Job Description

Job Title:
Visitor Services Assistant (Booking Office, TTI & Events)

Salary:
 17,000 per annum (annualised hours) 

Hours:
25 hours per week annualised (including regular weekends, bank holidays, and occasional evenings during special events)

Location:
Across the Swanage Railway network (stations and trains)

Reports to:
Visitor Services Officer

Role Purpose:
The Visitor Services Assistant plays a key frontline role in delivering a welcoming, safe, and efficient visitor experience at Swanage Railway.

The role is primarily focused on:
• Booking office operations
• Ticket checking (TTI)
• Answering telephone calls and responding to email enquiries
• Supporting the delivery of special events and peak services

Key Responsibilities:

Booking Office Operations:

• Sell tickets and provide visitor information from station booking offices.
• Operate ticketing systems and tills accurately, following cash-handling procedures.
• Promote services, events, and experiences to visitors.
• Maintain a clean, organised, and welcoming booking office environment.
• Assist with basic administrative tasks related to booking office operations.
Ticket Checking (TTI):
• Carry out ticket inspections on trains and at stations in a professional and courteous manner.
• Assist visitors with ticket queries, upgrades, and travel information.
• Support passenger flow during busy services and special events.
• Act as a visible, approachable, and helpful presence on trains.

Telephone & Email Enquiries:

• Answer incoming telephone calls in a friendly, professional, and helpful manner.
• Respond to visitor enquiries via email accurately and promptly.
• Provide clear information on timetables, fares, events, and accessibility.
• Pass complex enquiries to the appropriate department when required.
• Record and pass on messages, issues, or visitor feedback.

Special Events & Peak Services:

• Support special events, galas, and seasonal services.
• Assist with visitor flow, queue management, and wayfinding.
• Work flexibly across stations, trains, and roles.

Visitor Experience & Customer Service:

• Deliver a friendly, inclusive, and professional service.
• Assist visitors with additional needs.
• Handle complaints calmly and escalate when necessary.

Safety, Safeguarding & Compliance:

• Follow health & safety procedures and Railway policies.
• Be aware of safeguarding responsibilities.
• Report incidents, hazards, or concerns promptly.

Teamwork:

• Work collaboratively with staff and volunteers.
• Support a One Team approach.

Skills & Experience:

Essential:
• Strong customer service skills.
• Confidence dealing with the public.
• Ability to handle cash accurately.
• Good written communication skills.
• Flexible approach to working hours.

Desirable:
• Experience in visitor attractions or booking offices.
• Interest in heritage or tourism.

Personal Attributes:
• Friendly, reliable, and approachable.
• Well organized and visitor focused.

