
Sage Gateshead
Customer Experience Team 
Member (Casual)
£7.16 per hour if aged 20 or under, £9.46 per hour if aged 21 or 22, £9.79 per 

hour if aged 23 or over



Hello
Thanks for your interest in Sage Gateshead. I’ve been here since 2015, having 
relocated to the North East. In that time, I’ve enjoyed the welcome this region and 
our organisation are well known for. 

Sage Gateshead is a cultural and architectural landmark, but in my opinion it’s 
what you encounter inside the building that makes this place special. We’re 
building a creative, diverse and passionate team, doing work we really believe in. 

Sage Gateshead is a fantastic place to work. That’s because it’s an organisation 
full of brilliant people who are passionate about our mission. Our team work hard 
to ensure everything they do is for audiences, for artists, for the North, for the 
long term.

We look forward to meeting you if your application is successful.

Abigail Pogson
Managing Director



About Sage 
Gateshead
Sage Gateshead is an international music centre with 
multiple auditoriums, all with world class acoustics. 

Our building also contains a 25 room Music Education 
Centre, bars, a restaurant, café, and public ‘town square’ 
concourse anyone can enjoy for free.

From our iconic Foster + Partners building on the banks of 
the Tyne, the charity works across the North of England. 
We are home to the UK’s leading chamber orchestra, 
Royal Northern Sinfonia. We provide a multi-genre 
programme of events and festivals featuring musicians 
from across the world. 

We also offer a young musicians programme training the 
next generation of musicians, an extensive programme of 
music for social impact, evening and day-time classes for 
people of all ages and a multi-genre artist development 
programme.

At Sage Gateshead all genres of music have equal status 
and we believe passionately in international level 
excellence and inclusivity. Some of the musicians we’ve 
worked with recently are Kamasi Washington, KT Tunstall, 
LA Master Chorale, Terry Riley, John Grant, Nightmares 
on Wax, and Maarja Nuut. 

In 2019/20, we presented around 500 events for a live 
audience of 500,000, and 6.6 million people heard our 
work via stream or broadcast. Our building was visited by 
an additional 430,000 people from all over the world. 

Each year we support over 200 musicians through our 
artist development programme and we work with around 
20,000 children and young people and 20,000 adults in 
our creative learning programme.

We employ over 400 people and in our first decade, our 
economic impact was £283 million.

We are for audiences, for artists, for 
the North and for the long-term. 
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A Future for Live Music
The past 18 months have been challenging for the cultural sector as a whole and have
threatened the performing arts across the country, including Sage Gateshead. 

The Covid-19 pandemic presented us with huge challenges. In April 2020, we faced a staggering 
£10m drop in revenue and a seven-figure deficit. We’ve weathered the first phase of this crisis 
because of the great support from our audiences and donors to our three-year, £3m Crisis, Recovery 
and Renaissance campaign. We also received emergency government funding, and restructured our 
team losing many valued colleagues. 

Our Crisis, Recovery and Renaissance campaign also expresses the active role we’re playing in the 
region’s recovery as we get back to providing world class music and learning for people from all 
walks of life.

Under the wider banner of ‘A Future for Live Music in the North East’, we’re talking to our audiences 
and communities about ambitious artistic plans which put culture at the heart of the region and its 
recovery. We are also partners in a major development of the site next to our building. This will
lead to the creation of a unique cultural, entertainment, business and leisure campus, turning the 
whole of Newcastle Gateshead Quays into a high-profile destination. Building on 15 years of 
success, this promises to be a new era for Sage Gateshead.

Working at Sage Gateshead
Sage Gateshead is a cultural charity and one of the biggest employers in Gateshead. Our team 
includes our full-time orchestra Royal Northern Sinfonia, over 100 tutors, musicians and music 
leaders, an administration and operations team and a large group of casual ‘Front of House’ 
team members. We believe Sage Gateshead is a great place to work – a creative and friendly 
environment, where no two days are ever the same. 

We invest in training and support for our team and offer a range of benefits aimed at promoting 
well-being, goodwill and an engaged workforce:

• Annual leave of 25 days p/a pro rata plus statutory holidays

• Sick pay – after 6 months’ service - full pay for 6 weeks rising in steps to full pay for 6 months
after 3 years’ service

• Learning and Development tailored to your role within our organisational strategies

• An environment with flexible and hybrid working options where possible for your role.  Where
a role allows hybrid working this generally includes the option to work from home Mondays
and Fridays, with other flexibility to be agreed dependent on your role

• A culture encouraging inclusion where everyone can be themselves

• We provide an auto enrolment pension through Scottish Widows where the employee
contributes 5% and Sage Gateshead contributes 3% making a total contribution of 8%

• Ticket, café and car park discounts at Sage Gateshead

• Bike to work scheme & Travel ticket scheme providing loans for annual travel passes

• Voluntary health care cash plan through HSF, eye test scheme.

