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Customer Service Lead
ACCOUNTABLE TO: 
Visitor Operations Manager 
JOB SUMMARY:

Sacrewell Farm & Country Centre is a popular Farm Attraction located to the west of Peterborough with 100,000 visitors a year. We are part of the William Scott Abbott Trust, and agricultural education charity with over 50-years of history. Our programmes focus on farming, sustainability, nutrition, and land stewardship.

The Trust seeks to create a safe, accessible, fun, and enriching educational environment for all visitors. We want to help our visitors make real-life connections to food, farming and healthy living.
We have plans to take our visitor engagement, functions and events to a whole new level and we need someone fantastic to be part of our team to lead on this delivery. It’s an exciting time with the William Scott Abbott Trust at Sacrewell; we’ve started on a ten-year vision to transform the site and we need energetic and proactive people on the ground to help the farm operate as smoothly as possible during this time of change. 

The Customer Service Manager leads and line-manages the visitor services team (including the Playbarn staff), visitor welcome team and retail team. The Customer Service Manager will also play a key role in the development of new business ventures and will develop current business operations such as camping, parties and retail to ensure maximum revenue for the Trust. 

The Customer Service Manager will act as Day Manager on a rota basis. Due to the nature of the business, regular weekend and Bank Holiday working is required. 

Occasionally situations may arise that require the post holder to perform other duties or tasks as may be reasonably requested by the Trust. In addition, all employees are expected to adhere to the Trust’s commitment to providing a safe and positive working environment for all. 

Hours:  37.5 hours per week on average – actual hours will reflect the seasonal needs of the farm centre
Working Pattern: Working to a rota system which includes frequent weekend and Bank Holiday working


KEY RESPONSIBILITIES: 

Creating Great Visitor Experiences
· Organise and deliver visitor engagement activities to bring the property and farm to life in new and innovative ways.
· Lead a culture of excellent customer care and ensure all visitor areas, are presented to agreed high standards.
· Directly oversees and monitors the Visitor Survey and provides clear feedback and recommendations to the Visitor Operations Manager.
Managing financial performance
· Manage, develop, monitor and evaluate all the commercial aspects of visitor services including the Welcome and Retail operation. 

· Contribute to setting and be responsible for achieving stretching financial targets, maximising sales and income generation within the retail department. 
· Monitor and control resources delegated to you (including wage budgets) and comply with agreed financial procedures

· Contribute to decision-making for admission price changes and monitor gift aid and other donations. 

Developing the Business
· Identify new opportunities for the retail offering to drive income and innovation, harnessing ideas from your team and customer feedback. 

· Support colleagues to develop their business areas, offering hands-on, practical help when needed
Managing People

· Provide clear leadership and direction to staff and volunteers, maintaining effective communication and ensuring they are adequately supervised. 
· Develop rota that provides suitable staffing cover whilst remaining within agreed monthly wage budget.
· Work closely with other teams in the delivery of the property business plan and other projects. 

Communications
· Deal with visitor enquiries, correspondence and complaints as necessary, in a timely and positive manner to maintain/restore goodwill
Health, Safety and Security

· Observe all Health & Safety and statutory regulations

The Customer Service Lead will need to have:
· Graduate qualification (or equivalent experience) in Management, Retail and Business Studies. 
· Significant and proven experience of retail and visitor services. 
· A dynamic leadership style, and the ability to manage a diverse permanent and seasonal team.
· Experience managing teams from varied backgrounds
· Demonstrated ability to grow a commercial operation
· Excellent customer service skills and high service standards
· Strong relationship management and influencing skills 

· Experience of working with volunteers or community groups

· Excellent planning and report writing skills

· Monitoring, evaluation and analytical skills

· Excellent time-management skills

· Confident, flexible and relaxed management style, able to communicate effectively with everyone from work experience students to Chair of the Board of Trustees.

Scale and Scope of Role
· Reports to Visitor Operations Manager.
· Leads the operational management of the retail and welcome centre. 
· Responsible for delegated operational budgets including Retail and Visitor Activities (income generation as well as expenditure control). 

· Directly line manages Playbarn staff, seasonal visitor experience, visitor welcome staff and camping staff. Works with Volunteering and Community Involvement Officer to involve volunteers, and directly manages volunteers when recruited.

· Contributes to successful Visitor Survey scores. 
Sacrewell Ltd is part of the William Scott Abbott Trust
Registered charity no: 233603
www.sacrewell.org.uk
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