
 

 

The Cheltenham Trust - Customer Service Assistants 

Job Description 

 

Hours:   Must be able to work daytimes, evenings and weekends 

Salary:   £8.45 per hour 

Contract Type:  Casual 

Responsible to:  Box Office Team Leader 

   Production Co-ordinators 

    

Purpose of Role: 

You are a Customer Service Assistant who will work across all areas of our events & sales operations 

in both Cheltenham Town Hall and Pitville Pump Rooms.  You will work across Front of House, Box 

Office and Operations. You will be the key interface between The Cheltenham Trust events and our 

public, making patrons feel welcome in our venues and upselling the full range of events and 

experiences The Cheltenham Trust has to offer. 

Key Responsibilities by Area 

Box Office: 

 To be the principal point of welcome to Cheltenham Town Hall and Pitville Pump Rooms 

 To serve customers and answer customer enquiries in person and over the phone 

 To prepare ticket and merchandise for postage and pre-performance collection 

 To reconcile daily takings, both credit card and cash 

 To prepare Box Office reports as required 

 To support Front of House staff with incoming shows 

 To liaise as required with ticket agencies, suppliers and press as relevant to different shows 

 Keep up to date with the programme  

 To operate our in-house ticketing system Spektrix to compile and pull accurate sales 

information 

Front of House: 

 To welcome customers to events, check tickets and guide customers to seats 

 To sell programmes and merchandise prior to the performance and during intervals 

 To act as a point of contact for general enquiries 

 To ensure public areas are  presentable at all times 

 To be responsible for the safety and comfort of customers and performers and crew during 

events 

 To ensure customer experience meets the standards set out in our customer charter 

 To ensure the duty manager is informed of any issues arising and working with other front of 

house staff as required for the event 



 

 

Operations 

 Work with hirers and promoters to ensure the correct set up for their events 

 Liaise with event managers to provide best possible service and customer experience for 

events 

 Prepare rooms for events in all areas of the building, including manual handling work and 

some cleaning  

 Loading and unloading event equipment as required 

 To act as first point of contact in Pittville Pump Rooms when open 

 Work with and support the technical, event, venue hire, catering and box office teams to 

ensure venues are suitably prepared and set up for events and to assist as required 

 

Across all Areas: 

 To have knowledge of The Trust’s programme of events 

 To provide a welcoming environment to all visitors 

 To uphold the highest standards of customer service 

 To deal effectively with, or promptly refer, any customer enquiries or complaints 

 To actively promote The Trust’s events 

 To be fully aware of venue evacuation procedures 

 To assist with basic cleaning and maintenance after events 

 Basic knowledge of health and safety of the venue, including fire escape routes and 

evacuation procedures 

 To feedback customer insights, experience 

 Capture customer data  

 To be responsible for ensuring personal health and safety by following safe systems of work, 

and by meeting the requirements of the health and safety policy 

 Ensure all resources (including IT hardware and software) are used safely, legally and 

efficiently 

 To carry out any other duties that may be required commensurate with the general level of 

responsibility for the post 

Person Specification: 

 Keen interest in the arts and live entertainment 

 Experience of customer facing roles, and high levels of customer service 

 Excellent communication skills and attention to detail 

 Ability to use initiative and prioritise tasks 

 Accurate cash-handling skills 

 Experience of using a CRM system is desirable, as is experience in a performing venue 

 Basic understanding of health & safety and hygiene issues would be an advantage 

 Ability to work well in a team 

 Flexibility to work hours as programme requires (including evenings and weekends) 

 Proactive and solution focused attitude to supporting events 


