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Introduction

@ About Spraoi agus Spoért

Spraoi agus Spoért is a multi-award-winning social enterprise and registered charity
based in Carndonagh, Co. Donegal, at the heart of the Inishowen Peninsula.

Founded in 2010, we are driven by a mission to create an inclusive and vibrant community
where every individual and family can thrive.

Our work fosters rural regeneration through innovative, inclusive, and sustainable
programmes that address the unique challenges of our region.
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@ Aims & Objectives

Spraoi agus Spoért is committed to:

Empowering individuals and families: Supporting families to connect with opportunities that
improve wellbeing, belonging, and personal growth.

Promoting inclusivity and diversity: Ensuring that every person who engages with us feels
welcome, respected, and able to access our services.

Enhancing community experience: Providing high-quality childcare, classes, camps, and
events that are delivered seamlessly and to the highest standard.

Fostering creativity and innovation: Developing systems and services that respond to the
needs of families in new and imaginative ways.

Building community connections: Acting as a trusted hub for families, schools, community
groups and facilitators, where strong relationships and collaboration can flourish.

Driving sustainability and impact: Strengthening our organisation through efficient
operations, responsible use of resources, and customer service that contributes to lasting social
impact.

@ Main Activities

Spraoi agus Sport delivers diverse, impactful programmes through three core workstreams:

e Community & Inclusion
* Innovation & Engagement
e Sustainability & Circular Economy
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@ Core Hubs

Within the workstreams we have six core hubs:

Child & Family Hub: Offering parent-toddler groups, inclusive youth clubs, creative arts
workshops, and holiday camps.

Digital Creative Lab: Equipping young people with skills in coding, robotics, and digital
fabrication, including the innovative Inishowen Gaming Academy.

Circular Economy Hub: Promoting sustainability through upcycling, repair cafés, and retail
initiatives like Siorai Clothing and Sustainable Home stores.

Community Childcare: Providing affordable and inclusive childcare services tailored to
children with additional needs.

Garden Centre & Nursery: Serving as a hub for sustainability training and biodiversity projects.

Rural Regeneration Projects: Initiatives like Tus Nua and plans for a purpose-built Child &
Family Hub.

@ Vision @ Mission

A vibrant and inclusive community Spraoi agus Spért is dedicated to empowering
where every individual and family individuals and families in our community through
thrives, and  rural regeneration exceptional recreational and creative programmes.
flourishes.

We strive to foster social cohesion, create
opportunities for growth and development, and
contribute to the rural regeneration of our area.

By embracing excellence, engagement, inclusion,
and sustainability, we aim to make a lasting
positive impact across our community.
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@ Values in Action

This role embodies Spraoi agus Spoért's core values:

Empathy: You will listen carefully and respond with understanding to families, children, staff
and facilitators, ensuring everyone feels valued and supported.

Inclusion: You will create a welcoming front-of-house experience where every person,
regardless of background or ability, can access our services with dignity and respect.

Impact: By ensuring smooth operations and excellent customer care, you will directly

contribute to the positive difference Spraoi agus Spoért makes in the lives of families and the
wider community.

Community: You will be the friendly face of Spraoi agus Spoért, building trust and strong
relationships with local families, schools, and partners.

Collaboration: You will work closely with colleagues, facilitators, and external stakeholders to
deliver seamless classes, events, and services.

Sustainability: Through efficient administration and careful use of resources, you will help
Spraoi agus Sport grow responsibly and sustainably for the benefit of future generations.

For more information about Spraoi agus Spoért
and our work, visit www.spraoiagussport.ie
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About the Role

@ Customer Experience Lead

The Customer Experience Lead is a pivotal role at Spraoi agus Spért. You will be the first
point of contact for families, visitors, and facilitators, ensuring that everyone who engages
with us receives a warm welcome and a professional, efficient service.

This role carries full responsibility for the administration function of the organisation,
overseeing bookings, records, timesheets, compliance, and financial reconciliations. You
will manage the systems and processes that keep our services running smoothly, from
classes and camps to birthday parties and community events.

Beyond administration, you will be the face of Spraoi agus Spédrt, creating an inclusive and
supportive environment, coordinating with staff and facilitators, and ensuring that our
front-of-house operates to the highest standard. By combining operational excellence with
genuine care for people, you will help us deliver on our mission to create an inclusive,
vibrant, and sustainable community.

Key Responsibilities
@ Customer Experience

>) Act as the first point of contact for families, visitors, and facilitators, providing a warm,
professional, and inclusive welcome.

>) Lead and motivate the Administration team to ensure a high-quality customer
service.

>) Handle enquiries via phone, email, social media and in person with efficiency, care,
and empathy.

>) Ensure that all service users, their families, staff and visitors feel supported and
respected, reflecting Spraoi agus Spoért’s values in every interaction.

)) Ensure confidentiality and GDPR compliance across all administrative functions.

