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Mayflower Theatre 

Mayflower Theatre is the largest theatre on the south coast, 
welcoming in excess of 500,000 visitors a year. With a trusted 
reputation for presenting an eclectic artistic programme 
including the best in musical theatre, dance, opera, live music, 
drama and comedy our 2,268 seat venue attracts the world’s 
best touring productions. Mayflower Theatre delivers an 
extensive creative learning programme, engaging with over 
25,000 participants annually.

Mayflower Theatre is an independent charitable trust, working 
to the vision of ‘Inspiring Experiences’, ensuring theatre is 
accessible to all and that our 1928 Grade II listed building is 
maintained for generations to come. In 2018 Mayflower Theatre 
underwent a £7.5m renovation, installing 1,600 new seats, 

reconfiguring the orchestra pit and seating layout, refurbishing 
the auditorium and front of house spaces, and extending the 
staff areas. Revenue is generated through ticket sales and 
ancillaries as Mayflower Theatre receives no direct Arts Council 
England or grant funding. 

The audience is at the heart of our business strategy. We strive 
to provide emotionally inspiring experiences to every visitor 
through presenting quality productions and providing first class 
customer service. To that end we aim to recruit a talented 
workforce to join our team. We are proud to be awarded Best 
Company to Work for in the Solent Business Awards 2019. 
Mayflower Theatre is an inclusive employer. 

Southampton

New Forest National Park

ABOUT SOUTHAMPTON

Southampton is a port city on the south coast of Hampshire, 
70 miles south west of London. A city of 250,000 residents, 
Southampton welcomes 4 million visitors a year. Southampton 
City is steeped in maritime history. From the Mayflower ship 
sailing to the new world in 1620, Titanic setting sail on her 
maiden (and only) voyage in 1912 to being the cruise capital of 
Northern Europe today. The city boasts a rich cultural quarter 

with Mayflower Theatre being the largest venue. NST City 
producing theatre, John Hansard Gallery, City Art Gallery 
and library, the SeaCity museum and the O2 Guildhall are all 
clustered around Guildhall Square which plays host to frequent 
outdoor community events. Southampton’s enormous retail areas 
sit alongside huge green parks in the heart of the city which is 
home to the University of Southampton and Solent University.
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Job Description
JOB TITLE:     
Ticket Sales Manager  

DEPARTMENT:  
Sales

REPORTING TO: 
Head of Sales and Marketing

RESPONSIBLE FOR: 
Sales Team 
Liaise with:  Senior Management, promoters, producers, internal and external stakeholders.

GRADE: 
 Senior Management Team (Leadership Team Member)

SALARY: 
37.5 hours per week. The rota includes evenings, weekends and bank holidays working. Salary (depending on experience) 
is between £34,000 to £38,000 per annum and an excellent benefits package. This role is part of the Leadership Team.

JOB PURPOSE: 
Responsible for effectively managing the Sales Department by proactively overseeing the smooth running of the Box 
Office operation to maximise efficiency, increase ticket sales and provide excellent customer service. To maintain efficient 
planning of the Sales department resource in order to achieve targets and budgets. To deliver the business plan strategy 
for the Sales Team. To propose and implement technological improvements to deliver the best customer experience and 
business opportunities. 

SENIOR MANAGEMENT RESPONSIBILITIES:

• Protect the sustainability, income and reputation of 
Mayflower Theatre

• Manage the operational delivery of organisational 
objectives 

• Contribute to the theatre’s business plan, corporate 
strategy and annual budgets

• Attend Leadership, Senior Management and operational 
meetings, chair and be minute taker as per rota

• Assist Head of Sales and Marketing in the preparation of 
Quarterly Board reports

• Take responsibility for the strategic planning of team 
holidays and days off to ensure adequate operational 
cover in the theatre

• Ensure team appraisals are completed and logged in a 
timely manner

• Take an active role in the Health & Safety activities of the 
theatre

• Support the delivery of team away days

• Represent the organisation at a city and national level at 
appropriate forums

• Investigate and act upon customer queries for your 
department

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

A scene from Motown The Musical.
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MAIN DUTIES AND RESPONSIBILITIES
Sales 

•  Lead on all aspects of ticketing and ticket sales for 
Mayflower Theatre (face to face sales, online ticketing, 
telephone sales, third party and agency sales etc.) 

•  Scope, recommend and lead the implementation of 
database, telephone, payment and digital system solutions 
in conjunction with IT to future proof the Box Office function, 
leading the delivery of the Tessitura development plan in 
your team.

