
 

 

INFORMATION PACKAGE 
Customer Service Consultant 

 
Our organisation | The Tasmanian Symphony Orchestra (TSO) is one of Australia’s leading performing 

arts companies and part of the DNA of Tasmanian cultural life – we have been inspiring, invigorating, 

and entertaining audiences through music since 1948. We are recognised across the island and 

throughout the world for our distinctive artistic identity that is forged from our people and our place. 

Our 47-piece orchestra performs an extensive and varied concert season in Hobart, a smaller season 

in Launceston, and concerts across regional Tasmania; as well as undertaking a significant recording 

schedule; undertaking meaningful community engagement projects; and delivering intensive training 

programs for players, composers, and conductors.  

 

Our values | In 2021, the TSO embarked on a bold employee-led project to identify and finalise the 

new organisational values that will guide our strategy, decisions, and behaviour over the next ten 

years. From consultation with nearly 100 members of the TSO cohort, three clear and agreed values 

emerged: connection, artistry, and integrity. We commit to uphold these values in everything we do. 

 

Our home | The TSO is inherently influenced and inspired by its home in lutruwita/Tasmania. The 

untouched wilderness and thriving cultural life of our state make it an inspiring and internationally 

sought-after location to live and work. Our main performance venue, rehearsal studio, and office are 

co-located on the Hobart waterfront, and musicians and staff alike value the community spirit and 

work-life integration that a small but vibrant capital city like Hobart provides.  

 

Our people | The TSO community (musicians, staff, board, and supporters alike) are enterprising, 

curious, collaborative, and committed. United by a love of music and with a strong esprit de corps, 

employees are empowered to bring new and bold ideas to the table. We actively strive to maintain a 

workplace that is welcoming, inclusive, and safe for all.    

_____________________________________________________________ 

About the opportunity | The TSO is looking to expand its team of casual Customer Service Consultants. 

Part of the Box Office team, this role is responsible for the provision of sales and frontline services to 

TSO customers. Using TSOs ticketing and CRM system, the Customer Service Consultant ensures all 

patron enquiries and transactions are undertaken in a positive, knowledgeable, and professional 

manner. This role would suit an individual with prior sales or customer service experience; impeccable 

interpersonal skills; and strong computer literacy. Prior experience working within a ticketing, CRM, 

and/or database system is a plus, as is an interest in classical music or the arts. A positive and solutions-

oriented mindset is an absolute must – the ideal candidate will thrive in meeting the needs of TSO 

customers. This is a casual, rostered role. The TSO may appoint more than one candidate.  

A full position description, selection criteria, and information on how to apply can be found on the 

following pages of this Information Package.  



 
 

 
POSITION DESCRIPTION 

 
Position: Customer Service Consultant  

Department: Marketing & Communications 

Immediate Supervisor: Customer Experience Lead 

Classification and Rate: Level 1.1 ($24.2274 per hour plus 20% casual loading, plus 
superannuation at 10%) 

Working Conditions: Tasmanian Symphony Orchestra Staff Agreement 2015 

Position Description Prepared: August 2021  

 
_____________________________________________________________ 

Key Function 

The Customer Service Consultant is a member of the Box Office team, responsible for the provision of 

sales and frontline services to the TSO customers and patrons, and the administrative support to the 

organisation. The Customer Service Consultant works alongside other Box Office staff members, both 

at the TSO’s main performance venue Federation Concert Hall and other Tasmanian venues, to ensure 

all patron enquiries and transactions are undertaken in a positive, knowledgeable, and professional 

manner.    

