
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

CUSTOMER SERVICES ASSISTANT (6 month FTC) 

UNION CHAPEL PROJECT 

APPLICATION PACK - JUNE 2022 



 
 

 

 

Background – Union Chapel - inspiring space, inspiring lives 

Union Chapel is a unique multi award-winning performing arts venue, with a global reputation for 
international cultural events engaging diverse audiences. For 30 years events have been our lifeblood 
and income, annually engaging 100,000+ visitors through 250 events.  
 
And Union Chapel is more than a venue. A Grade I listed Gothic architectural jewel, it is also home to 
charities tackling homelessness, social justice, empowering local communities with creative groups, 
training and employability programmes for local communities. It is also the home to a working, 
progressive and inclusive church. 
 
Profits from events substantially support our vital charitable work with local communities and we are a 
model of good practice for community engagement.  
 
When Union Chapel closed as a venue in March 2020, Union Chapel pivoted our spaces to become a 
COVID community emergency hub, maintaining and escalating our work for the hardest hit, setting up a 
foodbank, outreach, befriending services and support packs for those most in need. This work was 
acclaimed as an example of best practice amongst venues during Covid.  
 
But we also cemented our role as a livestreaming pioneer, hosting the UK’s first ticketed livestream with 
Laura Marling. Since then, we’ve hosted filmed performances, interviews, productions and workshops 
from many inspiring high-profile artists and speakers - including Michaela Coel, Gareth Southgate, 
Hassan Akkad, Sam Smith, Wolf Alice, Prince Harry, Arlo Parks, TV programmes such as Britain’s Got 
Talent and the ground-breaking The Whole Truth, to a total audience of over 1.5 million.  
 
We launched digital programmes for the community, celebrating our heritage and building through 
films, virtual tours and school workshops, and offering creative and practical digital workshops. 
And we hosted several charitable programmes with partners, and launched our own pioneering 
community development programmes, from the Community Leaders training programme addressing 
local policy, to the recent New Voices talent programme for underrepresented youth. 
 
And we reopened as a venue with a residency from the acclaimed Celeste, quickly hailed as the hottest 
ticket in town, and made into a movie that was screened in cinemas. 
 
Throughout all of this, we’ve secured strong media coverage over this period and our profile has grown 
as a leading arts centre doing genuine social good, recently being shortlisted for the Award for Civic Arts 
Organisations.  
 
This is an exciting time to join Union Chapel Project as we celebrate our last 30 years as a venue, charity 
and space loved by our communities, and look to the future, with plans to build on this work, and 
further position Union Chapel as a unique organisation, bringing culture, community, social justice and 
heritage together in union. 

 

    
 



 
  

 
 

‘There’s something about coming to Union Chapel. There’s just 

something that’s kind of left in the walls. You feel it. There’s so 

much life in every corner. All of that seeps in, and it helps you 

to give your story’ - Celeste 

 

“I depend on Margins for more than hot food, they make me 

feel very happy, like a valid human being, a real person and 

not a non-entity, I feel like an individual. I’ve built good 

relationship with the staff and volunteers are nice, and there’s 

a really nice atmosphere unlike some other services.” 

 



 

About the role  

As a key member of the public-facing Union Chapel Team, the role will require a positive and 

motivated individual prepared to go the extra mile. You will help deliver the highest standard of 

customer services to a range of people over the phone, via email and in person. You will also 

act as the first point of contact for all visitors and callers to Union Chapel which includes the 

inclusive church and the homelessness project based here. 

The role is a 6 month fixed-term contract. 

How to apply  

Please apply with your CV and a covering letter, of no more than two pages, outlining your 

skills and experiences to meet the criteria of the role, why you want to work for Union Chapel 

Project and your availability to start. 

Closing date:   8th July 2022 

Interviews will occur in the following 2 weeks 

Equality and Diversity 

We are working to become an organisation that is representative of our local community, and 

want to recruit people from a range of backgrounds who reflect the diversity of our 

community. We particularly encourage applicants who are currently under represented in our 

board, workforce and wider sector. This includes but is not limited to candidates who identify 

as being from Black, Asian and other ethnic backgrounds from the global majority, and 

candidates who identify as being disabled. We also particularly welcome applicants with their 

own lived experiences of the challenges we aim to address. 

Please complete our Equal Opportunity Monitoring form and email it to 

recruitment@unionchapel.org.uk It will be treated in confidence and will not be seen by the 

staff directly involved in the appointment. 
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Job Title:      Customer Services Assistant 

Responsible to:  Venue Manager   

Purpose of Job: Responsible for providing exceptional customer services to Union  

   Chapel’s diverse audiences   

Salary:   £25,000 

Terms:   37.5 hours per week – 6 month Fixed-Term Contract 

One month probation, one months’ notice.  

Occasional evening and weekend working required for this role 

 

Key Duties & Accountabilities 

 Act as the main point of contact for all customer and public enquiries via phone and 
email. To include, but not limited to, ticketing enquiries, access bookings, and dinner 
reservations. 
 

 Manage the events inbox and respond appropriately to various email queries 
 

 Responsible for ensuring pre-show information is communicated to audience members 
 

 Work with the Production Coordinator to manage the buzzer system when necessary, 
welcoming visitors, space hire, and supporting on bar and other deliveries. 
 

 Support the hand over to the evening events team by communicating essential 
customer information such as access information and customer booking information 
 

 Managing lost property from events & creating a retrieval procedure system  
 

 To keep records of customer feedback and create quarterly reports on customer service 
issues 
 

 Help capture audience data and build on insights by running regular reports and 
inputting data  
 

 Help deliver and capture other audience feedback, surveys, engagement and required 
reporting and evaluation of events and services, as required 
 

 Update the Venue Management system with audience information post announcement 
and post show 
 

 Help keep our website and social channels up to date with audience information for 
forthcoming performances and programmes 
 

 Work with the Marketing Manager and Programme Coordinator to identify key events 
to promote 
 

 Ensure the recording of daily voicemail greetings with up-to-date accurate information 
 

 Support the team with the migration of events to ticketing partner and ongoing 
management of our in-house ticketing system 



 

 Act as access champion for the wider organisation 
 

 Support and help grow opportunities for venue-related trainees, volunteers and 
Supported Employment Programme participants  
 

 Provide customer service support to internal events, programming and community 
activities, as necessary 
 

 To champion Union Chapel’s vision, aims and ambitions, and identify appropriate 
opportunities to promote Union Chapel’s wider charitable work in customer 
communications 
 

 To undertake any other duty as might reasonably be required  
 

PERSON SPECIFICATION  

Essential  

 A positive and professional approach, with the ability to form and maintain strong 
working relationships with staff, customers and the public more generally 

 Passionate about the highest standard of customer service with 1 year+ experience in a 
customer facing role, ideally within a box office environment 

 Proficient in Microsoft Office programmes 

 Excellent communications skills, including written communications skills and telephone 
manner 

 Initiative to solve problems and deal with complaints in a positive and diplomatic 
manner 

 Excellent attention to detail 

 Passionate about people, communities, diversity and inclusion 

 Willingness to work flexibly as required 
 

Desirable 

 Experience in working in a busy multidisciplinary venue 

 Experience working with box office systems such as Spektrix 

 Experience of working with ticketing agencies   

 Experience of using venue management software such as Artifax or Yesplan 

 Experience of working with and supporting people with varying needs, from event 
audiences to other building users from the community 
 

 

 

 

Union Chapel Project is proud to be an Award for Civic Arts Organisation 2022 shortlisted organisation 
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