
PERSON SPECIFICATION 
SENIOR TOWN CENTRE WELCOME AMBASSADORS 

 

  
ESSENTIAL 

 
DESIRABLE 

 

 
Education and     
Key Knowledge 
 

 
Minimum of 5 GCSE passes (or 
equivalent) at Grade C or above. 
Including Maths.  
 
Excellent local area knowledge and 
knowledge of  tourism products 
across the wider Borough and 
neighbouring areas 
 
 

 
Other qualifications (e.g. NVQ 
in Customer Services).  
 
Awareness of confidentiality 
with regard to personal 
information with particular 
reference to the Data 
Protection Act. 
 
Fluent in one or more 
languages. 
 
Understanding of Local 
Government.  
 
 

 
Relevant Skills and 
Experience 
 
 
 

 
Experience of working in a Customer 
focused environment, dealing with 
the public, by telephone email and 
social media 
 
Excellent written and verbal 
communication skills. 
 
Able to work under pressure whilst 
maintaining a high level of accuracy 
and thoroughness. 
 
Experience in working within a 
performance-orientated culture. 
 
Vibrant lively personality 
 
Be fit and in good health as the role 
will require a lot of walking  
 
Excellent knowledge of social media  
 
Skills in undertaking interviews for 
research and promotional purposes 
 
 

 
 
Able to focus on and work 
towards any targets set (e.g. 
service levels and quality of 
handling customer contacts). 
 

 

  
ESSENTIAL 

 
DESIRABLE 

 

 
Relevant Skills and 

 
Ability to work collaboratively building 

 



Experience 
Continued  

trust, mediating, conciliating, 
negotiating. 
 
Demonstrate a customer focused 
and responsive approach that 
improves service delivery and 
provides opportunities for product 
development.  
 
Ability to plan, prioritise and organise 
work activities to meet service 
targets and objectives 
 

 
Key Competencies  
 
Customer Focus 
Work towards 
developing a 
customer focused 
organisation and 
meets the needs of 
customers and 
improves customer 
service. 
 
 

 
 

 

Deliver excellent customer service & 
maintain high satisfaction level 

 

Communicate relevant/up to date 
information to customers and 
respond appropriately.  Adapt 
communication methods to meet the 
needs of the customer. 

 

Takes ownership of customer issues 
and ensures that they are resolved 
or escalates any complex complaints 
or issues to Team Leader as 
necessary 
 
Demonstrate a customer focused 
and responsive approach that 
improves service delivery and 
provides opportunities for product 
development 
 

 
 
 
Develops the customer 
focused organisation. 
 

 
Communication 
The ability to use 
interpersonal skills to 
communicate clearly 
and concisely, 
including the ability to 
recognise and 
understand the 
feelings and concerns 
of others. 

 
Use different and appropriate 
communication styles to ensure 
effective communication. 
 
 
 

 

  
ESSENTIAL 

 
DESIRABLE 

 

 
Key Competencies  
 
Communication 

 
 
 
Contribute ideas and opinions when 

 
 
 
Ability to plan, prioritise and 



Continued appropriate, raising any issues and 
concerns with the management 
team. 
 
Communicates effectively, uses tact 
and diplomacy and sensitivity when 
dealing with customers. Has the 
ability to deal with all types of 
customer, including aggressive or 
vulnerable customers.  
 
Escalate technical issues to the 
relevant support group and make 
team leaders and colleagues aware 
of any issues to that prevent 
achievement of the agreed 
standards. 
 
Has excellent ICT skills and able to 
use all Microsoft office packages 
 
 

organise work activities to 
meet service targets and 
objectives 

 
Work collaboratively 
The ability to work 
collaboratively, both in 
teams and with 
partners, both inside 
and outside the 
organisation, to 
achieve common 
goals and to improve 
the quality of service. 
 

 
Is an effective team player. 
 
Consideration for colleagues and 
awareness of how your actions may 
impact on them and service delivery 
(e.g. ensuring adequate cover in 
each service area when taking 
breaks).  
 
Develops networks and works 
collaboratively. 
 
Makes suggestions for 
improvements to procedures or 
processes where applicable and 
works with colleagues to develop 
these further.   
 

 
 
Develop excellent working 
relationships with colleagues 
within the services and partner 
organisations. 

 

Innovation and 
Creativity 
 
 

Demonstrates Creativity and 
innovation with regard to 
product/sales development 

 

 
 

  
ESSENTIAL 

 
DESIRABLE 

 

 
Special 
Requirements 
 

 

Flexibility in terms of duties 
undertaken and hours worked to 
include weekend working.  
 

 

Available and willing to work 
outside normal office hours if 
necessary to include weekend 
working.  



 

The postholder will be required to 
vary his/her personal working hours 
according to the requirement of the 
job, which includes out of normal 
hours working, weekends and Bank 
Holidays. 

 
 

 
Equality 

 

 
Acceptance of and commitment to 
the principles underlying the 
Council’s Equal Opportunities Policy. 
 

 

 
 

 
 
 
 
  


