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ANGUSalive Overview
The charity ANGUSalive is the culture, sport and leisure trust for the county of Angus and has been operating since 01 December 2015. We are ambitious and aim to provide the best services for our communities as an enthusiastic, customer focussed and forward-looking organisation.
ANGUSalive offers residents and visitors to Angus a wealth of services which are ‘changing lives by inspiring healthy, active and creative lifestyle choices’ through engagement with our sports centres, country parks, theatres and venues, museums, galleries, archives and libraries. 

The charitable objects of ANGUSalive are recognised under the Charity and Trustee Investment (Scotland) Act 2005 by the Office of the Scottish Charity Regulator (OSCR).

Aligning to our charitable objects and our Articles of Association, we have identified the following strategic aims for our charity:

· Ensure strong, transparent governance and demonstrate community benefit

· Deliver best value and create investment opportunities

· Champion the positive benefits of our services

· Encourage participation for all

· Promote a culture of diversity and equality

· Improve outcomes through effective partnerships at local, regional and national levels

· Engage and communicate openly

· Recognise the value of our employees

· Promote use of our spaces as community hubs 

Our team work together to achieve ANGUSalive’s vision, mission and strategic aims.  We also contribute to wider local and national outcomes across all areas of the charity.

ANGUSalive is led by a Chief Executive and Senior Leadership Team. The Chief Executive

reports to the ANGUSalive Board of Directors which comprises of five independent directors and four council appointed directors who are Angus Council elected members.
Five service areas form our culture, sport and leisure offering provided through a diverse and unique portfolio of facilities as well as from community settings located across the county of Angus:

· Countryside Adventure

· Libraries

· Museums, Galleries & Archives

· Sport & Leisure

· Theatre & Venues

Our services play an important role in the lives of our customers across all areas of the business and as a not-for-profit organisation every penny is reinvested back into the services we deliver.
ANGUSalive is a company limited by guarantee registered in Scotland No. SC499155 and is a registered Scottish charity No. SC046133. 
The registered office is Angus House, Orchardbank Business Park, Forfar, DD8 1AN.

JOB OUTLINE
	Job Title:
	Sports Advisor

	Grade:
	LG3

	Business Unit:
	Operations

	Service Area:
	Sport & Leisure

	Location:
	ANGUSalive sites and community locations as applicable

	Responsible to:
	Operations Supervisor

	Responsible for:
	N/A

	

	1
The job you will be doing

	As a Sports Advisor you will be the friendly and enthusiastic public face of ANGUSalive.  With a passion for excellent customer service you will provide a high standard of customer care, maintaining a professional, well presented and welcoming environment.  


	

	2
The team you will be working with

	Your team will also include these roles: 
· Physical Activity Programme Lead
· Community Sports Hub Co-ordinator
· Football Co-ordinator
· Customer Advisor

· Crèche Assistant
· Instructor and coach

· Volunteer
You will also be required to work collaboratively with colleagues across all ANGUSalive service areas and business units to provide the best customer experience for local communities as well as visitors to Angus, deliver innovative services and further our charitable objectives.



	3
The duties of the job

	We will expect you to deliver the following:

	Customer Experience
· Welcome all visitors, answering queries and providing engaging and helpful orientation 

· Be proactive in keeping up to date with activities, events and promotions in Sport & Leisure and across ANGUSalive to engage with the public on these

· Encourage participation in a range of physical activities

· Handle complaints at first point-of-contact wherever possible and if you are not able to resolve complaints refer them to the correct person

· Treat everyone with dignity and respect and recognise some may need additional assistance
· Build and maintain strong relationships with ANGUSalive colleagues, ensuring a “one-team” ethos contributes to joined-up and high quality customer experiences 
· Actively promote ANGUSalive retail, activities and community spaces



	Service Delivery

· Excellent knowledge of your facility and ANGUSalive products, activities and campaigns

· Record and update customer information on the Point of Sale system

· Assist in the promotion and sale of membership following the Lead Management System to capture information to help achieve sales targets. Promote your facility and ANGUSalive activities and merchandise

· Keep an accurate record of stock items including goods for re sale and cleaning products 

· Assist at reception taking customer bookings, cash/card payments and equipment hire
· Log details of all customer enquiries, comments and complaints onto the automated customer service management system and communicate with appropriate contacts to aid in the resolution of the enquiry or complaint 
· When not engaged with customers assist with equipment set up, cleaning and maintenance tasks
· Use all processes, systems and digital tools required to deliver the customer journey 

	Facilities Administration
· Ensure a welcoming and attractive environment for customers by maintaining a tidy and professional facility ensuring all aspects of the brand standards are followed throughout 
· Maintain up-to-date and relevant information, leaflets, books, posters, etc. as required by visitors



	Financial process
· Collect and process payments for retail and activities and bank in accordance with ANGUSalive financial processes

	Health & safety
· Take an active role in the safety of yourself, your team, the facility and customers and take action to make safe or report any potential hazard. 

· Maintain the safety of the facility by supervising members of the public and carrying out visual monitoring of the building and equipment.

· Carry out routine inspections on fire alarms, emergency lights , fire and security alarm panels and assist with any fire drills 


	Other
· Understand and fulfil your role in accordance with ANGUSalive's policies and procedures
· Ensure your mandatory training, qualifications and certifications are up to date
· Resolve day-to-day on-the-job challenges using initiative and problem-solving techniques


	Full induction will be given, and there will be regular on-going training and development opportunities to support you in the role.

	4
The behaviours required in the job

	The key behaviours you need to do well in this role are:

	Customer service excellence

	· Recognise and deliver the welcoming, personalised, and high quality customer service that is the heart of our business

· Ensure that your interactions with others are professional,  helping to promote a culture of respectful and open communication

· Deliver our services to meet ANGUSalive's Vision, Mission and Strategic Aims

· Work effectively with a wide range of partners and stakeholders

	Continuous improvement

· Suggest new and imaginative ways of working and providing services

· Embrace change in order to deliver excellence

	Engaged workforce
· Take personal responsibility for delivering your best work, be considerate and work collaboratively across teams

· Be open to improving your capacity and capability to do your best work

· Be resilient encouraging perseverance in overcoming obstacles

· Act as an ambassador for the organisation, living the values and acting in ANGUSalive’s interest
Innovative Service

· Embrace the use of new processes, systems and digital tools to improve business practices and the customer journey


This list is not exhaustive and the jobholder will be required to undertake other duties, work with other colleagues or partners and use other behaviours as required.
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