
 

 

  

Assistant Box Office Manager 

Closing Date: midday on 30 May 



 

 

 

Thank you for your interest in joining the team at Belfast’s Grand Opera House.  

 

We are a hardworking, close-knit team, made up of people with a real passion for live theatre, customer 

service, and our beautiful and historically rich venue which attracts over 300,000 theatregoers each year.  

 

As Northern Ireland’s Premier Theatre, we are proud to present an unrivalled programme of drama, 

musicals (many direct from the West End), opera, ballet, comedy, and one of the most successful 

pantomimes in the UK and Ireland which brings 76,000 people through the doors every Festive Season. The 

Theatre’s Studio, with 125 seats, is an adaptable space which showcases the work of local writers, artistes 

and producers. Beyond the work on our stages, we deliver an award-winning Creative Learning Programme 

which, through our performance programme and colourful heritage and history, connects the 

Grand Opera House with communities, and schools and colleges throughout Northern Ireland through a 

range of exciting workshops and events. 

 

The Theatre, which opened in December 1895, has recently benefited from a £12.2 million restoration and 

development project, the most extensive work undertaken since the Grand Opera House was rescued from 

demolition in the mid-1970s, restored and reopened in 1980. As well as returning the auditorium to its 

original and opulent splendour, the first-ever heritage exhibition celebrating 125 years of the Theatre’s rich 

and colourful history, has also been installed as part of the restoration and development programme. 

 

This is a hugely exciting time to be joining the Grand Opera House, and I wish you every success with your 

application. 

 

Ian Wilson 

Chief Executive 

 

 

 
 

 

  



 

 

 

 

Working at the Grand Opera House 

 

Whether you are a Technician or Finance Manager, Bar Staff or Box Office Assistant, working at the  

Grand Opera House is a unique experience.  

 

This is partly because the Theatre’s core product changes almost every week outside of the six-week 

pantomime season. The Grand Opera House’s programme moves from West End musical to gripping 

drama to beautiful ballet in successive weeks which means working in a fast-paced, constantly changing, 

and richly diverse environment. 

 

It’s also because everyone who works at the iconic Grand Opera House is a custodian of one of the best-

loved and most stunning buildings in Northern Ireland, which has a history as rich and fascinating as the 

design of its famous auditorium. Few people can say they work in a venue that has been graced by a galaxy 

of stars including entertainers like Charlie Chaplin, Laurel & Hardy and Morecambe and Wise; actors like 

Laurence Olivier, Sarah Bernhardt and Ian McKellen; opera singers such as Lesley Garrett, Nellie Melba and 

Luciano Pavarotti; ballet dancers including Darcey Bussell, Sylvie Guillem and Carlos Acosta; comedians like 

Rowan Atkinson, Steve Coogan and Victoria Wood; and film stars including Orson Welles, Roger Moore and 

Anthony Hopkins. 

 

The Grand Opera House is one of the largest employers in Northern Ireland’s arts sector, and roles at the 

Theatre cover many different disciplines; from technicians who work behind the scenes on stage and 

administrative staff who work in the Theatre’s offices, to front-of-house hosts and tour guides, and our 

award-winning Creative Learning team. Whatever the job title, Grand Opera House staff share the 

common goal of creating unforgettable experiences for theatregoers and making memories that last a 

lifetime.  

 

The Grand Opera House has charitable status and is governed by a Board of Trustees who work closely 

with the Chief Executive in overseeing the management and long-term strategies and objectives of the 

Theatre.   

 

If you love theatre and are passionate about helping the Grand Opera House realise its ambitions, we’d 

love to hear from you! 

 

 

Job Description 
 

The Box Office Assistant Manager is responsible for ensuring the successful and efficient operation of the 

Theatre’s Box Office, and maximising ticket sales for all performances, events and services offered by the 

Grand Opera House. The post holder supports the Box Office Manager and assists in the effective 

leadership and management of the Box Office function. 

 

The Box Office Assistant Manager is responsible for supervising and supporting the Box Office Sales Team, 

ensuring the efficient delivery of sales and the highest level of customer service across online, telephone 

and in-person sales channels. A key part of this role is to manage the Box Office Sales Assistants efficiently 

in line with the Theatre’s policies and operating procedures, ensuring appropriate resourcing levels, 

monitoring and updating team training requirements and implementing plans for the continued 

development of colleagues within the team.  

 

The Box Office Assistant Manager works operationally in the Theatre, providing management presence at 

performances and events, including evenings and weekends. 

