
 

Interviews will be held in Folkestone during the week commencing 14th January 2019.
ABOUT THE CREATIVE FOUNDATION

Our Vision

The Creative Foundation is a unique arts organisation with a range of activities meaning it makes a positive difference to the town, the region, its inhabitants and its visitors. This gives the charity a significant advantage in making it a great place to work.

Our Mission


The Creative Foundation is an independent arts charity dedicated to enabling the regeneration of Folkestone through creative activity. Working with the people of Folkestone, our partners and other stakeholders we will transform the town making a better place to live, work, visit and study. 

Our goals and objectives

Goal 1:
Creatively engage the people of Folkestone
Objective 1: Bring quality art to the town for everyone in Folkestone

Objective 2: Bring quality creatives to Folkestone and the Creative Quarter

Objective 3: Provide opportunities for people to develop creatively

Objective 4: Encourage creative engagement with partners and agencies

Goal 2:
Creatively transform the look of Folkestone

Objective 1: Bring artwork to the town

Objective 2: Creatively maintain the Creative Foundation portfolio

Objective 3: Ensure the Creative Quarter public realm looks and feels 


   attractive

Objective 4: Encourage creative engagement by relevant bodies and 


   individuals with property and the public realm

Goal 3:
Creatively change the economy of Folkestone

Objective 1: Attract and retain new creative businesses

Objective 2: Deliver the creative visitor economy

Objective 3: Attract creatively engaged people to live in Folkestone

Objective 4: Encourage creative investment in Folkestone by others

Goal 4:
Change the reputation of Folkestone as a creative town

Objective 1: Promote the Creative Foundation model for immersive
           
   creatively-led regeneration

Objective 2: Effective promotion of Creative Foundation activities

Objective 3: Create a virtual Creative Foundation through digital 


   technology

Objective 4: Encourage others to promote the reputation of Folkestone

Goal 5:
Create a sustainable Creative Foundation

Objective 1: Have a clear understanding of CF’s vision, mission, values 


   and business plan

Objective 2: Align the financial model with the organisation's vision

Objective 3: Invest in resources, including staff, to deliver the vision

Objective 4: Build appropriate partnerships to deliver the vision

www.creativefoundation.org.uk

All Creative Foundation projects: 

Creative Quarter
Quarterhouse
Folkestone Book Festival
Folkestone Artworks
Folkestone Triennial
VISITOR EXPERIENCE ASSISTANT
JOB DESCRIPTION

Reports to:

Visitor Experience Manager
Supervision
 responsibility for:
Casual visitor experience staff while on Duty Manager shifts

Location: 

Based at Quarterhouse, Mill Bay, Folkestone, Kent CT20 1BN
Salary:

£16,500 per annum
Hours:
Full-time with frequent and regular weekend and evening working.
JOB PURPOSE

To join a committed team of Visitor Experience Assistants designed to support and help deliver an integrated visitor experience across all Creative Foundation projects and activities, currently including Creative Quarter, Quarterhouse, Folkestone Artworks, Folkestone Triennial, Folkestone Book Festival and The Clearing café bar, in order to boost visitor engagement, satisfaction and spend.  

KEY RESPONSIBILITIES

Visitor experience:

· Provide a welcoming and inclusive first point of contact for all visitors, in person, online and by telephone, following agreed procedures and in accordance with direction and development from the Visitor Experience Manager.

· Prepare, open, supervise and close assigned visitor areas, including box office, café bar, and Artworks/Triennial/Book Festival visitor centres and similar, in accordance with agreed procedures and ensuring that the focus is always on customer service and safety.

· Engage with all visitors and ensure that they have the information they need to make the most of their visit and are encouraged to widen their awareness of and engagement with the wider Creative Foundation offer.

· Proactively maintain knowledge and understanding of Creative Foundation activities and share this knowledge with visitors and colleagues wherever possible.
· Respond to all visitor enquiries, feedback and complaints promptly and professionally, following agreed procedures.

· Act as Duty Manager for public events as part of the Duty Manager rota, ensuring that the assigned front of house team is supervised supportively and effectively throughout the assigned shift.

Team membership:

· Work supportively and collaboratively with team colleagues and the Visitor Experience Manager, offering and receiving feedback so that procedures and processes are continually improved
.

· Alert the Visitor Experience Manager of any identified gaps in any information or skills across the Visitor Experience team that create a barrier to providing the best possible Creative Foundation visitor experience.

Financial:

· Carry out any assigned sales activity – whether via box office, café bar, or the visitor centre – positively and sensitively, so that all visitors are aware of all possible opportunities to support and engage with the Creative Foundation, including through related ticket sales, upselling food and beverage, or encouraging membership sign up or on-site donations.

