Job Description





KEY INFORMATION

	Role Title
	Customer Experience Team Leader

	Reports to
	Jordan Richards – Food & Beverage Manager
Mackenna Ashton– Event Manager
Rachel Adams – Box Office

	Hours
	0 hrs – dependent on operational needs

	Contract
	Zero Hours

	Salary
	£13.37 ph

	Location
	Bradford Live




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 focused 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 Entertainment is home to Trafalgar Theatres (with 23 venues in the UK, Sydney, London, and across the UK), including four London Theatres - Trafalgar Theatre, The Bridge Theatre, and the new British Airways Theatre, Olympia.

We are passionate about entertainment, audiences, and the live experience and we value
Creativity, Collaboration, Excellence and Respect.

ABOUT THIS ROLE 
As a Customer Experience Team Leader, you will play a key role in delivering exceptional experiences for visitors to Bradford Live. You will lead and support Customer Experience Assistants across Front of House, Bar and Food & Beverage operations, ensuring the highest standards of customer service, presentation, safety and operational delivery are maintained. You will act as a visible leader during events, supporting management with the day-to-day operation of the venue and helping to ensure events, conferences, banquets and live performances run smoothly and efficiently.

General Responsibilities
· Lead, motivate and support Customer Experience Assistants during shifts
· Act as a first point of contact for team members, providing guidance and resolving operational issues
· Follow all health and safety, safeguarding and security procedures.
· Represent Bradford Live in a professional and positive manner.
· Set up the venue and its spaces ensuring they are ready for events and performances
· Undertake any reasonable duties required to support the successful operation of the venue.
· Support management with induction and on-shift training of new staff members
· Escalate significant issues, incidents or customer concerns to management as appropriate.

Front of House
· Undertake pre-event and closing checks ensuring the venue is safe for visitors
· Lead small teams and supervise allocated areas, Manage team performance during the shift. 
· Act as a Fire Warden and assist in the emergency evacuation of the building 
· Support in crowd management & monitor venue health & safety procedures.
· Ensure guests are provided with a friendly, professional first impression and use venue escalation procedure when required as necessary. 
· Overseeing ticketing operation, directing customers and assist with enquiries. 
· Confident using a radio and understanding radio communications. 
· Ensure high standards of cleanliness and presentation is maintained throughout public areas.
· Act as a first aider

Bar and Food & Beverage Service
· Ensure our customers always receive a high-quality level of service
· Supervision of the casual team, providing a first point of contact for the casual team, offering advice, guidance and assistance
· Conduct opening and closing procedures throughout all F&B outlets to ensure consistency of service and cleanliness
· Ensure compliance with food safety, health and safety (including fire safety), licensing, and company policies always
· Allocate duties and manage team performance during shifts to ensure efficient operations
· Monitor service delivery and address customer feedback, complaints, and concerns promptly and professionally
· Encourage upselling and promotion of food, beverage, and retail offerings to maximize revenue opportunities
· Assist with stock management, replenishment and rotation

· Assist with cellar duties where required
· Ensure high standards of cleanliness, presentation, and hygiene are maintained throughout all areas
· Resolve operational issues efficiently and escalate significant concerns to management when necessary
· Maintain effective communication between front-of-house, kitchen, and management teams

This is not an exhaustive list of duties. From time to time, you may be required to undertake alternative or additional duties which will commensurate your skills, experience, and capabilities.

ABOUT YOU
You will demonstrate a positive and approachable attitude, providing excellent communication and customer service skills. 

You will have the ability to work confidently in a fast-paced environment and come with a flexible approach to working evenings, weekends and public holidays. 
You will be reliable, punctual and able to work as part of a team. 

Previous experience in hospitality, customer service, retail or entertainment venues is desirable but not essential.

You’ll be enthusiastic, energetic, proactive, and team-focused with a keen eye on secondary sales and health & safety.


KEY RESPONSIBILITIES

We are looking for individuals that can work as part of a team and individually to achieve excellent customer service and to deliver our core values: creativity, collaboration, excellence, and respect. 
· Passion for events and live entertainment
· An exceptional eye for detail
· Willingness to learn new skills
· Great team spirit and ability to inspire those around you
· Strong communication and listening skills
· Understanding of food hygiene and effective customer service
· Ability to work effectively as part of a team and individually
· Highly motivated 
Your Experience – ideal but not necessary as training is provided:
· Experience of delivering a high standard of customer service
· Experience in leading/supervising a team
Knowledge of food, drinks and allergens 

Applicants must be over 18 years or over due to licensing laws.

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.

This role may be subject to a Disclosure and Barring Service (DBS) check or other security screening, depending on the specific requirements of the position.
We are curious, courageous, and ambitious, empowering people to challenge and innovate in pursuit of excellence.
This Job Description is not an exhaustive description of your duties. 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.

Shortlisted candidates will be invited to a group interview session on either Monday 12th or Monday 19th of October at 2pm or 7pm. Candidates will take part in 3 group tasks and can ask further questions about the role.

Please note this vacancy may close before the advertised closing date if a high volume of applications is received. We encourage interested candidates to apply as early as possible to avoid disappointment

image2.png




image1.png




