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Title: Horse Area - Supervisor
Reports to: Chief Warden / Racing Department / Events Services Coordinator / Events Services Manager

Our people must work together to provide a superior experience through the highest quality customer service to all VRC customers to
ensure we maintain Flemington as a world leader in thoroughbred racing, event management and entertainment.

Purpose of Role:

Under direction, to ensure that the Club’s service and safety standards are met and exceeded for participants at race-days at optimal cost through the management of a

dedicated team assembled to:

e Deliver a quality level of customer service to all customer segments attending Flemington race meetings in accordance with the Clubs high service standards and
expectations

e Provide support and assistance to VRC Managers, VRC members and guests and the Horse Stalls Supervisor

e Ensure that VRC membership policies and standards are complied with through monitoring access to restricted areas as appropriate.

Key Accountabilities:

e Under no circumstances are staff to make contact with a horse.

e Workto create a culture within the team that is based on trust and openness which encourages participation, ideas and continual improvement

e Provide feedback to team members regarding job performance, highlighting strengths and opportunities for development

e Actasacoachtotheteam, providing guidance and support

e Make recommendations that will optimise scheduling to maximise utilisation.

e Present a high standard of presentation in accordance with dress standards policy.

e Address customer enquiries in a friendly, efficient and, professional manner — demonstrate a level of empathy and understanding to the client’s needs

e Work as part of ateam — assist your team and, seek their assistance to ensure all available resources are utilised to maximise service levels throughout the venue
Be firm but polite when administering Clubs policies relating to dress standards, ticketing, food and alcohol, and relevant enclosure entry conditions.

Duties:

e Attend Supervisor Briefing on each race-day

e Collect two-way radios, staff listing sheets, members’ access boards for display as required, event information and briefing notes

e Conduct a search of the area to identify any potential risk or health and safety issues and report any issues requiring attention

e Record arrival of staff and note staff sheet accordingly. Ascertain the positions that staff will be located covering all positions. Report any employees that have not
reported for work

e Ensureyou are contactable via 2-way radio at all times and responsive




e Conduct a team briefing relating the duties to be undertaken and any special duty requirements for the day

e Complete Emergency response and Identification checklist and identify staff responsibilities in the event of an emergency. Advise relevant staff accordingly
e Provide support to all staff through the day in the performance of their duties.

e Monitor team and individual work performance ensuring service expectations are met. Provide breaks to all staff as required

e Return satchel, two way radios, boards and staff sheets to casual staff office

e Ensure all necessary pre and post event paperwork is signed completed upon conclusion of each shift

e Report any major concerns to VRC Managers on the raceday.

Experience and Expertise:

e Knowledge and understanding of VRC Values

e Knowledge of VRC’s customer philosophy

e Strong leadership, relationship-building and influencing skills

e Knowledge of all necessary information, sample boards, Members Dress Standards and any special entry conditions or promotions relating to the area where service is
provided

e Knowledge of all facilities, EOS reference numbers and client services relating to the area where service is provided

e Knowledge of OH&S requirements including location of Fire Extinguisher and Emergency Exits, and emergency procedures
Knowledge of history of the area where service is provided.

Key Challenges and Complexities of Role:

e Balancing sometimes conflicting expectations of VRC management and direct reports
e Understanding that change is a key component of continuous improvement

Key Relationships:

e VRC members

e Catering and Security staff

e General Admission patrons

e Team members and VRC Managers
e Cirka staff.

Safety and Risk Standards:

e Ensure areais thoroughly checked for general cleanliness, presentation and safety
e Ensure all emergency exits relevant to the area identified
e All passageways, emergency doors, exist and gates clear and unlocked to ensure unrestricted egress




e |dentified possible evacuation areas
e Reporting protocols (Helpdesk).

Integrity Innovation Excellence Collaboration
VRC We conduct ourselvesin a We look for and seize opportunities to We strive to deliver high We commit to work cooperatively with others and
Values manner that instils mutual generate new solutions to deal with work standards of performance maintain and strengthen partnerships to achieve

trust and confidence. problems and opportunities for self and others common goal