· Alert the Visitor Experience Manager to any identified opportunities for increasing commercial income and profitability, in line with the Creative Foundation’s values and vision.

· Provide accurate and secure visitor-related cash and income handling across all assigned activities.

· Work to individual and team income targets, including on-site ticketing, food & beverage, merchandise, membership sales and individual giving.

Health, safety and security
· Follow all licensing, health and safety, security and emergency requirements and procedures as agreed during all working hours. 

· Act as main Duty Manager and First Aider during assigned Duty Manager shifts, alerting the Visitor Experience Manager of any concerns about information, training, procedures or processes that may arise.





Other

· Undertake Creative Foundation development activities as required.

· Comply with all Creative Foundation policies and procedures.

· Undertake such duties as may be required to successfully realise the purpose of this role.
Terms and Conditions: 
This is a full time (40 hours per week), permanent post with frequent and regular weekend and evening working. 
Full conditions are as per the written statement of employment.
Full training will be provided to deliver the key responsibilities.

PERSON SPECIFICATION

Essential elements should be demonstrated before and during employment in this role; desirable elements should be developed and maintained once in role.
	KNOWLEDGE & EXPERIENCE
	Essential
	Desirable

	1. Some experience of working in a welcoming customer-facing role, working with a diverse range of visitors or customers
	X
	

	2. Some experience of selling items through a computerised sales system, such as event ticket sales or similar
	X
	

	3. Some experience of selling items using an EPOS (electronic point of sale) till system, or similar 
	X
	

	4. A good track record in accurate and trustworthy cash handling management experience within a high-volume sales environment
	X
	

	5. A good track record in following set procedures reliably and consistently
	X
	

	6. A good track record in responding positively to financial targets and delivering agreed sales goals
	X
	

	7. Broad knowledge of and enthusiasm for contemporary art and culture
	X
	

	8. Some experience working in an arts or hospitality setting.
	
	X

	9. Some experience of selling tickets through Spektrix or similar computerised ticketing system
	
	X

	10. Some experience of loading items and analysing stock control reports using an EPOS till system or similar
	
	X

	11. Some experience in supervising a commercial catering service
	
	X

	SKILLS
	Essential
	Desirable

	12. Excellent interpersonal communication skills, including a confident and welcoming demeanour in person and on the telephone
	X
	

	13. Ability to learn new processes and absorb new information from various sources effectively (including training sessions, ad hoc discussions, online research and other written materials)
	X
	

	14. Unafraid of trying new ways of working
	X
	

	15. Ability to adapt communication style according to customer needs and expectations
	X
	

	16. Accurate numeracy skills
	X
	

	17. Effective communication and professional relationship management skills
	X
	

	ATTRIBUTES
	Essential
	Desirable

	18. Calm, focussed and motivated under pressure
	X
	

	19. Discretion and confidentiality 
	X
	

	20. Reliable and collaborative team-player
	X
	

	21. Commitment to providing inclusive and accessible customer service to all
	X
	

	22. Committed to Creative Foundation’s aims and objectives
	X
	

	
	
	

	KNOWLEDGE & EXPERIENCE
	Essential
	Desirable

	23. Some experience of working in a welcoming customer-facing role, working with a diverse range of visitors or customers
	(
	

	24. Some experience of selling items through a computerised sales system, such as event ticket sales or similar
	(
	

	25. Some experience of selling items using an EPOS (electronic point of sale) till system, or similar 
	(
	

	26. A good track record in accurate and trustworthy cash handling management experience within a high-volume sales environment
	(
	

	27. A good track record in following set procedures reliably and consistently
	(
	

	28. A good track record in responding positively to financial targets and delivering agreed sales goals
	(
	

	29. Broad knowledge of and enthusiasm for contemporary art and culture
	(
	

	30. Some experience working in an arts or hospitality setting.
	
	(

	31. Some experience of selling tickets through Spektrix or similar computerised ticketing system
	
	(

	32. Some experience of loading items and analysing stock control reports using an EPOS till system or similar
	
	(

	33. Some experience in supervising a commercial catering service
	
	(

	SKILLS
	Essential
	Desirable

	34. Excellent interpersonal communication skills, including a confident and welcoming demeanour in person and on the telephone
	(
	

	35. Ability to learn new processes and absorb new information from various sources effectively (including training sessions, ad hoc discussions, online research and other written materials)
	(
	

	36. Unafraid of trying new ways of working
	(
	

	37. Ability to adapt communication style according to customer needs and expectations
	(
	

	38. Accurate numeracy skills
	(
	

	39. Effective communication and professional relationship management skills
	(
	

	ATTRIBUTES
	Essential
	Desirable

	40. Calm, focussed and motivated under pressure
	(
	

	41. Discretion and confidentiality 
	(
	

	42. Reliable and collaborative team-player
	(
	

	43. Commitment to providing inclusive and accessible customer service to all
	(
	

	44. Committed to Creative Foundation’s aims and objectives
	(
	


VISITOR EXPERIENCE ASSISTANT


APPLICATION FORM

SECTION 1: APPLICANT DETAILS

	Name:
	

	Address:
	

	Mobile number:
	

	Home telephone:
	

	Email address:
	


	Are you legally eligible for employment in the UK?         

