VICTORIA
RACING CLUB

Title: Event Staff Supervisor

Reports to: Chief Warden / Events Services Coordinator / Events Services Manager

Purpose of Role:

e Lead a dedicated team assembled to deliver quality customer service to all internal and external customer segments attending
Flemington race days and events by ensuring that the Club’s services and safety standards are met and exceeded.

e Acting as a warden and key support for any operational issues at allocated area(s). Monitoring safety, enforcing policies and
procedures, modelling guest service standards, trouble-shooting problems, responding to requests and keeping a detailed report of
the event

Key Accountabilities:

e Facilitate a safe and enjoyable experience for all users of the venue, facilities and services.

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

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

e Manage dress regulations of staff and appearances by ensuring they are always to an exceptional standard.

e Act as acoach to the team, providing guidance and support on day- to- day duties and lead by example.

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

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

e Address customer enquiries in a friendly, efficient and, professional manner while demonstrating a high level of empathy and
understanding to the client’s needs.

e Work as part of a team to ensure all team members are providing exceptional service levels throughout the service location.

e Physically able to maintain high visibility of designated area(s) including the ability to perform all OH&S requirements such as
emergency evacuations.

e Support & identify team members, VRC, Assistant Supervisor and Event Staff Office to identify process improvements for review
and implementation that will benefit both the Club and its Customer Segment from a service and operational perspective.




Administer Club policies relating to dress standards, ticketing, food and alcohol, and relevant enclosure entry conditions.

Be familiar with the venue, all tickets and passes required for the relevant race day or event and, where required, only allow
patrons with the correct accreditation/passes.

Hold all necessary information, sample boards, equipment, Members Dress Standards and any special entry conditions or
promotions relating to the area of service.

Ensure all staff maintain a high standard of presentation in accordance with dress standards policy.

Attend Supervisor Briefings and associated training.

Be the primary liaison between the team and the Event Staff Office Management, escalating any issues, complaints or grievances.
Complete Emergency response and Identification checklist and identify staff responsibilities in the event of an emergency. Advise
relevant staff accordingly and report any issues requiring attention.

Record arrival of staff and note staff sheet accordingly, reporting any employees have not reported for work or any rostering issues
to the Events Staff Office.

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

Manage Event Staff appearance, uniforms and possible illness on shift.

Provide crib breaks to all staff as required.

Provide support to Event Staff office when required.

Experience and Expertise:

Previous experience in a customer service role.

Previous management experience preferred
Demonstrated ability to run events and functions to a high standard (desirable)
Excellent understanding of all facilities, EOS reference numbers and expectations relating to the area where service is provided.

Familiarity of OH&S requirements including location of Fire Extinguisher and Emergency Exits, and emergency procedures.
Excellent communication and interpersonal skills.

The ability to fulfil the essential requirements and key responsibilities of the position.




Key Challenges and Complexities of Role

Balancing expectations of VRC management.
Understanding and supporting change and continuous improvement.

Provide a consistently high level of customer service to all Members, patrons and guests.
Manage a variety of challenging customer service scenarios.
Availability for all Flemington Racedays

Key Relationships

Event Staff Office Management

Area Supervisors and VRC managers

VRC Members, patrons and guests

Catering, Security and Cleaning staff & contractors
Helpdesk

Chief Warden

Safety and Risk Standards

VRC is committed to and responsible for providing employees, contractors and visitors with a healthy and safe environment.

Employees must ensure they do not put at risk their own health and safety or that of other employees, customers, contractors,
patrons, visitors or members of the public in the vicinity of our workplaces.

Employees who become aware of material adverse information about risk outcomes have a responsibility to communicate the
information to the relevant business and risk management personnel for action/escalation.

Employees must follow health, safety and security procedures, including these concerning the proper use of equipment,
training, reporting of incidents and rehabilitation programs at all times.

VRC
Values

Integrity Innovation Excellence Collaboration
We conduct ourselves in a manner We look for and seize opportunities to We strive to deliver high standards of We commit to work cooperatively with others and
that instils mutual trust and generate new solutions to deal with work performance for self and others maintain and strengthen partnerships to achieve
confidence. problems and opportunities common goals




