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POSITION TITLE  

Bookings Coordinator  

LOCATION 

Capital E 

POSITION STATUS 

Full-time fixed-term 

POSITION OBJECTIVE 

The purpose of this position is to ensure the smooth operation of education, public and festival bookings for all programmes at 
Capital E.  The position will also be required to support the marketing team with outbound sales calls and also provide 
administration support across the organisation.   

CONTEXT 

Capital E is part of the Wellington Museums Trust (trading as Experience Wellington), a registered charity established by 
Wellington City Council as a Council Controlled Organisation (CCO) to manage and develop its cultural and arts visitor experiences.   

Our purpose is: Working with and for Wellington to create remarkable art, culture and science experiences that generate  

            vitality: enriching the city we love. 

Our vision is: Engaged, curious communities 

The Bookings Coordinator will contribute to the achievement of this vision and to Capital E’s standing as a centre for creativity by 
cultivating a professional and positive image of the organisation –internally through proactively coordinating excellent booking 
processes and externally through excellent, friendly and efficient customer service. 

KEY RESPONSIBILITIES 

1. Coordinate booking processes for Capital E’s public and education visitors and also venue hire clients 

2. Act as advocate for the customer and the booking journey, ensuring both direct and indirect feedback is highlighted to the 
relevant teams. 

3. Assist in the development and improvement of Capital E systems, processes and procedures  

4. To support the marketing team to promote Capital E and its programmes to the education sector with outbound sales calls. 

5. To work with the marketing team, office and visitor services manager, and executive services manager in the 
implementation and delivery of new CRM and ticketing software. 

6. To provide administration support for the organisation 

7. To contribute to the successful delivery of services for children and young people across Experience Wellington 

WORKING RELATIONSHIPS 

Internal: The Bookings Coordinator will: 

• Be accountable to the Marketing & Communications Manager; 

• Work closely with all members of the Capital E team. 

• Work in a collegial manner with all other Experience Wellington staff. 

External: The Bookings Coordinator will: 

• Develop and maintain positive relationships with individuals, groups and organisations relevant to the work of the 
Education Bookings Coordinator including: 

• Teachers, early childhood educators and general public 

• PatronBase Ltd (Bookings/Ticketing software provider) or other ticketing and CRM software providers 

• Colleagues in similar positions in other cultural institutions, Wellington City Council, relevant government organisations. 

DELEGATIONS 

Level C  
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KEY RESULT AREAS  

KEY TASKS AND ACCOUNTABILITIES 
(What needs to be achieved) 

PERFORMANCE MEASURES 
(How it will be measured) 

1. Leadership  

• You contribute as a member of the Capital E team to 
its success by achieving strategic and business 
outcomes  

• You contribute to the achievement of the Experience 
Wellington vision for Children and Young People 

 

• Your manager receives timely and relevant advice that 
influences decision making 

• All relevant KPIs are achieved 
• You gain the confidence of colleagues within Capital E 

and Experience Wellington as a professional and 
supportive colleague 

• You share your knowledge and provide assistance to 
advance the development and delivery of strategies to 
improve the visitor experience of children and young 
people at Experience Wellington institutions 

2. Bookings 

• You ensure that all bookings for Capital E activities are 
effectively and efficiently managed to optimise 
attendance and revenue. 

 

• Full compliance with booking policies and procedures is 
achieved 

• Undertake sales calls to both initiate new business and 
also improve cross-sell/up-sell opportunities within the 
education market to ensure Capital E experiences are 
maximised 

• Timely and accurate bookings/sales data is collected, 
analysed and reported, to support relevant managers 
decision making. 

• You contribute to Capital E’s reputation through your 
can do customer focused approach. 

• Your approach to the role contributes to the financial 
viability of Capital E 

• Invoices for Capital E activities are produced within given 
timeframes and outstanding accounts are followed up in 
accordance with financial policies and procedures 

• Customers’ needs are met or exceeded consistently  
• You keep up-to-date and informed of all Capital E 

programmes and scheduling throughout the year 
• Systems and practices are regularly reviewed and 

updated 

3. Venue Hire bookings 

• You ensure the venue hire process is effectively and 
efficiently managed to optimise revenue while delivering 
exceptional service and value to hirers 

• Full compliance with venue hire policies and procedures 
is achieved 

• Hirers report a high level of satisfaction using Capital E as 
a venue 

• Identify prospects and undertake sales calls to develop 
business opportunities for venue hire 

• Quality is maintained or improved  
• Systems and practices are regularly reviewed and 

updated 
• Invoices for venue hire are produced within given 

timeframes and outstanding accounts are followed up in 
accordance with financial policies and procedures 

•  

4. Administration support 

• Provide administrative support as and when required  • Follow office workflow procedures to ensure maximum 
efficiency 

• Maintain files and records with effective filing systems 
• Perform basic bookkeeping activities and update the 

accounting system 
• Monitor office supplies inventory and place orders 
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• Any other administrative tasks as directed by the 

management team 

5. Relationships and Networks 

• You ensure a professional and positive image of Capital E 
to all customers as the first point of contact for all 
Capital E booking inquiries 

• You build effective networks and working relationships 
with key internal and external customers 

• You assist the Marketing Team in developing ways of 
communicating Capital E’s activities to the education 
sector and implement agreed strategies 

• You assist the Marketing Team in developing and 
implementing strategies and opportunities for increasing 
booking numbers 

• You work collaboratively with all Experience Wellington 
staff 

• Contacts and networks within the relevant customer 
groups are effectively developed and maintained  

• Assistance and support is given to the Visitor Services 
team as required  

• Capital E and its programmes are proactively promoted 
to the education sector 

• Assistance given to the Marketing Team in accordance 
with marketing timelines.  

