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Usher Candidate Pack

About us.

We are looking for motivated, enthusiastic and reliable people to join our friendly Front of House team at the Bernie Grant Arts Centre. As an Usher you will work to provide an excellent audience experience for all visitors, welcoming people to the Centre and ensuring their comfort and safety at all times. 
The Bernie Grant Arts Centre aims to be both the UK’s leading space for the development of artists from culturally diverse communities, and a local hub for the arts in Tottenham. We are an equal opportunities employer and are looking for applicants from all backgrounds to come and join our team. Your first challenge will be to help us deliver an amazing autumn/winter programme of theatre, music, film and dance. 

Context to the role.
Usher staff will work in the performance space, where we will present work by a diverse range of artists at varying stages in their careers, and the studios , which present and support works by our students, new artists and visiting companies.  Bernie Grant Arts Centre also holds events such as courses, receptions, press conferences, product launches, and pre-performance talks which are all staffed by ushers. 
Successful candidates will have experience in customer service, have confidence in dealing with challenging situations and an ability to work effectively in a pleasant manner with a wide range of visitors and staff.  Uniform will be provided in the form of a t-shirt and you will be required to wear black shoes and trousers to work Knowledge of the arts would be an advantage but is not essential for these positions.
We are looking for people who will be available to work at events during the evening as well as day duties. Your availability should include Saturdays and Sundays.
Job description.
Job title: 

Usher
Accountable to: 
Duty Manager
Line Manager:

Box Office & FOH Manager
Hours of work: 

Predominately evening and weekend each week.
Contract: 

Casual: sessional based contract, various hours.
Contract start date:
Week beginning 21st October 2019
Salary: 


Minimum wage, plus holiday pay
Overall purpose of the job:
To work as part of our friendly front of house team, building effective relationships with colleagues providing a high quality experience for all visitors to Bernie Grant Arts Centre. 
Ushers welcome and help our visitors; control entry into each space; supervise the audience during performances, conferences, functions and events, ensuring the smooth and efficient running of all the public areas of the Centre during performances, rehearsals and events. Ushers carry out duties in the foyer, performance space, studios, and as a member of the welcome team as required. 

To ensure that all conditions of the Bernie Grant Arts Centre Premises License and the rules of management for places of entertainment are adhered to.

To have full knowledge of the Bernie Grant Arts Centre evacuation procedures

Key accountabilities.
1. Customer service
· Greet and welcome visitors in a polite and enthusiastic manner, paying attention at all times to the needs of visitors. 

· To give visitors accurate information, correct directions and effective assistance and help as required. 

· To respond quickly and positively to questions, requests, problems or complaints raised by visitors and to resolve them effectively and courteously. 

· To pay attention to the needs of visitors with special requirements, and assist them with access to lift facilities, and with movement in and out of the performance spaces. To give brief instructions on emergency procedure. 

· To perform all duties to a high standard of customer care in attitude, approach and appearance.

2. Performances, rehearsals, events duties
· To assist in maintaining the general appearance and tidiness of all the public areas before events start and during events.  To assist in clearing drinks and other litter as required.  To use communications equipment as necessary.  


3. Area Duties

A tour of duty begins in one of the following areas doing the tasks as listed.  Staff move to other areas as the performance/event progresses, following the front of house call schedule.
Foyer

· Complete a pre-performance/event security check of all public areas, including toilets. Collect and hand in any lost property. 

· To check and collect tickets for the correct performance.  To direct latecomers to their seats in the performance space.

· To open/close the theatre doors to visitors at the time required for the performance and as directed by the duty manager.  To patrol exterior doors during performances as required. To assist visitors during intervals, and check tickets of visitors re- entering. 

· Latecomers: to give a fast and efficient service to latecomers who may be agitated, directing them to their seats or a waiting area as appropriate.  

Performance space/studio

· To stand or sit inside the theatre during performances to ensure that the Centre complies with the premises license.  

· To direct visitors to their seats correctly and to resolve any seating or other problems which occur; inform the duty manager of any serious difficulties.  
· To hand out programmes to customers.  To prevent visitors taking cups, glasses and ice cream tubs into the performance space/studio at any time. 

· To complete a security check at the end of the performance and foyers after visitors have left.
Sales

· To sell programmes, merchandise or light refreshments as directed.  Ensure the stock is correctly accounted for.  Complete cash sales by following cash-handling procedures. 
· An ability to accurately handle money and stock. There are no cash tills, so the post-holder must be confident and capable in using mental arithmetic. 
4.  Safety

· To be thoroughly conversant with the Bernie Grant Arts Centre emergency procedures and all fire exit routes, and implement procedures if necessary. 

· To take responsibility and perform fire and evacuation drills as directed by the duty manager before or during specified performances or generals. 

· To maintain awareness of the safety of the public and staff throughout the shift. 

· To be familiar with the procedure for summoning first aid or security. 

· To be vigilant at all times, with regard to the safety and security of customers, colleagues and yourself, and to take action as appropriate.

5.  Conduct

· Conduct themselves in an appropriate manner whilst in uniform and public areas.  No eating, drinking, smoking and the use of mobile phones are not permitted during their shift.

· Ushers must wear smart black dressing code. Jewelry is to be kept to a minimum.
6.   General

· To carry out any reasonable request as required by the duty manager.
· This Job Description reflects the current situation. It does not preclude change or development that might be required in the future.

Person Specification
Essential 

· Previous experience of working with the public in the provision of a service. 

· Good demonstrable knowledge of customer service principles.
· Experience in maintaining the high presentation and cleaning standards of the center.  
· An ability to work effectively in a pleasant manner with a wide range of visitors and staff.

· Experience in accurate cash handling and conducting sales, 
· Good, clear, English language and communication skills.  
· An ability to work calmly and efficiently under pressure, either on own initiative or as part of a team.
· Ability to recognize risks to the public or Health & Safety issues.

Desirable 
· A keen interest in the arts

· Previous experience of working in an arts centre, theatre or cinema as an Usher or Steward.

· Training in Customer Service, First Aid and/or Disability Awareness.
· Ability to speak a second language
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