• An environment where your health and wellbeing is important. We offer health and wellbeing
campaigns supported by our health and wellbeing teams throughout the year.



Diversity and Inclusion
You’ll be welcomed at Sage Gateshead and will find an inclusive environment where different views 
and experiences are valued. We encourage everyone to be themselves and share what makes each 
of us unique.

We want our workforce to be representative of the audiences and communities we serve.

Sage Gateshead has a range of family friendly, inclusive employment policies, flexible working 
arrangements, employee engagement forums, facilities, and services to support all employees.

Sage Gateshead is a unique place where artists come to perform, develop work, teach. This is also 
where audiences from a wide range of backgrounds come to hear, make and participate in all 
genres of music. We are an active participant in communities in the North.

It’s our policy that all applicants and employees receive equal treatment irrespective of sex, race, 
disability, sexual orientation, religion or belief, age, marital status or civil partnership, pregnancy/
maternity or gender reassignment. 

We support flexible working and job-shares. We are a Disability Confident employer and positively 
welcome applications from disabled people.

Find out more by visiting our website.

Reasonable Adjustments
If you need any changes to our process to ensure you can shine please contact  
recruitment@sagegateshead.com 

Sage Gateshead Values
Sage Gateshead’s success comes from the work of the teams who deliver our objectives. Teams 
are made up of individuals who each bring a different set of skills, knowledge and experience. 
Organisational success is achieved as individuals within teams combine those elements as they 
contribute collectively. 

Sage Gateshead is committed to promoting a diverse and inclusive community - a place where we 
can all be ourselves and succeed on merit.

Our five core values are:

Creative – in outlook and championing creativity and learning, 
particularly for children and young people. Developing new ideas 
and open to change, in our organisation, our artists, our music and 
our audience.

Diverse – in our music and our programme, our audience and our 
workforce.

Focused – on being professional, commercial and entrepreneurial 
to help deliver our mission.

Leading – there is excellence in all we do, in the music sector, in 
the local community and throughout our work.

Responsible – for our decisions and accountable for our actions.

mailto:recruitment@sagegateshead.com 
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Position in Organisation
Reports to: Duty Manager or Box Office management as appropriate, Audience Experience 
Manager, Head of Audience Experience, Sales & Events as appropriate 
Works in conjunction with: All colleagues, in particular Food and Beverage, Box Office and 
Set Ups

About the Role
The Customer Experience Team (CET) is the first point of contact for customers calling or 
visiting Sage Gateshead and attending events. All members of the Customer Experience 
Team are trained to steward the building, events and shows, and to work on the Coats Desk. 
Within the team there are additional specific roles including with our Welcome Desk, Box 
Office and Meet & Greet. 

For any of these roles you must be able to demonstrate that you are extremely proactive, 
friendly, flexible, good at problem-solving and happy to engage with a huge range of 
customers. You may also be required to work in our retail outlets. 

Most shifts are between 3 and 5 hours long and are on evenings and weekends, so 
successful candidates must be available at those times. Rosters are completed 
approximately 3 weeks in advance and there is the option to sign up for additional shifts 
when available. 

Our internal policy is that we will never give you a shift less than 3 hours long. 

Overall Purpose of the Role
To engage every visitor to the building, whether a colleague, artist, customer or tourist, with 
a warm and friendly welcome. Always provide excellent customer service whilst 
embodying the Sage Gateshead values. Work with the wider team to follow guidelines and 
processes at all times to deliver a safe and enjoyable show/event.

Customer Experience Team Member Casual
Department & Team: Audience Experience, Sales and Events
Working Hours: As required during operational hours, including evenings, 
weekends and bank holidays. This is a casual position. Hours will vary.
Salary: £7.16 per hour if aged 20 or under, £9.46 per hour if aged 21 or 22, £9.79 per 
hour if aged 23 or over



Duties & Reponsibilites

Customer Experience Team
• Maintain an excellent knowledge of Sage Gateshead’s values, facilities, events, prices and programme. 

Act as an ambassador for the organisation
• Take pride in working as part of the Customer Experience Team, supporting your colleagues and 

sharing your knowledge
• Provide a warm and professional welcome to all visitors
• Follow correct uniform protocols
• Be proactive about resolving complaints and issues: gather feedback and follow company protocols 

and procedures, referring to management or other relevant colleagues where necessary
• Be flexible about working across different areas and follow the instructions of your Supervisor or 

Manager
• Show pride in the building: work with colleagues from other departments to ensure the building always 

looks its best: help keep leaflets stocked and café tables cleared. Report any issues to your manager, 
Housekeeping or Building Services as appropriate. 

