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JOB DESCRIPTION


Job Title	Retail & Admissions Team Leader

Department	Retail & Admissions

Reports to	Retail & Admission Manager
	Head of Front of House Operations 
	 
Responsible For	Retail & Admissions staff

[bookmark: _Hlk24027455]	

Primary Objectives
· To deliver the OCT’s mission: “Connecting us with our Ocean” by playing a key role in overseeing the front of house retail & admissions team ensuring it is a flexible, courteous and team dedicated to providing top class service with a pleasant environment to maximise visitor spend and experience.
· To adhere to the Core Values of the OCT which are: Positivity, Respect, Integrity, Diversity and Engagement


	Duties
· Through example, lead a team who excel in customer care and provide a friendly, presentable retail and admissions environment to welcome visitors to the aquarium.
· To support staff working within retail & admissions are especially trained in the use of the till system, products, discounts and aquarium daily and seasonal events to ensure visitors are given best price and are aware of activities and issues which will enhance or affect their visit.
· To support staff being correctly trained in the delivery of the annual return pass membership and gift aid schemes. 
· Ensure staff working within retail & admissions have good product knowledge and are encouraged to up-sell at point of sale.
· Allocate duties to the retail and admissions team, including lunch breaks and ensuring the team are productive and are placed in appropriate areas depending on the business needs.
· Work with the Retail & Admissions manager to ensure appropriate levels of staff are available to match the varying visitor numbers on a daily, weekly or seasonal basis whilst working within budget.  
· Support the Retail and Admissions Manager, ensure the team work together to deliver and in guidance of the retail merchandising strategy.
· Support the merchandising of the shop floor and display areas are current and appropriately themed to maximise secondary spend.
· Oversee the collection and storing of retail stock, ensuring that the storerooms are kept clean and tidy and clearly labelled with products and suppliers.
· Ensure that every visitor is offered the opportunity to Gift Aid their ticket donation and work towards meeting the agreed Gift Aid target percentage.
· To be present and play a key role in rolling stock takes.
· Take a leading role in dealing with customer queries and complaints within the department and authorise refunds as appropriate.
· To assist with the development and delivery of in-house and on-the-job training to the admissions and retail teams.
· Ensure the handling of cash including credit card and other methods of payment is undertaken in line with company policy.
· Undertake training as deemed appropriate to your role.
· To be a first aid responder (on completion of relevant training)
· At all times to behave in a safe and responsible manner in accordance with company Health & Safety policy and the requirements of Health & Safety legislation relating to your responsibilities and to promote and act in the employers’ best interest.
· To adopt a flexible approach to working hours to ensure the viability of National Marine Aquarium operations (this includes the shift-working pattern)
· To carry out other activities as appropriate on the instruction of the Retail and Admissions Manager and Senior Management Team.




Signed	……………………………………………		Date………………………………….


Print Name……………………………….
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