•  Be an expert in the use of the Tessitura in order to lead the 
specialist Tessitura resource in your team, and oversee the 
effective use of revenue management systems and business 
intelligence tools. 

•  Ensure timely and accurate management of the ticket 
inventory to maximise sales in conjunction with the 
Marketing Team.

•  Support the on sale strategy, liaising with IT and Marketing 
to deliver robust solutions for large scale on sales. 

•  Alongside theatre tickets, ensure high quality service 
relating to bookings and project delivery for loyalty schemes 
and other Mayflower Theatre activities (including and not 
limited to Ovation Restaurant, Engage, groups, corporate, 
front of house events etc.)

•  Oversee the development and administration of the access 
membership scheme, representing the Sales Team at the 
cross department Access Group meetings to deliver the 
best possible service. 

•  Analyse and report Sales Team KPIs for trend and resource 
monitoring, (including call traffic, ticket sales numbers, call 
handling lengths etc.)

•  Liaise with incoming company representatives and ensure 
specific ticketing requirements are met.

•  Duty manage the team weekly, especially leading on large 
press nights or events. 

•  Represent Mayflower Theatre at theatre and ticketing 
events.

Staff management and administration

•  Effective staff management to ensure a high standard 
of customer service and a motivated, sales-driven and 
efficient workforce. To include responsibility for training 
recommendations, appraisals, coaching, ongoing 
performance monitoring and absence management.

•  Responsible for resource planning and ensuring rota’s are 
produced to cover sales patterns  and staffing levels as 
appropriate to the fluctuating needs of the business, and 
to maximise staff productivity at all times. 

•  Ensure attention to detail, proofing processes and 
accuracy are of the highest standards.

•  Monitoring of calls to ensure quality of customer service 
and to identify training needs for staff.

•  Liaise with other departments ensuring effective two way 
communication between departments.

•  Devise incentives and motivational ideas for team 
development.

•  Be responsible for the timely handling of all ticket sales 
related customer queries and issues. 

•  Present Box Office updates to Leadership Team on a 
weekly basis and report on Management Accounts.

•  Ensure all cash handling and securities are met within 
Mayflower Theatre policy and procedures.

• Ensure data protection law and procedures are followed.

• Ensure the team adheres to H&S regulations.



Wicked UK & Ireland Tour Emily Tierney (Glinda) 
and Nikki Davis-Jones (Elphaba)   
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WHAT IS TESSITURA?
Tessitura is a customer relationship management system, custom built for the arts.  
To find out more visit www.tessituranetwork.com

ESSENTIAL SKILLS

3 Minimum 5 years’ Box Office Management of a team of 10+ 

3 Excellent people management skills e.g. team structuring, continuous professional development support, recruitment and 
    performance management 

3 Demonstrable experience of using a customer relationship management system

3 Demonstrable problem solving skills

3 Experience of growing audience groups through proactive sales techniques (e.g. memberships, ancillary sales) 

3 Experience of budget management of a business function

3 Proactive self-starter and inspiring leader, driving to achieve 

3 Good attention to detail and mathematical and English language skills

3  Excellent communicator with exemplary customer service skills including experience of complaint handling face to face, 
phone and by email

3 Project management skills and experience of delivering to tight deadlines

DESIRABLE SKILLS

3 Experience of using Tessitura at administrator level

3 Degree level education

3 Theatre industry knowledge and experience

Person Specification
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How To Apply
If you have relevant experience and meet the person specification, please apply by sending  
your CV and covering letter to recruitment@mayflower.org.uk 

Please quote ‘TSM20’ in the subject line. 

Deadline for applications: 5pm on Sunday 26 January 2020

The recruitment process will include an aptitude test, a personality profiling questionnaire,  
two interviews and formal presentation. You must be available for a first interview on  
Friday 7 February and if successful, second interview on Wednesday 12 February. 

Due to a high volume of applications, we are unable to contact every applicant individually.

All successful applicants to be invited to interview will be contacted by Friday 31 January. 

Mayflower Theatre, Empire Lane
Southampton SO15 1AP

02380 711800
admin@mayflower.org.uk
www.mayflower.org.uk

The Mayflower Theatre Trust  Reg. No. 2026445
Reg. Charity No. 294745

Mayflower Enterprises Ltd. Reg. Company No. 3193293
Mayflower Productions (Southampton) Ltd. Reg. Company No. 9557913

Best Company to work 
for in the Solent Business 
Awards 2019