• Ideas and expertise are shared with other Experience 
Wellington staff. 

6. Education Programme Evaluation and Feedback 

• Work with the team to ensure the teacher evaluation 
process for education activity is effectively and efficiently 
managed 

• You provide an audience perspective to the 
development and delivery of the visitor experience. 

 

• Teacher evaluations are developed with relevant 
managers 

• Formal and informal customer feedback is monitored 
and managers/programming teams kept informed of 
relevant information 

• Full compliance with evaluation policies and procedures 
is achieved.  

• Systems and practices are regularly reviewed and 
updated. 

• Act as an audience advocate to help programme 
planning decisions and support the programming team. 

7. Booking/Venue Management System 

• You ensure the Bookings/Ticketing CRM system 
information is up to date and accurate. 

• You ensure all the CRM modules are fully operational 
• Ensure that education bookings and education customer 

data is extracted and transferred to the new CRM and 
ticketing platforms (anticipated implementation 
2019/2020) 
 
 

• Customer information is frequently checked and 
updated in CRM system 

• Any CRM system problems are resolved quickly and 
efficiently 

• With support of with the wider Visitor Services team, 
fundraising and marketing teams, improvements to the 
CRM system are researched, planned and implemented 
within agreed timeframes 

• User manuals and instructions are kept up to date 
• On-going CRM training is given to staff 

 

8. Health and Safety  

• You actively contribute to the development of a zero 
harm culture by maintaining personal knowledge of, and 
following the Trust’s health and safety policies, plans and 
procedures. 

• You ensure that your decision making is aligned with the 
Trust’s health and safety policies, procedures and plans.     

• You model good health and safety behaviours at work.  
• You report concerns about aspects of the work place 

that may be considered a health and safety risk to you, 
other workers or visitors. 

• You are able to respond knowledgably about the Trust’s 
goal of a zero harm culture and the critical procedures 
designed to promote health and safety and to prevent 
harm to workers and visitors e.g. what to do during and 
after an earthquake and evacuation procedures. 
(measured through the Annual Staff Engagement Survey 
and Annual Performance Appraisal 

• Health and safety procedures are followed e.g. hazards 
are notified, incidents and near-misses are reported. 

• There are no preventable incidents that result in harm or 
injury to you, other workers or visitors.   
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PERSON PROFILE 

Skills, experience and qualities required for this role: 

• Excellent customer service orientation with a friendly and efficient telephone manner  
• Exceptional booking skills with a high attention to detail  
• Excellent written and oral communication skills  
• Good sales skills with experience in up-selling and cross-selling 
• Experience in database management and sound competency of Microsoft Office, with particular proficiency in Excel 
• Effective time management skills 
• Practical experience in an administrative role, with an understanding of the accounts process 
• Understanding of the education sector  
• An affinity with the Arts or not-for-profit sector 
• Energy, creativity, and resourcefulness 
• Able to relate to people at all levels 
Core Competencies – Effective performance in the following core competencies is set out in the Core Competencies Guide attached.   
For all employees 
• Commitment and accountability.  
• Applying professional expertise/Creativity & Innovation.  
• Customer focus. 
• Communicating effectively. 
• Working together/ Teamwork. 

SALARY 
Negotiable between $42,268 and $52,214 
 

CORE COMPETENCIES GUIDE 
Commitment/ Accountability 
Effective performance includes: 
• Takes responsibility for own performance and development. (Prepares, participates, sets high standards, follows through, 

and is receptive to feedback). 
• Takes responsibility for accurate budgeting and to operate within approved budget and delegated authority.  
• Approaches change positively. 
• Effectively handles conflicting and changing priorities. Is organized and manages time well. 
• Displays professionalism, integrity, honesty and commitment to the Trust’s vision and goals. 
 
Applying Expertise/ Professional Expertise  
Effective performance includes:  
• Maintains currency and applies knowledge/skills/best practice/new technology/cultural and arts sector trends for the 

benefit of the position and the Trust. 
• Shares expertise with colleagues and coaches/mentors new direct report staff. 
• Seeks appropriate professional development to enhance knowledge, skills or experience. 
• Uses expertise to add value, to improve team or Trust performance and learns from mistakes. 
 
Customer Focus   
Effective performance includes:  
• Demonstrates commitment to internal (colleagues) and external customers (visitors and stakeholder) by actively listening 

and clearly identifying their needs. 
• Responds promptly to their needs, goes the extra mile, keeps them informed of progress and follows up. 
• Maintains helpful, courteous working relationships, even when the situation makes this difficult. 
• Seeks feedback from customers and acts on it (e.g. follow up/refer on, identify and action service improvements). 
• Looks for ways of making systems and processes more customer friendly.  
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Communicating Effectively   
Effective performance includes:  
• Conveys information clearly and concisely in a style and/or method of delivery which best meets the needs of the people 

receiving the message. 
• Uses language and behaves in a way that recognizes cultural uniqueness. 
• Creates open channels of communication, keeping people informed about events and decisions that affect them. 
• Listens actively and attentively (e.g. asks appropriate questions to obtain, understand and confirm information, checks 

understanding of what others are saying, and observes to perceive underlying issues and concerns). 
• Establishes and builds rapport with people at all levels both inside and outside the Trust Institutions to achieve benefits for 

the Trust.  
 
Working Together/ Teamwork  
Effective performance includes:  
• Develops cooperative and supportive relationships with colleagues. 
• Values, respects and consults team members and acknowledges their contribution. 
• Builds enthusiasm throughout projects and encourages others to do the same. 
• Participates in problem solving, discussions and communication to resolve differences and conflict. 
• Maintains productive networks. 
• Is accessible and approachable for colleagues.   


