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Background 
The National Theatre is dedicated to making the very best theatre and sharing it with as many people as possible.
[image: Deck-49.jpg]We stage up to 30 productions at our South Bank home each year, ranging from re-imagined classics – such as Greek tragedy and Shakespeare – to modern masterpieces and new work by contemporary writers and theatre-makers. The work we make strives to be as open, as diverse, as collaborative and as national as possible. We want to inspire artists and audiences to think in new ways, to constantly re-imagine the act of making theatre. Much of that new work is researched and developed at the NT Studio: we are committed to nurturing innovative work from new writers, directors, creative artists and performers.
[image: NTComOps (4 of 6).jpg]The National’s work is also seen on tour throughout the UK and internationally, and in collaborations and co-productions with regional theatres. Popular shows transfer to the West End and occasionally to Broadway; and through the National Theatre Live programme we broadcast to 2,000 cinemas in 52 countries around the world. Our extensive Learning programme offers talks, events and workshops for people of all ages in the new Clore Learning Centre, and reaches nationwide through programmes such as Connections, our annual festival of new plays for schools and youth theatres. National Theatre: On Demand In Schools offers six acclaimed, curriculum-linked productions free to stream on demand in every secondary school in the country. Online, you’ll find a rich variety of innovative digital content on every aspect of theatre.

Commercial Operations 
[image: NT_CATERING_AUG12_160.jpg]The Commercial Operations department comprises Catering, Commercial Events, Retail, House Management, Tours and Visiting and Stage Door, as well as the support teams Support Services, House Keeping, Audience Experience and Finance. These operate as separate areas with their own specific focus, but they share  resources and expertise, supporting one another so that we can offer the best possible, seamless service to our audience and our non-theatre going customers and encourage them to keep coming back. We are committed to:
· Placing the visitor at the heart of everything we do.
· [image: K:\new structure\Laura\Pictures\The Shed\Shed_soft_opening\BrionyCampbell_ 1997.jpg]Sharing our enthusiasm and passion for what the National Theatre represents.
· Showstopping eating and shopping, great facilities and staff who care, matching the quality of what’s on stage.
How do you fit in? A strong customer focus is vital as you will need to provide an exceptional audience experience. Actively promoting the NT’s facilities and attractions to our customers, you will engage with a wide range of people of all ages and backgrounds. They’ll expect the very best from you and so do we.
Job Title: 		Tours and Visiting Officer 
Responsible to:	Head of Tours and Visiting 
Although you will be based in Tours and Visiting, you will also have the opportunity to work at Stage Door as required.

Specialist Responsibilities
· To lead theatre and backstage tours of the building, liaising with other departments to ensure access.
· To undertake ongoing research and to maintain and develop the quality of a tour and deliver an outstanding audience experience.
· To continue to broaden public engagement opportunities with the Learning Department.
· To promote and take bookings for theatre and backstage tours of the National Theatre, taking responsibility for batch cashing up.
· To be conversant with all features of the booking system, maximising sales opportunities confidently by proactively promoting and taking bookings for National Theatre shows and other ticketed events when appropriate.
· To handle and maintain the Contego system and distribute the equipment to hard-of hearing visitors and liaise with the Sound Department as necessary.
· To assist the Head of Tours and Visiting with responding and recording customer feedback from a variety of channels, but mainly using our booking system.  
· Although you will have a primary ‘Home’ area, you may be scheduled to undertake work at the Stage Door: including reception, concierge and switchboard service. 

General Responsibilities
· To comply with the National’s policies and general operational standards and procedures at all times (e.g. Licensing Laws, Equal Opportunities, Data Protection, Health and Safety, Food Hygiene etc).
· To be vigilant at all times and know the lines of communication and emergency procedures, taking appropriate action to ensure personal safety and security as well as that of customers and colleagues. 
· To undertake appropriate training and professional development as determined by your managers.
· To undertake any other duties as may be reasonably required for an efficient front of house operation.

Core Responsibilities
· Act as an ambassador for the National Theatre by sharing the enthusiasm and passion it represents.
· Demonstrate consistent high standards of service.
· Always be warm, welcoming and approachable.
· Take professional pride in how you look and how the theatre looks.
· Have a thorough working knowledge of all our facilities, services and products, combined with the ability to promote and sell.
· Help audiences and visitors find their way around and get the most out of their visit.
· Take time to understand the NT from the customer’s perspective.
· Pre-empt what customers need and provide an informed and tailored level of information and support, always aiming to exceed expectations.
· Always look to find a solution to a problem and focus on the best outcome for the customer.
· Actively seek customer feedback, provide a sufficient response and pass on appropriately.
· Always look for ways to improve and actively feedback constructive ideas.
· Support each other and the whole front of house team to deliver a showstopping experience regardless of individual specialisms and departmental logistics.

Person Specification
Personal skills and behaviours are more important to us than work experience and you must be able to demonstrate the core responsibilities at all times. 
· Substantial experience of working with the public in a customer service role is essential.
· Specialised previous experience is highly desirable (e.g. tourism industry or cultural heritage).
· Excellent, confident communication skills are essential. You will need the ability to communicate clearly and confidently at all levels to both individuals and large groups, and a phone manner that is responsive and engaging.
· Financial awareness including cash handling and high volume sales are desirable.
· Willingness to assist across all front of house areas.
· You must be an approachable and welcoming person and take initiatives to ensure your customers are having the best possible experience whilst at the NT.
· You will be a highly enthusiastic and motivated team player who can demonstrate a genuine passion and belief in creating and providing first class customer service alongside your colleagues.
· You should have a positive and flexible approach to work and be able to adapt very quickly to new information and procedures. The NT is a fast-paced environment and you must be able to take responsibility for remaining updated and knowledgeable about NT operations.
· The ability to work under front line pressure whilst maintaining a professional approach to providing an efficient and effective service at all times.
· Cooperation and collaboration skills are essential as you will be expected to be aware of the service the whole NT provides and proactively do your part to make it exceptional.
· A smart, well-groomed appearance is essential.
Outline of Terms and Conditions

TITLE OF POST:	Tours & Visiting Officer
HOURS:	35 hours per week, worked over 5 days, Monday to Sunday usually between 9am and 11pm on a rolling rota. Additional hours may be necessary and premium rates may apply.
SALARY:	£12.50 per hour, paid on the 22nd of the month.
PROBATIONARY PERIOD:	3 months.
NOTICE PERIOD:	1 week during probationary period, 2 weeks thereafter, increasing with length of service.
ANNUAL LEAVE:	28 days in the first year, including bank holidays, pro rata, increasing with length of service thereafter.
PENSION:	The National Theatre operates a Stakeholder Pension scheme with Legal & General. If you wish to become a member, you may opt to contribute 4.5%, 6% or 7.5% of basic pay and the National will make a matching contribution. The National also operates an alternative pension scheme with NEST. Full details of these schemes are available from the HR department.
OTHER BENEFITS:
· Complimentary tickets for performances, subject to availability and staff ticket policy.
· Discount on meals in the National’s restaurants, subject to presentation of a valid staff card and discount policy.
· Discount on books and merchandise from the National’s shops, subject to presentation of a valid staff card and discount policy. 
· Uniform (some posts), staff restaurant and other benefits as found in the staff handbook.
Application Procedure

Please note that applications can only be considered if they are submitted through the National’s Online Recruitment System and returned by the closing date. If you have any questions please email them to recruitment@nationaltheatre.org.uk.

The National Theatre is committed to being an equal opportunities employer
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