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INTRODUCTION 
An architectural and technological wonder for its time, Hackney Empire was built in 1901 by Frank 
Matcham; architect for the London Coliseum and the London Palladium as well as several UK 
regional theatres.  Situated in the heart of London’s East End, Hackney Empire is an iconic London 
landmark, which has adopted many guises - music hall, TV studio, bingo hall, stand-up comedy 
venue. 
 
A Grade II* listed building with 1,300 seats, Hackney Empire is one of the largest venues in London 
which, throughout its history, has always been a “people’s palace”, a confluence of the arts and 
popular culture.  It is now an exceptional variety theatre for the 21st century that embraces a local 
and global community of artists and audiences and presents work that is extraordinary, relevant, 
inspirational and transformative.  Hackney Empire’s pioneering work with young people and its 
communities are at the heart of its mission. 
 
Hackney Empire has been an Arts Council National Portfolio Organisation since 2012/13 and was a 
Regularly Funded Organisation prior to that.  In October 2017 a new Chair of the Board of Trustees 
was appointed to lead a major restructure.  This resulted in two new posts of Director of Artistic 
Programme and Executive Director being created who jointly lead the organisation.   
 

 
EMPIRE 2  
A purpose built ground floor rehearsal complex with step-free access throughout.  
 
THE EMPIRE BAR  
Adjacent to the main theatre building, The Empire Bar is managed by Passa Parola, who also manage 
the Theatre bars for Hackney Empire on a Service Agreement basis. 

Alter Ego (May 2017) 



 

 
We encourage, support and enable new creatives, artists and audiences, while preserving our legacy 
of exceptional variety, working with others to create extraordinary, relevant, inspirational and 
transformative experiences. 
 
This is an exciting time for Hackney Empire and as we move forward, we will remain committed to 
excellence, inclusion and diversity, and will develop a range of new and dynamic partnerships and 
collaborations to enhance our offer.  We will push our boundaries and explore new and challenging 
forms.  
 
The audiences with whom we engage and the artists with whom we work will continue to receive 
our renowned Hackney Empire welcome, keeping the people’s theatre in the heart of the London 
Borough of Hackney.   
 
The role of the General Manager is central to the successful delivery of these aims and our vision. 
 
Hackney Empire Limited is a registered charity limited by guarantee that leases the theatre building 
on a peppercorn rent from the freeholders, the Hackney Empire Preservation Trust.  It is a National 
Portfolio Organisation funded by the Arts Council (£368,514 in 2018/19) and by the London Borough 
of Hackney through Service Level Agreements.  
 
Hackney Empire is an equal opportunities employer and welcomes applications from all sections of 
the community. Disabled candidates that meet the person specification will be given an interview. 
 

 

English Touring Opera -  Giulio Cesare - 2017 

  



 

Title:   General Manager 
 
Salary:   £36,000 per annum  
 
Reports to:  Executive Director  
 
Responsible for: Customer Experience Managers, Stage Door Manager, Cleaning Supervisor, 

Front of House and Box Office teams  
 
Terms of Contract Full-time permanent  
 
Purpose of the role  
This role will be part of the Senior Management team, working closely with the Executive Director to 
manage the operation of the buildings, customer facing engagement (including Front of House and 
Box Office) as well as playing a key role in the delivery of health and safety, and compliance. 
 
Job Description  
 
MAIN RESPONSIBILITIES  
 

 In liaison with the Executive Director, ensure effective running of the buildings (Hackney 
Empire Theatre, Empire 2 rehearsal room and community space and The Empire Bar) across 
various departments  
 

 Oversee the management of the customer experience operation and staff and ensure that 
the Company’s ethos is reflected at all times 
 

 Create a welcoming and efficient environment for customers, artists, young people and 
staff, ensuring that the building is kept accessible, clean and well presented at all times 
 

 Play a key role in health and safety provision, including maintaining a positive health and 
safety culture and ensuring compliance with all routine legal, safe guarding, licensing and 
insurance obligations 
 

 Line manage Customer Experience Managers, Stage Door Manager,  Cleaning Supervisor and 
oversee the management of Front of House, Box Office, Cleaning and Stage Door staff. 

 
STRATEGIC  
 

 In consultation with the Executive Director, consider and advise on how current operational 
practices should evolve and change to meet the future needs of Hackney Empire with a 
particular emphasis on access   

 

 Attend Programming and Marketing meetings as appropriate to ensure a full understanding 
of the ambitions of the artistic programme, the differing audience requirements and the 
impact on the customer facing team. 

 
 



 

DEPARTMENTAL MANAGEMENT  
 

 Manage the day to day operation of Box Office and Front of House, with the support of the 
Customer Experience Managers.  This will include overseeing contracts, scheduling, 
recruitment, training and ensuring that all customer facing staff are fully aware of the 
theatre programme and ethos 
 

 Foster the energy, focus and engagement of the team to ensure all customers at Hackney 
Empire feel welcome and are provided with the highest quality customer care from the 
beginning to the end of their customer journey  

 

 Ensure that any necessary training is undertaken by the teams and that general and 
specialist support is available as required 

 

 Review and develop all relevant processes to ensure that they are effective and robust 
 

 Undertake Duty Management  
 

 Manage customer conflict within agreed Hackney Empire parameters  
 

 Ensure compliance with all HR data and financial policies and procedures. 
 
