
 
 
 
 

 
JOB DESCRIPTION & PERSON SPECIFICATION 

Job Description  
KEY INFORMATION 

Role Title General Manager 
Reports to Theatre Director 
Responsible for Customer Experience Team, Events, and Contract Kitchen Personnel 
Hours Full-time, 40hpw 
Contract Permanent 
Annual Leave 33 days per annum inclusive of Public bank holidays 
Salary £45,000 – £50,000 
Location High Wycombe 

 
ABOUT TRAFALGAR ENTERTAINMENT(TE) 
Co-founded by Sir Howard Panter and Dame Rosemary Squire in 2017, Trafalgar Entertainment is a 
premium international live entertainment business focussed on new productions, venue ownership, 
Performing Arts education, theatre ticketing, the distribution of live-streaming innovative content and 
the provision of great theatres where people can come together to share in the experience of live 
entertainment. TE is home to Trafalgar Theatres, The Chiswick Cinema, Trafalgar Theatre Productions, 
Trafalgar Releasing, Trafalgar Tickets, Stagecoach Performing Arts, Drama Kids/Helen O’Grady Drama 
Academy, ticketing company London Theatre Direct, Stagedoor, Jonathan Church Theatre 
Productions, and Imagine Theatre.  
 
ABOUT TRAFALGAR THEATRES 
Trafalgar Theatres is the venue-operating division of TE.  We currently operate 21 venues; including 
14 in the UK regions; the Trafalgar Theatre in London’s West End and the Theatre Royal in Sydney. 
We’re growing fast, we’re confident in what we do, and we’re ambitious about the future.  There’s 
never been a better time to get onboard.  
  
We are passionate about entertainment, audiences, and the live experience and we value Creativity, 
Collaboration, Excellence and Respect.  
 
ABOUT THIS ROLE 
The General Manager will have overall responsibility for ensuring the highest standards for all Guest 
Experience and hospitality activities, including bespoke dining events and private functions. 
Managing, motivating, and developing the staff within the theatre is crucial to the role, ensuring clarity 
of direction and delivery of business priorities, through the implementation of the business’ hospitality 
strategy, developed in collaboration with the Theatre Director and Senior Management Team. 
 
 
KEY RESPONSIBILITIES 
Strategic 

• Work with the Theatre Director to develop and deliver annual business plans and budgets, 
aligned to commercial, service, and community objectives.  

• Contribute to the venue’s long-term strategy, identifying opportunities for growth across 
Front of House, hospitality, and events.  

• Develop and deliver the annual hospitality and events marketing plan in collaboration with 
marketing and central support teams.  

• Maximise the use of the theatre’s ancillary spaces to support commercial performance, 
programming, and community engagement. 

 
Financial 

• Take overall responsibility for hospitality and events financial performance, including 
budgets, forecasts, and KPIs.  

• Monitor performance against targets, identifying risks and implementing corrective actions 
where required.  



• Drive secondary spend, sales growth, and spend-per-head across all Front of House and 
hospitality operations.  

• Ensure effective pricing, stock management, cash control, and reporting systems are in 
place and compliant with group standards. 

 
Operational Excellence & Guest Experience 

• Provide senior operational leadership across all Front of House, hospitality, box office, and 
events activity. 

• Act as duty manager as required, leading the operation in a live, customer-facing 
environment. 

• Ensure all hospitality and events activity is delivered to agreed quality, service, and brand 
standards. 

• Build strong working relationships with visiting companies, tour managers, and internal 
stakeholders to ensure seamless delivery. 

• Champion accessibility, inclusion, sustainability, and environmental responsibility across 
venue operations. 

 
People Leadership, Recruitment & Development 

• Lead, motivate, and performance-manage Customer Experience and hospitality teams, 
fostering a positive, inclusive, high-performance culture. 

• Oversee recruitment, induction, training, and engagement of permanent and casual staff. 
• Ensure effective workforce planning and rota management in line with budget and 

operational demand. 
• Support colleagues’ professional development and ensure compliance with company HR 

systems and processes. 
 
Health & Safety, Safeguarding & Compliance 

• Take overall responsibility for Health & Safety, food hygiene, licensing, safeguarding, and 
statutory compliance within Front of House and hospitality operations.  

• Ensure the venue meets or exceeds internal and external audit requirements.  
• Maintain and implement effective risk management, emergency planning, and safeguarding 

practices.  
• Ensure full compliance with the company’s Food Safety Management System, including 

HACCP procedures, cleaning rotas, and opening and closing checks. 
• Undertake, document, review, and disseminate risk assessments relevant to Front of House 

and hospitality operations. 
• Manage and implement the venue’s emergency, evacuation, and invacuation procedures, 

including drills, training, and briefings. 
• Act as Deputy Safeguarding Officer and a key member of the venue’s emergency response 

structure. 
 

ABOUT YOU 
A self-motivated individual with a genuine passion for delivering an exceptional hospitality offer and 
first-class experience. To achieve this, you will inspire and lead a team to meet and exceed budgeted 
targets, with customer care at the heart of your departments work. 
 
The candidate must be adaptable and forward-thinking, with creative flair and meticulous attention 
to detail with experience in a senior level manager position. 
 
A proven and robust hospitality knowledge, including strategic planning, food and beverage 
management, hospitality event delivery, the development of quality customer care strategies and 
pricing strategies are imperative to the role. 
 
 
YOUR EXPERIENCE 

• Significant senior management experience within a theatre, live entertainment, hospitality, 
or visitor attraction environment  

• Proven track record of leading, motivating, and developing large customer-facing teams, 
including casual and contracted staff 

• Strong commercial and financial management experience, including budgeting, forecasting, 
cost control, and delivering against KPIs  

• Proven ability to monitor and challenge food quality, service standards, menu execution, 
pricing, and presentation 



• Experience of driving secondary spend, sales growth, and spend-per-head  
• Experience reviewing stock control, wastage, portion control, and cost management  
• Excellent people management skills, including recruitment, training, performance 

management, and succession planning  
• Strong operational leadership with the ability to manage busy, high-pressure live 

environments  
• Thorough knowledge of Health & Safety, food hygiene, licensing, and compliance 

requirements  
• Highly organised, resilient, and adaptable, with excellent attention to detail  

 
DESIRABLE 

• Proven experience managing third-party or contract catering/kitchen partners within a 
theatre, hospitality, or live events environment 

• Familiarity with zonal till systems, stock management software, and hospitality reporting 
tools 

• Experience of developing and delivering hospitality and events marketing plans in 
collaboration with marketing teams 

• Understanding of sustainability initiatives within venue operations and hospitality settings 
• Experience supporting accessibility, inclusion, and equality initiatives in customer-facing 

environments 
• Knowledge of safeguarding principles and experience acting as, or supporting, a 

Safeguarding Officer 
 
 
This role is subject to a Disclosure and Barring Service (DBS) check or other security screening, 
depending on the specific requirements of the position.  
 
The post holder with carry out any other duties as appropriate to the post and as requested by 
the Theatre Director. You will be required to adopt a flexible approach to your role and 
responsibilities. From time to time, you may be required to undertake such alternative or 
additional duties as may be commensurate with your skills, experience, and capabilities. 
 
 
FOR MORE INFORMATION  
Please contact Fiona Martin, Theatre Director -  fiona.martin@trafalgar.global   
 
Trafalgar Entertainment is an equal opportunity employer. We celebrate diversity and are 
committed to creating an inclusive environment for all employees. 
 
We are curious, courageous and ambitious, empowering people to challenge and innovate in 
pursuit of excellence. 
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