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The Festival 
The Edinburgh International Festival is an unparalleled celebration of the performing arts and an annual meeting point for peoples of all nations. 
Our vision is simple: to provide the deepest experience of the highest quality art for the broadest possible audience. 
Our mission: We exist to promote the exchange of ideas and deepen understanding between cultures through a global celebration of exceptional performing arts.

Our Organisational Values
Enriching: We want each person to find fulfilment and satisfaction in their work and workplace. We demonstrate flexibility, express gratitude, foster a culture of learning, and rely on teamwork. 
Professional: We strive for excellence, not perfection. We act with integrity and accountability and expect the same from those with whom we work. 
Inclusive: We welcome different perspectives and encourage healthy debate and discussion. We acknowledge that we might not always agree and are a stronger organisation because of our differences.
Curious: We are innovative and creative. We encourage evolution, embed a growth mindset, embrace experimentation, and learn from the world around us 
 


Job Title:		Ticketing Manager	 
Reports to:		Head of Ticketing & Audience Experience
Team:	  		Audiences
Performance Indicators and Deliverables
· Manage public-facing ticket sales, exchanges and refunds via all channels (telephone, online and counter, including at our Festival venues).
· Liaise with festival venues to ensure information such as accessibility, seating plans and transport routes are accurate and kept up-to-date.
· Accurately manage holds and allocations for internal and external stakeholder requests, including artists and companies, donors, press, sponsors and VIPs, as well as oversight of and accountability for a range of ticketing initiatives.
· Develop and apply discounts, offers and promotional codes, maintaining attribution for reporting and ROI analysis.
· Report on revenue and attendance figures to track sales and customer trends; reconcile daily sales (including daily banking procedures); manage the settlement and reconciliation of ticket sales for all events.
· Keep accurate customer records, including up-to-date contact details and contact preferences; oversee procedures to monitor and maintain data quality.
· Contribute to the continuous improvement of CRM processes and customer experience initiatives.
· Lead on the recruitment, induction and training of a team of (seasonal) box office staff (the festival ticketing team rises from between 4-8 staff to 25 during peak festival/event booking times); effectively deploy and manage resources, including budget, and produce box office staffing rotas.
· Provide support and training for box office and front of house teams at partner venues, including the timely delivery of customer attendance reports and access requirements.
· Maintain the highest standards of customer service in a box office environment, dealing with customer queries and complaints via multiple channels within agreed timescales.
· Support and deputise for the Head of Ticketing & Audience Experience as required.

Skills Specification
Required of all Employees
· High standard of written and verbal communication, with demonstrable ability to communicate effectively and professionally, in both written and verbal format
· Proven analytical skills; able to maintain and add to accurate budget records, and (where a role requires) managing team budget 
· Manage workload and deadlines, in a way that prioritises successful delivery of individual and team objectives/projects (Time management and organisation)
· Effective interpersonal and collaboration ability; able to build rapport and work in a team with colleagues and across the organisation (Interpersonal and collaboration skills)
· Comprehensive, fast and accurate IT skills in Microsoft Word, Outlook, Excel and PowerPoint
· Passion for the performing arts, specifically in performing arts for which our festival is a world stage

Essential for the Role
· Demonstrable, relevant ticketing and box office management experience.
· Detailed working knowledge of ticketing/CRM software.
· Good understanding of revenue and sales reporting, budgeting and financial reconciliation.
· Current working knowledge of box office information technology systems and hardware, including ticket printers, scanners and pop-up box office kiosks.
· Understanding of GDPR, data privacy and information security.
· Commitment to customer service excellence.

Desirable for the Role
· Good working knowledge of Spektrix.
· Experience of working within the arts sector.
· Awareness or experience of using segmentation models and membership and loyalty programmes. 
· Understanding of cardholder data security (PCI-DSS) compliance.
· Experience of using third-party automated pricing technologies to manage flexible (dynamic) pricing.
· Awareness or experience of using third-party digital ticket fulfilment software such as crowdEngage or VisitOne.
· Awareness or experience of using third-party ticket protection services, such as Secure My Booking or TicketPlan.
· Awareness of the social model of disability and its application to accessible ticketing initiatives.
· Interest in classical music and opera.
 
About the Role
The Ticketing Manager is responsible for managing full-service ticketing operations for Edinburgh International Festival. The role requires detailed knowledge and experience of working with ticketing/CRM software to manage ticket sales in a very busy box office environment and maintaining customer service excellence throughout the sales cycle. The Ticketing Manager will maintain accurate financial reporting and secure information management processes and oversee the recruitment, induction and training of a team of seasonal ticketing staff.

Working Days/Hours: Full Time 
Work Pattern: 9:30am-5:30pm
This can include time on evenings and weekends where required, especially leading up to and during the Festival period.
Contract Type	: Permanent 
Salary: £34,500 - £37,500 per annum	Comment by Leon Gray: Do we need to include details of holiday entitlement, this was in previous job descriptions:
“25 days per annum (with 3 days requiring to be taken between Christmas and New Year) plus 10 days public holiday”
Benefits: EIF-Employee-Benefits.pdf
As a result of the current immigration rules, these roles are not eligible under the Skilled Worker Route. Job applicants will be expected to provide evidence of right to work in the United Kingdom or be able to obtain such.
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