VICTORIA
RACING CLUB

Title: Attendant

Reports to: Direct Supervisor / Events Services Coordinator / Events Services Manager

Purpose of Role:

To deliver a quality level of customer service by supporting and assisting all internal and external customer segments attending
Flemington race days and events in accordance with the Clubs high service standards and expectations.

Key Accountabilities:

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

« Ensure that VRC membership policies and standards are complied with through monitoring access to restricted areas as appropriate.
» Work as part of a team to ensure all team members are providing exceptional service levels throughout the service location.

« Liaise with Area Supervisor, Assistant Supervisor and Event Staff Office Management 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 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 equipment, information, Members Dress Standards and any special entry conditions or promotions relating to the
area of service.

« Maintain a high standard of presentation in accordance with dress standards policy.




Experience and Expertise:

Previous experience in a customer service role.
Knowledge and understanding of the VRC Values and customer philosophy.
Understanding of all facilities, EOS reference numbers and client services relating to the area where service is provided.

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

Key Challenges and Complexities of Role

Provide a high level of customer service to all Members, patrons and guests.

Manage a variety of challenging customer service scenarios.

Various special promotions and offers relating to entry to difference service locations are in place at different times of the year
need to be identified and administered.

Key Relationships

Internal — Catering, Cleaning and Security staff, Area Supervisors, fellow work colleagues and VRC Managers
External — VRC members and General Admission patrons

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