• Play an important role in ensuring public safety: maintain an up to date knowledge of emergency 
procedures, follow briefings and instruction from managers, and report any health and safety issues 
immediately

• Act as an evacuation marshal in the event of an emergency, following the fire strategy [full training will 
be provided]

• On occasion you may be required to participate in bag searches, as part of our safety and safeguarding 
procedures

• Accept appropriate individual responsibility for the implementation of the Trust’s policies on Equality 
and Diversity, Health and Safety, Customer Care and Licensing.

• Observe and follow all GDPR practices
• Ensure that you follow best practice for keeping Shiftboard up to date [rostering software] with your 

availability, check rotas promptly and liaise with management at your earliest convenience if you have 
any issues

• Follow company ICT guidelines
• Undertake any other reasonable duties as requested

Meet & Greet Team
• Approach, welcome and help customers as they arrive
• Help customers with access requirements and equipment as needed
• Set up ice cream trays and programme bags, deliver them to hall staff and cash-up
• Count, sell and cash-up merchandise

Shop
• Maintain an excellent knowledge of the stock
• Take pride in the cleanliness of the shop and the appearance of the stock
• Make recommendations to customers wherever possible, including upselling when appropriate
• Follow correct opening and closing, till, and stock control procedures 

Hall Stewards
• Attend pre- and post-event briefings and report any issues to the Duty Manager
• Check tickets for correct hall, event, date, side of hall and seat numbers
• Sell programmes and ice creams as required and cash up at the end
• Enforce visitor policies as instructed (e.g. photography or drinks in halls)



Person specification

Other duties
All other duties as may reasonably be required:
Undertake other duties appropriate to the seniority of the post and in line with the 
needs of the organisation. This may involve presenting, acting as a strategic lead on a 
cross-organisation initiative or peer reviewing for another ACE NPO organisation, for 
example.

Accept appropriate individual responsibility for the observance, promotion and 
implementation of Health & Safety, Safeguarding, Customer Care, Inclusion, Equity and 
Diversity, Discrimination, Bullying and Harassment and all other policies with the Trust.

Where relevant, ensure appropriate safeguarding is in place for CYP and adults at risk, 
working closely with relevant colleagues to maintain consistency and high standards.

Work efficiently and to the highest standards within the organisation’s systems and 
administration.

Essential: 
• A passion for live events and music
• Good communication skills
• Ability to work well within a team environment, and independently as necessary
• A willingness to engage with our audiences in a friendly and helpful manner, at all

times representing Sage Gateshead
• Proactive and positive approach to work

Desirable: 
• Previous customer service experience



How to Apply
Applications should be made on a North Music Trust online application form. Please let us 
know if you need any adjustments or support to apply for this role. We will consider any 
reasonable adjustments that you may need if you are successful in being appointed to this role.

If you have any queries about your application or about the role please
contact recruitment@sagegateshead.com. 

Application Process: Guidance for Applicants
Application Process
When you find a job you’d like to apply for don’t start filling in the application form straight away. 
Take some time to prepare: read the advertisement, the job description and person specification 
so that you can refer to the specific skills and qualities that we are seeking as you complete the 
form.   

Shortlisting

Shortlisting will be based on the experience, skills and knowledge detailed in the person 
specification.

mailto:recruitment@sagegateshead.com
https://sagegateshead.livevacancies.co.uk/#/applicant/64


THE INTERVIEW PROCESS

All candidates for a role are assessed against the same requirements.

The Job Description highlights the specific skills, behaviours and experience that are relevant for the 
role. This will give you information about what we feel is important to the role and what we will be 
assessing you against.

There will be an interview component for all of our vacancies. We find this a useful way of getting to
know you and it gives you the chance to meet people you’ll be working with. Just as important it also 
gives you the opportunity to ask any questions you may have and get to know Sage Gateshead.

WHAT ELSE CAN YOU EXPECT?

Check the invitation to interview we sent you and the attachments included. If there’s anything you’ll 
need to prepare in advance, we will tell you here. You’ll also find the contact details of someone 
who can help you if you have any questions. Please let us know if there is something you aren’t sure 
about.

HOW SHOULD YOU PREPARE?

In terms of how to prepare, here are some pointers:

• Think about the areas that we’ll be assessing you against (you can find these in the job
description of the role you’re applying for) - what do you think these mean in the context of the
role you’ll be assessed against?

• Consider the work that you’ve done to date that shows good examples of the personal qualities
that we are looking for. Remember, this might not be the biggest or most successful project you
have worked on, but the one where you showed your skills at their best.

