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Job Description

Post Title:

Customer Experience Manager
Service:

Assembly Hall Theatre
Grade:

4
Responsible To:

Deputy Operations Manager
Job Summary:
To lead the delivery of customer‑facing operations at Assembly Hall Theatre, ensuring a safe, welcoming and high‑quality experience for audiences, visiting companies and stakeholders. The Customer Experience Manager acts as the senior Duty Manager during performances and events, with responsibility for customer service standards, staff leadership, health and safety compliance and the smooth operational delivery of events. The role actively supports income generation while ensuring excellent service standards and best value for Tunbridge Wells Borough Council.
Main Activities:

1. Act as the senior Duty Manager for allocated performances, events and functions, with delegated responsibility from the Deputy Operations Manager.
2. Take overall responsibility for the safe and effective operation of the building during events, ensuring audience welfare, staff supervision and effective liaison with technical teams, visiting companies and external stakeholders.
3. Lead, coordinate and manage emergency responses as required, including stopping performances, managing evacuations and acting as the primary point of contact for emergency services.
4. Open and close the building as required, ensuring that security procedures are followed and maintained at all times.
5. Lead the delivery of excellent customer service across all customer‑facing areas, ensuring a consistent, welcoming and professional approach on every shift.
6. Maintain a visible and approachable management presence throughout events, supporting staff and casual workers, resolving issues and engaging proactively with customers.
7. Respond to customer feedback, incidents and operational issues, contributing to continuous improvement of service delivery and audience experience.
8. Maximise income‑generating opportunities during performances and events, including bars, catering, retail and ancillary sales.
9. Oversee stock control on a shift‑by‑shift basis, ensuring accurate handling, storage and use of stock.
10. Monitor stock levels and communicate ordering requirements, shortages or issues to the Deputy Operations Manager.
11. Investigate, report and record any financial discrepancies or operational anomalies in line with agreed procedures.
12. Lead and support casual workers during events, ensuring clear communication, effective deployment and high‑quality performance.
13. Support the recruitment, induction, training and ongoing development of casual workers, ensuring required competencies and compliance standards are met.
14. Promote a positive, inclusive and professional working environment, leading by example at all times.
15. Ensure all operations are delivered in accordance with Health and Safety legislation, Licensing requirements, Food Safety standards and Council policies.
16. Carry out, review and implement risk assessments relevant to events, audiences and operational activity.
17. Maintain effective working relationships with visiting companies, producers, hirers and internal colleagues to support smooth event delivery.
18. To be aware of and exercise personal and corporate responsibilities under the Health and Safety at Work Act and other relevant legislation.
19. To be aware of and have an understanding of the Council’s Safeguarding Policy and corporate responsibilities in relation to the safeguarding of children and adults at risk.
NB
This job description is not intended to be an exhaustive list of all the tasks and responsibilities of the post.  In line with Service needs, some tasks may need to change and any changes will be made in consultation with the postholder.
