
 

JOB DESCRIPTION 
 

JOB TITLE: 
 
NAME OF JOBHOLDER: 
 
REPORTS TO (TITLE): 
 
OFFICE/HO DEPT: 
 
DATE: 
 

Ticketing Services Manager 
 
 
 
Head of Cricket Sales 
 
Sales & Marketing 
 
November 2016 

 

1. MAIN PURPOSE OF JOB 

(one statement explaining the job’s overall objective) 
 
To support the Head of Cricket Sales in achieving ticket sales and revenue targets and to ensure the best possible 
customer journey and service for LCCC Members and other customers in respect of all ticket and membership 
products and services at Emirates Old Trafford. 
 

 

2. JOB SPECIFIC TASKS 

(the major end results the job is expected to achieve) 
 

Sales 

 Manage and drive the sales of all ticket products (excluding premium and hospitality products) and 
memberships in an innovative way, with an emphasis on commercially-focused, customer-focused and 
efficient processes.  

 Play a key role in the implementation of the ticket sales plan across domestic and international cricket, and 
other events, utilising appropriate techniques including identifying new audiences, developing existing 
audiences and upselling of other products.  

 Manage approved refunds and complimentary ticket requests on the ticketing system. 

 Manage accessible bookings and any after-sales customer service. 

 Ensure that tickets for Box Holders, Sponsors and Partners, ECB, LCB, Foundation and Groups are managed 
and dispatched on time. 

 
Team 

 Manage the Ticket Office resource in respect of full time, casual and ticketing provider staff on match days 
and non-match days. 

 Manage the match day ticketing operation in regards to sales, collections, telephone enquiries, customer 
services and the Members’ Ticketing Point. 

 Foster a proactive, approachable and knowledgeable culture within the ticket office.  

 Ensure all ticketing staff (full time, casual and ticketing provider) are fully briefed and trained in respect of 
ticket and membership products and customer services.  

 Work closely and pro-actively with the marketing department to ensure accurate communication of all 
available ticket and membership products. 



 

 Ensure that the ticketing system, access control system, scanners, credit card machines, ticket and card 
printers are functioning appropriately and are utilised efficiently by all staff. 

 To proactively support and deliver sales initiatives with the marketing department.  

 Responsible for ensuring the ticket and membership information on club’s phone system is kept up to date. 
 

Department 

 Confirm, agree, sign-off and communicate on-sales timings of memberships and cricket fixtures. 

 Assist in the design, sign-off and procurement of ticket stock, membership cards, inserts and wallets. 

 Act as the Club's main point of contact with the ticket collateral providers. 

 Design and sign-off ticket, Print at Home ticket and membership card print layouts. 

 Confirm, agree, sign-off and communicate ticket and card printing fulfilment schedules. 
 

Systems 

 Act as the Club's main point of contact with the ticketing provider’s Account Manager. 

 Be conversant with ticketing provider’s software systems (currently Venuemaster, e-Tickets and Access 
Manager). 

 Work closely with Two Circles to ensure the data feed from the ticketing system is providing accurate daily 
information. 

 To manage the ticketing database and ensure any captured data is accurate and maintained. 

 Ensure that the venue seat manifest is accurate and updated on the ticketing system and manage what is 
available for sale to the various client groups. 

 Ensure that the agreed pricing is accurately reflected on the ticketing system. 

 Ensure that the online sales website has the correct information and prices and the look and feel is 
consistent with the LCCC website. 

 
Customers 

 Deal with customers in a friendly and helpful manner, representing the club positively, ensuring that all 
Ticketing staff do likewise. 

 Ensure the various customer journeys to purchase tickets are exemplary and evolve to meet the business 
and customers’ needs. 

 Ensure that the Club uses all necessary practices to be accessible and that disabled customers are considered 
at all times. 

 Ensure all Ticketing staff and ticket buyers have the information at hand they require about Manchester, the 
venue and each event at EOT. 

 Deal with customer feedback in accordance with the Club's feedback policy. 
 

Reporting 

 Ensure accurate ticket and membership sales reconciliation is carried out as required by the business, with 
specific focus on the finance department. 

 Produce sales reports as required by ECB, LCCC management, Marketing and Finance departments. 

 Identify key trends and opportunities from all reporting and analysis to provide an enhanced level of service and 
improved sales. 

 
 

 
 



 

3. KNOWLEDGE/EXPERIENCE/SKILLS NEEDED 

(the expertise needed to perform the job to the required standard) 
 

 Knowledge of ticket sales processes, ticketing system functionality and provision of ticketing services by an 
agent. 

 Experience of working within a major ticketing function. 

 Understanding how a venue works in relation to ticketing. 

 Excellent time management and organisational skills. 

 Customer service focused. 

 Excellent team leadership and management skills. 

 Experience of team coaching and support. 

 Strong understanding of reporting processes and how best to communicate such information. 

 Attention to detail. 

 Sales and customer focused 

 Ability to work to deadlines and work calmly under pressure. 

 Collaborative and reliable team member. 

 Friendly, approachable and supportive. 

 Flexible and adaptable. 

 Communicates clearly and concisely and can adapt style and approach to audience. 

 Motivated, professional and enthusiastic. 
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