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Position Description: Customer Service and Community Engagement Manager
Position Overview
The Customer Service and Community Engagement role delivers exceptional customer experiences working with residents and hirers across Canberra’s arts sector and creative community. The role is responsible for all resident and community venue use across both Ainslie Art Centre and Gorman Art Centres. The role also oversees Ainslie+Gorman’s commercial operations, including the on-site café at Gorman Art Centre and commercial event management. 
This highly collaborative role works with stakeholders to partner with A+G to achieve our strategic objectives. As a senior manager within the team, reporting to the CFO and working closely with the CEO, the Customer Service and Community Engagement Manager will contribute to revenue growth, manage budgets, provide input to planning, manage issues and risks, and drive ongoing improvement of operations. The role oversees A+G’s Customer Service Officers, manages the casual staff pool and contributes to after hours monitoring of operations via an agreed roster.
Prior management experience in community and/or arts centres, legal and/or finance roles highly desirable.
Responsibilities
1. Commercial Operations & Partnerships
· Oversee A+G’s commercial operations, including the on‑site café at Gorman Arts Centre.
· Manage commercial event partnerships, ensuring brand alignment, service quality, and contract compliance.
· Monitor commercial agreements, service level expectations, and revenue targets.
· Identify and develop commercial opportunities that enhance utilisation and financial sustainability.

2. Resident & Community Venue Hire Oversight
· Oversee all resident and community venue hires across Ainslie Arts Centre and Gorman Arts Centre.
· Ensure booking processes (via Skedda) are efficient, customer‑centred, and aligned with organisational policy.
· Maintain oversight of hire agreements, contractual compliance, and resource allocation.
· Ensure residents and hirers receive accurate information, responsive support, and high‑quality service.

3. Customer Service Leadership & Team Management
· Lead Customer Service Officers and manage the casual staff pool.
· Provide direction, supervision, rostering, and workflow coordination.
· Ensure consistent, high‑quality customer experiences across all touchpoints.
· Build capability within the customer service team through coaching, guidance, and performance support.

4. Stakeholder Engagement & Strategic Partnerships
· Build and maintain strong relationships with residents, hirers, artists, producers, donors, and community groups.
· Facilitate partnerships and collaborations that support A+G’s strategic objectives.
· Represent A+G at sector events, meetings, and public forums.
· Work collaboratively with internal and external stakeholders to enhance A+G’s profile and impact.

5. Planning, Revenue, Risk & Operational Improvement
· Contribute to revenue growth through strategic planning, pricing analysis, and development of new offerings.
· Manage budgets related to commercial operations, customer service, and venue hire.
· Identify and manage risks associated with venue use, commercial partnerships, and customer operations.
· Lead continuous improvement initiatives to enhance operational efficiency and customer experience.
· Contribute to organisational planning, reporting, and cross‑team coordination.

The Customer Service and Community Engagement Manager may be required to undertake other duties as requested by members of the A+G Executive Team.  




Arts Capital Limited (ACN 639 255 815) is a not-for-profit company limited by guarantee and a registered charity that manages Ainslie Arts Centre and Gorman Arts Centre, heritage-listed ACT Government-owned facilities.
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