Job Description
Seafront Visitor Services Officer

Role Profile 		Specialist Band H
Service/Team	Seafront / Visitor Services
Reports to		Seafront Visitor Services Manager	
Responsible for	n/a
Number of posts	1                                                     
Post number	
Career Grade	
My job improves the quality of life for the people of Bournemouth Christchurch and Poole by helping to ensure the BCP Seafront maintains and develops its offer as a leading award-winning visitor destination. 



Job Overview
· Under the general direction of the Visitor Services Manager, help improve the visitor experience and communications, including the co-ordination and management of customer communications, enquires, compliments and complaints.  
· To support the development, management and promotion of Seafront Services in line with the Service Plan and Council strategy / policy.
· Helping to ensure efficiency, high quality, sustainable and value for money services across the seafront for our residents, businesses and visitors, regularly reviewing and monitoring key performance objectives. 

Key Responsibilities
· Customer Communications - Support the Visitor Services Manager to co-ordinate customer communications including enquires, compliments and complaints, deputising as required.  
· Commercial Services - To drive business growth and incomes through the enhancement of commercial activities across services including beach huts, beach lodges and weddings, to improve the customers experience and develop new markets, maximising income generation and customer satisfaction.
· Bookings - Ensuing that a booking and invoicing system is maintained and monitored in line with financial regulations and service delivery needs.
· Marketing - Be responsible for the quality and delivery of marketing and promotional material, interpretation, print production, signage, web & social media.
· Relationships - To build positive relationships with colleagues, stakeholders, partners, service providers and customers, ensuring high levels of satisfaction and customer care.  
· Staff - To supervise related staff and volunteers as required across a 7 day rota to meet the needs of the service, liaising with other colleagues as necessary.  Actively manage and participate in rotas, including attendance at wedding ceremonies and receptions as required.
· Research - To develop and maintain an evidence base to support service delivery and funding bids via mechanisms such as feedback forms and visitor surveys.  Make recommendations and present findings in a focussed and engaging way.

· Health & Safety - Help to maintain and update H&S documentation relating to visitor services in line with policy.  Being responsible for ensuring that all hire opportunities comply with relevant legislation, policies and procedures.

Specific Qualifications and Experience
· Relevant degree (or equivalent experience) 
· Evidence of successful handling of customer communications including enquires, compliments and complaints.   
· Evidence of commercial success hospitality sector.
· Evidence of effective marketing campaigns linked to business generation 
· Budget and administration experience
· Experience of customer focused front of house services and support for staff and volunteers.
· Communicating with the public, customers and partners including written reports, media statements and social media.

Personal Qualities & Attributes
· Ability to carefully manage communications with customers and visitors including enquires, compliments and complaints.   
· Confident communicator with excellent interpersonal skills and the ability to develop and sustain relationships with a wide variety of internal and external contacts.
· Flexible and adaptable ‘can do’ approach and a willingness to work individually or in a team.
· Ability to work effectively under pressure, forward plan and prioritise.
· Well organised, efficient with attention to detail.
· Ability to act as a lead, allocating work and coaching others.
· Willingness to undertake training and development as necessary.

Job Requirements
· Must be willing to travel, using public or other forms of transport where they are viable, or by having access to own or pool car. 
· Valid, full UK Driving Licence for work purposes. 
· To work in locations across the BCP area as required. 
· Flexible working – 5 in 7 days supporting operational rota, work over major festivals (e.g. Bournemouth Air Festival) and Bank Holidays. 

This job description is not exhaustive and reflects the type and range of tasks, responsibilities and outcomes associated with this post.  