	How did you hear about this vacancy? 



	What is your notice period / earliest availability to take up a new position?




SECTION 2: DECLARATION

Please sign below to indicate that you are providing full and accurate information in your application, including this form, your covering letter, CV and any subsequent interview; and that furthermore you understand that withholding or misrepresenting relevant information may be grounds for dismissal.

Signature:





Date: 


DATE RECEIVED:        
DATE OF INITIAL RESPONSE:

	


SECTION 3:

PLEASE PROVIDE A RESPONSE TO THE FOLLOWING QUESTION, USING NO MORE THAN 500 WORDS:

Why do you think you are suitable for the Visitor Experience Assistant opportunity, and what skills will you will bring to this position? 

SECTION 4:

Please provide details of two referees, one of whom is your current or most recent employer (or key client if freelance) and indicate at which stage you consent for these references to be taken up. If you are shortlisted for an interview we would like to take up as many references as possible before interview.

	Name:
	Relationship to you:

	Organisation:


	Contact numbers:



	Email address:
	□ contact at any point

□ contact on offer of first round interview

□ contact on offer of second round interview

□ contact only on offer of employment


	Name:
	Relationship to you:

	Organisation:


	Contact numbers:



	Email address:
	□ contact at any point

□ contact on offer of first round interview

□ contact on offer of second round interview

□ contact only on offer of employment


The next page of this application form is a diversity monitoring form. It is optional, and your completion or non-completion of the form, or any of its sections, will not have a bearing on your application.

Equal Opportunity Monitoring Questionnaire

This form is not a required part of the application process. This page will be separated from your application on receipt, and the information stored anonymously for monitoring purposes to help us track our performance in attracting applications from all sections of the community.

For the following categories please highlight your answer or delete all those that do not apply so that your answer is the only one remaining.

Job Title:
Visitor Experience Assistant
	Gender: 
	Male
	
	(

	
	Female
	
	(

	
	Transgender
	
	(

	
	Prefer not to   answer
	
	(

	
	
	
	

	Age:
	 18 – 25

 26 – 35

 36 – 45

 46 – 55

 56 – 65

 Over 65


	
	(

	
	
	
	(

	
	
	
	(

	
	
	
	(

	
	
	
	(

	
	
	
	(

	Ethnicity/cultural diversity
Please choose one from A to E, then tick the appropriate box to indicate your background.

	  A
	White
	
	
	

	
	
	
	
	

	
	British
	
	
	(

	
	English
	
	
	(

	
	Scottish
	
	
	(

	
	Welsh
	
	
	(

	
	Irish
	
	
	(

	
	
	
	
	

	
	Any other white background, please write in:

…………………………………………………

	
	
	
	
	

	  B
	Mixed
	
	
	

	
	
	
	
	

	
	White and Black Caribbean

White and Black African

White and Asian
	(

	
	
	(

	
	
	(

	
	

	
	Any other Mixed background, please write in:

………………………………………………………

	
	
	

	
	
	

	
	
	


	
	
	

	  C
	Asian, Asian British, Asian English, Asian Scottish or Asian Welsh

	
	
	
	
	

	
	Indian

Pakistani
	
	(

	
	
	
	(

	
	Bangladesh
	
	(

	
	

	
	Any other Asian background, please write in: 

	
	……………………………………………………


	    D
	Black, Black British, Black English, Black Scottish or Black Welsh

	
	
	
	

	
	Caribbean
	
	(

	
	African
	
	(

	
	

	
	Any other Black background, please write in: ………………………………………………………

	
	
	
	

	   E
	Chinese, Chinese British, Chinese English, Chinese Scottish, Chinese Welsh

	
	
	
	

	
	Chinese
	
	(

	
	Vietnamese
	
	(

	
	

	
	Any other Chinese background, please write in: …………………………………………………… 

	
	
	
	

	   F
	Other Ethnic Group
	

	
	
	
	

	
	Please write in:  …………………………………………………

	
	
	

	
	
	

	Disability monitoring
	

	
	
	

	Do you consider yourself disabled?
	

	
	
	

	Yes
	
	(

	No
	
	(

	
	
	

	If you have a disability, is there anything we can do to make our recruitment and selection procedure more accessible to you?

	
	
	

	……………………………………………………………………………………………………


Visitor Experience Assistant application pack 

Page | 1
December 2018

[image: image1.png]