
 
  
 

JOB DESCRIPTION 
 
 
Job title:    Customer Operations Manager   
 
Department:   Front of House   
 
Reporting to:   Executive Director 
   
Responsible for: 3 x Duty Managers, Bar staff, FOH Volunteers,  
 
Liaise with: Visiting companies, suppliers and onsite partners  
 
Grade:    Senior Management (Leadership Team member) 
 
 
Job purpose:  
 
Responsible for the Front of House operation and the health and safety of our customers. 
Enhancing the overall visitor experience and delivering the highest level of service, along 
with the day to day management of Front of House and the café/bar. Actively participating in 
achieving the vision of MAST and ensure a safe and compliant environment at all times. 
 
Senior Management Responsibilities: 
 

1. Protect the sustainability, income and reputation of MAST Mayflower Studios 

2. Manage the operational delivery of organisational objectives  

3. Contribute to MAST’s business plan, corporate strategy and annual budgets 

4. Attend Leadership, Senior Management and operational meetings, chair and be 

minute taker as per rota 

5. Assist the Executive Director in the preparation of Quarterly Board reports 

6. Take responsibility for the strategic planning of team holidays and days off to ensure 

adequate operational cover (Front of House, Reception/Security and Cleaning) 

throughout the venue 

7. Ensure team appraisals are completed and logged in a timely manner 

8. Understand the importance of training for the workforce, recognising and maintaining 
standards in areas such as health and safety, customer service and any other 
company policies. 

9. Take an active role in the Health & Safety activities of MAST Mayflower Studios 

10. Represent the organisation at a city and national level at appropriate forums 

11. Investigate and act upon CSI responses for your department  

12. Positively lead, support and develop staff to encourage an effective work force 

13. Arrange, participate and chair department team meetings and other meetings as 

required. 
 

  
 
 
Main duties and responsibilities: 



 
 

1. To effectively lead, manage and oversee the smooth running of Front of House, 
activities, events, shows and our café/bar operation. 

2. Manage and develop staff to ensure excellent service delivery and a motivated 
workforce.  

3. Provide Duty Management cover for performances, events, activities and the building 
operation. 

4. Identify opportunities to enhance the customer experience whilst ensuring ancillary 
sales and profit margins are maximised through effective development, sourcing and 
sales. Develop and maintain good relationships with suppliers and third parties. 

5. Ensure the safety, security and service provided to our customers is of the highest 
standard through effective planning, management and ongoing review. 

6. Assist with the production and effective implementation of strategic departmental 
action plans, budgeting and annual business plan strategies. 

7. Assist in overseeing the effective initiation and implementation of promotional 
marketing activities for ancillary products. 

8. Effectively manage the Duty Managers ensuring they have the resources required to 
fulfil their roles.  

9. Communicate and assist as necessary with all other key personnel across the 
business to ensure the smooth running of all activities.  

10. Implement excellent housekeeping procedures within Front of House, at all times 
ensuring the highest standards are constantly maintained and ensuring all Front of 
House areas are fit for purpose and any maintenance issues rectified.  

11. Consider and address any health and safety issues that arise and find workable 
solutions to these issues ensuring a safe working environment is maintained at all 
times.  

12. Work with the Technical & Production Manager to implement the Health and Safety 
policies and procedures of the building and all operations and ensure all areas of the 
theatre and its facilities are in a safe and presentable condition.  

13. Contribute to the development of the Front of House health and safety / evacuation 
policy and the development of safe and efficient systems of working. Implement said 
policies and procedures with all department staff.  

14. Assist with training and development of team members, ensuring regular training is 
completed.  

15. Ensure good relations with other departments, hub partners and venue hirers. 
16. Work together with other members of staff in the event of an emergency.  
17. Any other reasonable duties as requested.  

 
 
Authority levels and responsibility for resource (Premises/Financial/Other): 
 
 
 
Signed: 
 
 
 
 
Name: 
 
 
 
 
Date: 


