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JOB DESCRIPTION & PERSON SPECIFICATION
Job Description 

KEY INFORMATION

	Role Title
	Box Office Assistant

	Reports to
	Box Office Manager

	Responsible for
	N/A

	Hours
	Casual

	Contract
	Trafalgar Theatres

	Annual Leave
	N/A

	Salary
	Hourly Rate: £12.85

	Location
	Cardiff




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.
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ABOUT THIS ROLE

We are looking for a dedicated and enthusiastic Box Office Assistant to join our team on a casual basis.

You will play a key role in ensuring the smooth day-to-day running of our Box Office operations. You will provide excellent customer service by selling tickets, handling bookings and payments, answering customer enquiries, and support in resolving issues that may arise.

You will collaborate closely with our wider venue and operational teams to ensure every customer has an excellent experience—from the moment they book their tickets to curtain-up.
Working Conditions:
· Primarily office-based within the theatre box office environment.
· Flexible schedule including evenings and weekends.
· Enhanced pay rates on anti-social hours, weekends and bank holidays
· Discounted theatre tickets
· Training and development plans

ABOUT YOU
You’ll be an enthusiastic and reliable individual with a passion for theatre and live entertainment. You’ll be calm under pressure and bring a customer-focused mindset to everything you do.
We are looking for someone who can demonstrate:

· A genuine interest in theatre and the wider live entertainment industry
· GCSEs (or equivalent) as a minimum.
· Proven experience in a customer service role.
· Familiarity with ticketing software (e.g. Tixly, Spektrix, Tessitura, AudienceView, etc.) is advantageous.
· Excellent attention to detail, especially when handling transactions and reports.
· Strong organisational skills and the ability to manage multiple tasks in a busy, customer-facing environment.
· Flexibility to work evenings, weekends, and bank holidays in line with performance schedules.

KEY RESPONSIBILITIES

As Box Office Assistant, you will support the smooth and efficient running of the theatre’s ticketing operations. Your priority is to generate income through ticket sales and positively promote New Theatre Cardiff; a Trafalgar Theatres Company. To be part of a customer facing team, providing a friendly and helpful welcome on behalf of the company to all customers, visiting companies.  
Your responsibilities will include:


· Operate the telephones and work on our front desk to promote our shows, upsell our tickets and build a lasting relationship with our customers.
· Assist in ticket re-sales and group payment follow ups.
· Maintaining adherence to Box Office procedures, company policies, and data protection standards.
· Handling customer queries and complaints effectively and empathetically.
· Working closely with visiting companies, promoters, and internal departments to ensure event readiness and success.
· Assisting Front of House with scanning tickets where required.

We are looking for someone who is approachable, dependable, and confident using ticketing systems in a fast-paced, live events setting. Strong communication and problem-solving skills are key to this role.

Please note: This job description is not exhaustive, and you may be required to undertake other duties relevant to the scope and nature of the role.
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PERFORMANCE MEASURES
1. Promote and support the achievement of membership sales targets
Success Indicators:
· Upsell Conversion: 
Demonstrate consistent conversion of eligible ticket sales to memberships or upgrades
· Customer Interaction: 
Confidently provide accurate and engaging membership information during appropriate customer interactions

2. Collaborate with all departments to ensure smooth operational delivery
Success Indicators:
· Front of House Assistance:
Scanning tickets where required

· Collaboration with Technical and Maintenance:
Provide clear and accurate sales information (e.g. wheelchair space configurations, box sales, etc.)

3. Ensure timely and accurate handling of all ticketing transactions
Success Indicators:
· Transactional Accuracy: 
All ticket sales, refunds, exchanges, re-sales, and group bookings are processed with minimal errors, as evidenced by audit trails or system reports
· Efficient Issue Resolution: 
Ticketing discrepancies are resolved within two business days
· Customer Satisfaction: 
Positive customer feedback is received on interactions involving complex transactions, as evidenced through direct feedback, surveys, or online reviews

Trafalgar Entertainment is an equal opportunity employer. We celebrate diversity and are committed to creating an inclusive environment for all employees. We welcome applications from people in groups where we are under-represented, for example people with disabilities, from minority ethnic groups, older returners and people who are neurodivergent.

We are curious, courageous, and ambitious, empowering people to challenge and innovate in pursuit of excellence.
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