 

 

 

 



 

 

Key Responsibilities 
 

Main Duties: Operational Management 

• Working with the Box Office Manager, ensure the effective and efficient operation of the Theatre’s Box 

Office function in order to maximise the opportunity for ticket sales. 

• Maximise sales opportunities to drive ancillary, non-ticketed income through the Box Office including 

merchandise, Gift Vouchers, hospitality, third-party ticketing initiatives and other means of increasing 

the Theatre’s overall revenue.  

• Maximise sales opportunities to increase Friends memberships sold and tickets purchased by 

membership holders. Provide coaching and training, where appropriate, to Box Office Sales Assistants 

on the benefits of memberships, and facilitate the distribution of membership material to new Friends. 

• Ensure that the highest level of service is delivered to all customers, whether booking online, by 

telephone or in person, paying particular attention to meeting the needs of customers with increased 

access requirements. Utilise effective customer service management tools, such as call monitoring and 

ensure that appropriate customer service plans are in place for all team members. 

• Provide effective line management to the Box Office Sales Assistants, ensuring that staff are managed in 

line with the Grand Opera House policies and operating procedures. 

• Provide training and coaching support to team members where necessary, including the creation and 

roll-out of guides and manuals, and implementing performance development plans for individuals. 

• Attend team briefings and meetings, interdepartmental briefings and one-to-one meetings as required. 

 

 

Customer Service Management  

• Complete the accurate set up of all productions for sale on the Theatre’s ticketing system. Update the 

ticketing system with new dates, times, prices, discounts, and any other information as appropriate. 

Working with the Marketing and Finance teams, ensure that information on the Theatre’s ticketing 

system is up-to-date, relevant, and accurate at all times. 

• Liaise with Visiting Companies to allocate auditorium holds, cast tickets, and scheduled sales and 

occupancy reports. 

• Liaise with Corporate Sponsors and Trustees to allocate tickets in accordance with individual contracts, 

ensuring accurate records are kept for reporting purposes. 

• Liaise with other teams within the Theatre to enable the accurate reporting and analysis of sales 

information for any relevant product/ service sold via the Box Office. 

• Manage the Box Office email and postal inboxes, including the process of resolving customer feedback 

relevant to the Box Office, and assist colleagues in other teams where applicable. Acknowledge any 

escalated feedback received within 24 hours of normal operation, resolving to a satisfactory conclusion 

within 72 hours. 

• Manage the process of regularly cleansing the customer data contained on the Theatre’s ticketing 

system. At all times when capturing, recording and using customer data, ensure that the Box Office 

team are adhering to the Theatre’s Data Protection Policy. 

• Manage any outbound sales operation required of the Box Office team, for example, telephoning 

targeted groups to process bookings for the pantomime. 

• Complete and issue rosters for Box Office Team members in a timely manner to ensure adequate cover 

is provided. Respond promptly when additional cover is needed unexpectedly and manage resource 

accordingly. Ensure timesheets are processed in accordance with the requirements of the Theatre’s 

Finance team. 

• Manage the Box Office staffing requirements for external events for which the Grand Opera House has 

a presence. 

• Ensure effective communication with other teams, with particular preference to customer service 

information such as wheelchair user positions required, hospitality pre-orders, or any other 

information which ensures the delivery of excellent customer experiences. 

• Manage the successful reconciliation of cash received by the Box Office daily, working with the 

Theatre’s Finance team to efficiently resolve queries or anomalies. 



 

 

 

 

 

Line Management and Human Resources 

• Ensure that the Theatre’s Human Resources policies and procedures are consistently applied across 

the department. 

• Promote and ensure equality of opportunity and treatment for all staff, and create a positive working 

environment. 

• Help to deliver in-house training when required and provide the necessary coaching, support and 

motivation for staff in order to develop their full potential. 

• Ensure the delivery of the performance management process for the department. 

• Ensure accurate Human Resources records are kept and maintained in line with the Theatre’s Data 

Protection Policy and Procedures. 

 

 

Health and Safety 

• Conduct all duties in line with the operational guidelines set out in the organisation’s Risk Assessments 

and the department’s safe working manual, particularly with regards to cash-handling and transferring 

cash throughout the building. Ensure that all Health and Safety procedures are followed by the Box Office 

Team. 

• Be vigilant in order to prevent accidents or incidents that might cause injury or harm to patrons or staff, 

and reporting hazards/maintenance issues through the appropriate channels. 