Interview

Interviews will be organised on an ongoing basis after application submission.
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Eligibility and Right to Work in the UK
It is a criminal offence to seek employment and certain voluntary work if not legally eligible to work 
in the UK. Under the Asylum and Immigration Act it is a criminal offence to employ a person unless 
they are British citizens, Commonwealth citizens with right of abode in the UK, citizens of any country 
in the European economic area, or a person with current and valid permission to be in the UK or who 
qualifies for a category specified by the Home Secretary where employment is allowed. 
Successful applicants will be asked to present the relevant documents to demonstrate their 
eligibility to work in the UK. More information can be found at www.ind.homeoffice.gov.uk

Safeguarding children, young people and 
vulnerable adults
We are committed to safeguarding and promoting the welfare of children, young people and adults 
at risk and expect all those that work with us to share this commitment. We operate a robust 
safeguarding framework and continuous assessment and development to support safer working 
practice across our workforce.

Our roles are subject to a safer recruitment process which includes relevant background checks and 
the disclosure of criminal records, sanctions and investigations where appropriate. 

Equal Opportunities Monitoring
Sage Gateshead aims to be an equal opportunities employer, and it is our policy all applicants
and employees receive equal treatment regardless of sex, race, disability, sexual orientation, religion 
or belief, age, marital status or civil partnership, pregnancy/maternity or gender reassignment. 
Recruitment and selection procedures will be monitored to ensure that individuals are selected and 
treated based on their relevant merits and abilities.

References
We ask for the details of two referees, one of whom should be your present or most recent 
employer, the other could be someone who knows you in a work related, voluntary or academic 
capacity. Both referees should be able to comment on your suitability for the post applied for.



Our Impact
This is some of the feedback from a cross section of participants on the 
difference that Sage Gateshead programmes have made to them personally.

“Music means so much in my life 
and Sage Gateshead has helped 
me rediscover it. Being part of 
Silvers has helped me rebuild my 
life. I know this is where I want to 
be.”

Paul Emery, Silver participant

“Coming here has changed my life. 
I feel happier, I have matured and 
become more confident.”

Graeme Thompson, 
Music Spark

“It doesn’t matter of someone’s 
disability – music makes a 
connection to all of us and people 
can create on all different levels”

Clarence Adoo, RNS Moves

“By coming to the classes my 
music range has increased and it 
gives me a way of communicating. 
If it hadn’t been for the choir, I 
wouldn’t be able to sing and I’ve 
always loved singing.”

Lindsey, Magenta Singers

The Silver Programme is 
for anyone over the age of 
50 and includes a range of 
daytime musical activities in a 
relaxed, friendly and supportive 
environment.

Music Spark is a programme 
of training and work 
experience for young people 
and adults aged 15 to 25 years 
old with additonal needs to 
help them become musicians

RNS Moves is part of the 
Royal Norhtern Sinfonia, Sage 
Gateshead’s orchestra.It is an 
ensemble of diasbaled and 
non disabled musicians.

Magenta Singers is a choir for 
people of any age who have
acquired aphasia and it is run 
in association with the North 
East Trust for Aphasia Support 
Centre in Newcastle.



Working in the North East
If you are reading this pack and you’re not based in the North East of England, you might be 
considering what it would be like to move to the region for this role. Firstly, you’d be in good 
company – people in all parts of the Sage Gateshead team have moved to the region for roles within 
one of the country’s biggest cultural charities. From members of our orchestra, musicians and tutors 
to our Managing Director and right across our administration team, we’re a team full of people who  
discovered the North East by taking a role with us.

When talking about why the region is a great place to live and work, the quality of life in Newcastle 
and Gateshead always comes up first. With lots of sunshine and not very much rain, we’re 15 minutes 
from the centre of Newcastle and 5 minutes from the centre of Gateshead. We have stunning 
beaches up the coast and the Northumbrian hills. Newcastle City and Gateshead borough offer a 
really wide range of living options - from city centre, suburban through to rural living, all within 10 
minutes of Sage Gateshead. This is one of the most affordable places to live in the UK, with a great 
gastronomic scene, great sports, nightlife, parks and public spaces and of course a fantastic cultural 
scene, of which we’re a part.

All of this means work/life balance is much easier than in bigger centres and family life is a really 
important part of the region’s culture. One characteristic which almost everyone agrees about is that 
people are incredibly friendly and there is a strong sense here of wanting to ensure things are fair 
and inclusive for everyone. If you’re considering this post and do not currently live in the region and 
would like to speak to someone about what it’s like to live here, let us know. We can arrange for you 
to talk to someone from our team. 

We recognise relocating is a big step and you may not know what it would be like. If you apply and 
are offered a role which requires you to move, we’ll help with an induction to the region as well as 
the organisation.
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