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	Winston-Salem Symphony
	Position:
	Guest Services Associate

	Reports To:
	Patron Loyalty Manager

	Status:
	Part-time, non-exempt 

	Date Prepared:
	August 2024






Position Summary:
The Part-Time Guest Services Associate is responsible for providing outstanding customer service to current and potential patrons as the first touch-point in the Symphony experience. This patron-facing position should lead with a positive attitude, assisting the Patron Loyalty Manager and ensuring patron satisfaction. The Guest Services Associate must maintain an up-to-date understanding of current Symphony programs and venues, so that returning and prospective patron questions can be answered. Excellent phone and in-person presence will enhance the quality of service expected of the Symphony team, as well as administrative excellence in following processes and procedures. This position should aid in creating concert experiences that Bring Music to Life, supporting the Symphony’s mission. The Winston-Salem Symphony maintains a commitment to accessibility, diversity, equity, and inclusion, which should guide the Guest Service Associate’s work daily. 

The Part-Time Guest Services Associate can expect to work a variable schedule typically ranging from 10-20 hours per week including daytime, nights, and weekends. Weekly hours will vary depending on event schedules and the needs of the organization.

Essential Duties and Responsibilities
· Provide all patrons with a positive first impression by offering superior customer service.
· Accurately operate the Symphony’s ticketing platform and database, PatronManager, with sufficient knowledge to execute daily Tickets & Guest Services operations and assist the Director of Philanthropy in processing donations.
· Provide informed concert recommendations to patrons based on their preferences and interests, event availability, and potential accessibility needs.
· Provide excellent customer service to all other Symphony stakeholders including donors, volunteers, community partners, and the Board of Directors.
· Assist with special ticketing requests, including exchanges, lost ticket replacements, add-on donations, and resolution of ticketing problems.
· Assist with Tickets & Guest Services operations at all concerts, which includes selling walk-up tickets, issuing pre-purchased Will Call tickets, interacting with venue staff and ushers to resolve seating questions, and providing guidance to other staff or volunteers that may be assisting with Tickets & Guest Services.
· Monitor and process incoming ticket donation requests in tandem with the Patron Loyalty Manager and Public Relations & Community Partnerships Manager.


Other Accountabilities
· Be an engaging and enthusiastic advocate for the Symphony in the community.
· Represent the Symphony at concerts and events with an eye to patron cultivation and stewardship.

Qualifications:
Required 
· Effective verbal and written communication skills.
· Ability to work effectively and maintain a professional demeanor in high-pressure situations and fast-paced environments.
· Self-motivated and detail-oriented with strong analytic skills.
· Customer service experience; must be skilled at building relationships and engaging the public.
· Ability to learn new software applications and adapt to changing technologies quickly.
· Great problem-solving skills combined with the curiosity to research and experiment to find solutions. 
· Track record of organizational excellence and efficient time management.
· Must be able to work concert weekends and special events.
· Successful completion of a clear background check.
Preferred 
· An associate’s degree or an equivalent combination of education and experience.
· Previous database or customer relationship management technology experience. 
· Proficiency with Microsoft Word and Excel.
· Non-profit organization experience.
· An interest in the performing arts and an enthusiasm to learn about orchestral music and the Symphony’s performance offerings.
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