 

Other 

• Ensure accuracy and timeliness in all activities, including the handling of cash, cheques, credit card 

details and stock, ensuring that the Theatre’s Financial and Data Protection policies and procedures are 

adhered to at all times. 

• Attend in-house/external training as required by the Box Office Manager. 

• Attend pre-shift briefings and departmental meetings, and deputise for the Box Office Manager when 

required. 

 

 

This is not an exhaustive list and other duties will arise that the Box Office Assistant Manager will be 

expected to deliver. All staff are required to be professional, co-operative and flexible in line with the 

needs of the post and the Theatre. 

 

Person Specification 

The Box Office Assistant Manager will be a versatile, confident and experienced professional with excellent 

knowledge of customer service standards, and sales processes and techniques. Candidates must be able to 

demonstrate excellent management skills and the ability to motivate and support a large team of staff. 

They will always act as an ambassador for the Grand Opera House. 

 

Essential Qualifications 

• A minimum of NVQ level 3 or third level qualification in a related discipline such as customer 

service or business management. Alternatively, three years recent management experience in a 

similar role will be accepted in lieu of a formal educational qualification.   

 

Essential Experience 

• A minimum of three years’ recent experience in providing excellent customer service, and being 

able to understand and empathise with customer requirements in a visitor-led venue or similar 

environment. 

• A minimum of two year’s recent experience of managing, training or motivating a team within a 

customer service/ sales environment. 



 

 

 

• A minimum of one year’s recent work experience of administrating sales on a computerised 

system, database system, or working with data of a personal or sensitive nature. 

 

Essential Skills, Knowledge and Abilities 

• Excellent communication skills and the ability to build and maintain effective relationships with 

people both internally and externally 

• Excellent planning and organisation skills and the ability to prioritise when necessary    

• Ability to lead and motivate team members and work as part of a management team 

• Advanced IT skills including a sound working knowledge of Microsoft 365, particularly Microsoft 

Excel, or the use of a computerised database system. 

• Highly professional, confident, credible, flexible, personable, self-reliant and motivated. 

• Excellent oral, written and presentation skills; attentive to detail; systematic, hard-working and 

very reliable. Able to meet and exceed targets. 

• Able to work with a wide range of people at all levels. 

• Interest in and passion for theatre and live entertainment. 

• Ability to work evenings and weekends is essential. 

 

Desirable Experience 

• Training in Database management, Customer Care, Health and Safety Awareness, Disability 

Awareness. 

• Experience of working with Spektrix. 

• Experience of working in a theatre / live entertainment venue. 

 

Terms and Conditions 
 

The Box Office Assistant Manager salary is £24,000 per annum. This is an all-inclusive salary and no 

overtime is payable. This role is required 37.5hrs a week across five shifts within a seven-day week 

including night-times, weekends and Bank Holidays.  

 

Location: Grand Opera House, Great Victoria Street, Belfast. Occasional travel may be required.  

 

Probationary Period: the first six months following appointment will be probationary. 

 

The successful candidate will also receive:  

• Annual leave allowance of 20 days with 11 statutory holidays  

• Access to a free and confidential Employee Support Programme 

• Auto enrollment in pension scheme with employer contribution  

• A comprehensive induction and training programme 

 

The Grand Opera House Trust is an Equal Opportunities Employer and all applications for employment are 

considered strictly based on merit. 

 

Disclosures 
 

The Grand Opera House will seek confirmation that the successful applicant has the right to work in the 

UK. Any offer of employment will be made subject to verification of the right to work in the UK, receipt of 

satisfactory references and a satisfactory Access NI Disclosure.   

 

Having a criminal record will not necessarily debar you from working for the Grand Opera House Trust. This 

will depend on the nature of the position, together with the circumstances and background of your 

offences or other information contained on a disclosure certificate or provided directly to us by the  

 



 

 

 

 

 

Police Service of Northern Ireland. The Grand Opera House’s policy on the recruitment of ex-offenders is 

available on request from recruitment@goh.co.uk.  

 

Applications Process and Timetable 

 

Please complete the application and monitoring form and return it to recruitment@goh.co.uk before noon 

on Monday 30 May 2022. Incomplete application forms or application forms received after this date will 

not be accepted. CVs will not be accepted directly or through referral by a recruitment agency.  

 

The application form is available at https://www.goh.co.uk/jobs/  

 

If you require any reasonable adjustments to support your application, please contact us at 

recruitment@goh.co.uk  

 

It is expected that the interviews will be held on Thursday 2 June 2022.  
 

 