 
HEALTH AND SAFETY/LEGAL COMPLIANCE  
 

 Be responsible for the day to day Health and Safety across the organisation, including 
evacuation and in-vac procedures.  Working closely with the Executive Director, Building 
Manager and Technical Manager to oversee health and safety in all aspects of the theatre’s 
work ensuring that awareness is embedded across the organisation 
 

 Record and investigate all incidents or accidents occurring in the building, providing details 
of all reported accidents to the Executive Director via monthly reports.  Report any serious 
incidents as required by RIDDOR. 

 

 Hold and record Health and Safety induction sessions for all new staff 
 

 Compile Risk Assessments for the buildings and events, liaising with Back of House and 
Creative Learning to ensure a comprehensive approach 

 

 Take overall responsibility for the health and safety of all visitors to the building including 
Safe Guarding when working with young people and other potentially vulnerable groups 

 

 With the Executive Director, take a significant level of responsibility for all aspects of legal 
compliance and access improvements in respect of the building and the customer facing 
operation 

 

 Ensure Hackney Empire is appropriately licenced in all areas. 
 



 

BUILDINGS 
 

 Be responsible for general housekeeping; working with the Building Manager and Cleaning 
Supervisor, to ensure the buildings are welcoming, clean, tidy, secure and safe at all times.  
 

 Convene and lead building issues meetings on a regular basis to discuss maintenance and 
other building related issues.  Ensure minutes for these meetings are circulated and action 
points followed up 
 

 In consultation with Executive Director, work with the Building Manager to review suppliers 
on a  regular basis to ensure they are cost effective and fit for purpose   

 

 Uphold the company’s environmental policy in the management of the building  
 

 Ensure there is a regular building walk-round and that all maintenance or health and safety 
issues are addressed immediately where possible or appropriate action taken   

 

 Monitor and review security arrangements within the building on a regular basis and ensure 
all staff, company and visitors are briefed on security and safety procedures. 

 
 
FINANCE  
 

 Work within set operational budgets and report against targets 
 

 Provide cash reconciliations, for example, for ice cream and merchandise sales and develop 
and maintain effective stock audits and systems  

 

 Working with the relevant teams,  to support Hackney Empire’s financial sustainability by 
maximizing customer spend in a way that sits happily with vision, values and strategic 
objectives, with the aim of enabling the widest and most diverse range of people to engage 
with our programme and activities. 

 
 
COMMUNICATIONS  
 

 Ensure effective working relationships between all staff in the Customer Experience 
department, and with other operations departments in the organisation 

 

 Welcome the cast and teams for each show, ensuring they are informed about Health and 
Safety and building procedures  
 

 Develop and maintain active communication and reporting mechanisms with the Marketing 
team 

 

 Manage the day to day operational relationship with the service providers for Hackney 
Empire’s  theatre bars and café (The Empire Bar)  

 



 

 Ensure that the teams have the information they require to deliver a consistent high quality 
service. 

 
 
ACCESS AND INCLUSION 
 

 Contribute to Hackney Empire’s Disability, Equality and Diversity action plan through 
appropriate understanding of the needs of all visitors including D/deaf and disabled patrons 
and be responsible for the day-to-day implementation of this plan  

 

 Be responsible for ensuring that all customer facing staff are aware of access provision at 
Hackney Empire so that they are able to provide clear and consistent information to D/deaf 
and disabled customers as required. 

 
The nature of the role requires successful candidates to undertake and pass a DBS check  
 
 
PERSON SPECIFICATION 
 
ESSENTIAL  

 At least three years’ experience working at a management level within an arts or cultural 
venue or similar and to have undertaken duty management  
 

 Ability to motivate and to work collaboratively, flexibly and in partnership with others  
 

 Ability to manage a varied workload with multiple priorities and deadlines  
 

 Experience of issues surrounding Health and Safety and legal compliance for an arts venue 
 

 Customer Engagement Management: Experience of managing an approach to customer 
communications designed to bring all customer contact into one cohesive service  

 

 Evidence of a commitment to putting the customer at the heart of service delivery 
 

 Evidence of people management skills  
 

 Excellent  communication and interpersonal skills; competent in the use of Microsoft Office  
 

 Ability to collate, analyse, interpret and present financial information 
 

 Setting and managing budgets 
 

 Calm and flexible, tactful and diplomatic with an ability to think on your feet 
 

 An understanding of diversity and equality in their broadest sense. 
 

 
DESIRABLE  



 

 Experience and understanding of ticketing-related systems (ideally Spectrix) and other 
systems in support of the ticketing service 
 

 Experience of using Artifax event management system  
 

 Knowledge of digital platforms and associated customer experience technology  
 

 Institution of Occupational Safety and Health (IOSH) trained certification  
 

 Knowledge and/or experience of major incident planning.  
 
 
TO APPLY 
 
Please send a CV and a letter of application, (not more than two sides of A4) outlining why you are 
applying for this role and how you believe you meet the requirements of the person specification to: 
 
Jo Hemmant 
Executive Director  
Hackney Empire 
291 Mare Street 
London  
E8 1EJ 
 
recruitment@hackneyempire.co.uk 
 
Deadline for the receipt of application is 5pm on Monday 11th March 2019 
 
Interviews will be during week beginning Monday 18th March 2019  
 
We look forward to receiving your application  
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