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Title: Traffic Management Attendant
Reports to: Traffic Management Supervisor / Chief Warden / Event Staff Office / 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 by supporting and assisting allinternal and external customer segments attending Flemington race days and events in accordance
with the Clubs high service standards and expectations.
To ensure all Patrons and guests attending Flemington Racecourse are provided car parking services in a timely, efficient, friendly manner at all times.

Key Accountabilities:

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

e 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.
e Ensure that you are wearing the required Hi-Vis uniform (incorporating headwear) in accordance with the Clubs Health and Safety guidelines.

e 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.
Ensure that you are standing in position at your work location by the time indicated by your Supervisor

Duties:

e Upon arrival, report to the Event Staff Office. Collect car parking sample boards (where required), instructions and information relevant to the area in which you are working.
e Reportto your Supervisor to record attendance and undertake briefing relevant to your duties.
e Place sample boards at the relevant entry points to the car park.

e Undertake an inspection of your area to ensure that it is clear and safe to accept vehicles. If there are any issues of concern, report them to your Supervisor or the Raceday
Help Desk on extension (91) or two-way radio

e Bealert and proactive, and demonstrate common sense in the decisions made.
e Always work as part of a team where practicable assisting your fellow team members and requesting their assistance as required.
e Directvehicles to designated parking bays within the carpark. Ensure that vehicles are parked in close proximity to each other to maximise parking availability.




e Answer any enquiries from Patrons as they alight their vehicles.
e Provide non ticketed and non-accredited vehicles for the area in which you are working with alternative parking options.

Experience and Expertise:

e Previous experience in a customer service role.
e Knowledge and understanding of the VRC Values and customer philosophy.

e 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:

e Provide a high level of customer service to all Members, patrons and guests.
e Manage avariety of challenging customer service scenarios.
e Moving Vehicles

Key Relationships:

¢ VRC members
e General Admission patrons
e Service Vehicles

Safety and Risk Standards:

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

e 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.

o Employees must follow health, safety and security procedures, including those concerning the proper use of equipment, training, reporting of incidents and rehabilitation
programs.
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