Duties and Responsibilities 

• Provide excellence in front line ticket sales, memberships, merchandise sales and reception 

service to TSO clients through all channels (phone, internet and in person) 

• Manage allotted customer grouping within the TSO database and undertake regular outbound 

customer relationship programs as directed 

• Assist with designated sales initiatives including telemarketing, subscription, loyalty 

philanthropy programs, volunteer relationships, fundraising and membership campaigns 

including the provision of relevant clerical support as required 

• Assist in updating & maintaining the TSO CRM system (Tessitura) as directed 

• Utilise the TSO Customer Relationship Management system (Tessitura) to process and 

maximise sales, donations, memberships and maintain and manage customer data 

• Stay fully conversant with the TSO organisation, orchestra, concert series and marketing 

programs as well as all staff, artists, board members, and major donors 

• Undertake with direction various reconciliation duties including daily banking, stock take of 

merchandise and preparation of associated reports 

• Provide administrative support within the customer service area 

• Always maintain a positive and professional demeanour and presentation in order to 

represent the TSO brand to customers 



 
 

• Carry out other duties as reasonably directed within the incumbent’s skills, knowledge, 

experience, and qualifications. 

Work Health and Safety  

Under WHS legislation, you are required to comply with all WHS policies and procedures in the 

workplace and follow reasonable WHS directions.  

While at work, workers must:   

• take reasonable care for their own health and safety and that of others who may be affected 

by their actions or omissions 

• comply, so far as you are reasonably able, with any reasonable instruction given by the TSO 

to allow TSO to comply with WHS laws 

• maintain a commitment to undertaking all duties in adherence with TSO’s Covid-Safe protocol 

to ensure the continued safety of our staff, customers, and stakeholders  

• co-operate with any reasonable policy or procedure of TSO relating to health or safety at the 

workplace that has been notified to workers including the wearing of provided Personal 

Protective Equipment (PPE) supplied to you by TSO. 

Selection Criteria 

1. High level sales, customer service and customer problem solving skills and experience, or 

High level telephone and/or personal sales skills and experience, with strong customer focus and 

customer problems solving skills 

2. Excellent communication and interpersonal skills, particularly with the ability to communicate 

with broad customer groups and clearly and concisely impart information 

3. High level computer skills and experience including the Microsoft Office suite of products and 

database administration experience. Demonstrated experience with complex CRM or ticketing 

systems is an advantage, e.g., Tessitura 

4. Proven ability to work under limited direction and be proactive 

5. Excellent organisational skills with accuracy and attention to detail 

6. Proven ability to work as an effective team member in a busy small team environment 

7. Experience with cash handling, banking, and cash reconciliation 

8. A demonstrated interest in classical music and/or the arts is desirable 

9. Ability to work flexible hours in accordance with peak periods. 

 

Other Conditions 

• Work outside of standard business hours will be required to resource the Box Office at concerts 

and other TSO events.  

 

 



 
 

HOW TO APPLY 
 

Process  

If you would like to apply for this role, please submit the following:  

• A cover letter (no more than two pages long), outlining how you meet the selection criteria  

• A current CV (no more than four pages long), that summarises your previous work history, 

skills, and attributes  

 

Within your cover letter or CV, please ensure you include: 

• the names, job titles, and contact details for two referees  

• Given this is a casual role, a broad sense of your availability across a standard week  

 

Documents should be submitted in PDF format. Please email your application to 

recruitment@tso.com.au  

 

Closing date and interviews 

The closing date for this role is Friday 15 October 2021. Late applications may not be accepted. The 

TSO intends to hold interviews for short-listed candidates in late October.   

 

For more information…  

If you wish to understand more about the role before applying, please contact the hiring manager 

using the below contact details: 

 

Kateryna Collier (Customer Experience Lead) via recruitment@tso.com.au  

 

 

 

The TSO celebrates workforce diversity and welcomes applications from all members of the 

community. We are committed to equal employment opportunity regardless of race, colour, 

religion, sex, age, sexual orientation, marital status, disability, or gender identity. 

If you have any accessibility requirements relating to applying for this role and attending an 

interview, please do not hesitate to contact us via recruitment@tso.com.au so that we can 

accommodate these needs. 

mailto:recruitment@tso.com.au
mailto:recruitment@tso.com.au
mailto:recruitment@tso.com.au