@ Administration & Systems

>) Lead the administration function across Spraoi agus Spoért, ensuring accuracy,
efficiency, and confidentiality in all records.
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Key Responsibilities (ontinuea)

)) Generate ideas for classes, camps, workshops, events and birthday parties and if
viable bring them to fruition.

)) Manage class, camp, bus, workshops, events and party bookings, including payments,
registers, and confirmation communications.

>) Promote activities, workshops and events ensuring our messaging is consistent
across the marketing platforms.

>) Maintain up-to-date tutor and facilitator records, timesheets, and Garda vetting
compliance.

>) Reconcile daily cash and card transactions and support financial record-keeping for
reporting.

@ Events & Programme Support

> Coordinate the smooth delivery of birthday parties, classes, and events, ensuring
facilities are prepared and resourced.

> Liaise with staff and facilitators to ensure they have schedules, attendance registers,
and materials needed.

> Support schools and community partners with bookings for tours, activities, and

programmes.

>) Evaluate the success of events and activities and provide reports to the CEO to inform
future events

@ Leadership & Collaboration

)) Be the visible face of Spraoi agus Spoért at front-of-house, and events building positive
relationships with families and partners.

)) Work closely with the wider team to ensure smooth coordination between
administration, programme delivery, and management.

)) Identify opportunities for process improvement and implement changes to enhance
efficiency and customer satisfaction.

)) Uphold Spraoi agus Spdrt's core values — empathy, inclusion, impact, community,
collaboration, and sustainability — in daily practice.

All staff are required to be flexible and to work as part of a team, to ensure the
organisation achieves its goals. This job description is not intended to be a comprehensive
list of all duties involved and consequently, the post holder may be required to perform
other duties as appropriate to the post which may be assigned to them by the CEO from

time to time.
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KPIs / Priorities

After 6 months in the role, you will be expected to be working towards the following KPIs and priorities:

Customer Experience

Target: 95%+ positive feedback from families and service users

Customer satisfaction surveys and follow-up feedback reports.

Customer Experience

Target: All enquiries acknowledged within 24 hours.

Tracking response times via email/phone logs.

Administration & Systems

All Garda vetting records current and compliant.

Target:

Compliance checklist updated quarterly.

Bookings & Events

Birthday party bookings at minimum 60% capacity.
Target:

Monthly report on party bookings versus available slots.

Bookings & Events

100% of classes, workshops and parties set up on time with correct
resources.

Target:

Feedback from staff, facilitators and event checklists.

Leadership & Collaboration

Target: Implement at least two process improvements.

Documented improvements with before/after impact assessment.
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About You

Person Profile

The ideal candidate will be a confident, organised, and approachable professional who thrives in a fast-
paced, community-focused environment. You will be passionate about delivering excellent customer
experiences, highly skilled in administration, and able to balance detail with the bigger picture. As the
face of Spraoi agus Spdrt, you will bring warmth, professionalism, and a genuine care for people,
ensuring that every visitor feels welcome and valued.

You will have experience managing systems and processes, as well as the ability to solve problems
quickly and effectively. Above all, you will be motivated by making a positive difference in the lives of
families and the wider community.

Key Attributes

>) Customer-Focused: Committed to delivering exceptional service, ensuring every
family and visitor feels valued.

>) Organised & Detail-Oriented: Able to manage multiple bookings, records, and
processes with precision.

>) Strong Communicator: Excellent written and verbal communication skills, with the
ability to engage confidently with families, staff, facilitators, and partners.

>) Team Player: Collaborative and supportive, working effectively with colleagues across
the organisation.

)) Problem-Solver: Quick to identify solutions and adapt to challenges in a calm,
professional manner.

)) Values-Driven: Demonstrates empathy, inclusion, impact, community, collaboration,
and sustainability in day-to-day practice.

)) Leadership Potential: Capable of taking initiative, improving processes, and
supporting others to deliver at a high standard.

Skills & Experience

Essential

)) Proven experience in administration and customer-facing roles.
)) Strong organisational skills with the ability to manage multiple tasks and priorities.

)) Excellent interpersonal and communication skills, both written and verbal.

)) Proficiency in Microsoft Office (Word, Excel, Outlook) and confidence using booking or
CRM systems.

)) Demonstrated ability to handle financial transactions, reconciliations, and accurate
record-keeping.
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About You (continued)

) Ability to remain calm and professional under pressure.

)) Experience of managing a team.

) Evidence of working effectively in a team environment.
Desirable
> Experience in a commmunity, education, childcare, or events environment.

>) Knowledge of the National Childcare Scheme (NCS).

>) Previous responsibility for leading administrative systems or functions.
> Experience supervising or coordinating staff or volunteers.

) Familiarity with GDPR, safeguarding, and compliance processes.

Additional Information

This is a full-time, permanent position funded under the Pobal Community

)) Services Programme. The role requires a 37.5-hour working week and includes a 6-
month probationary period.

)) The successful candidate can expect to earn a competitive salary commensurate
with experience.

)) The Customer Experience Lead will report directly to the CEO.

)) Flexible working hours will be required from time to time, including evenings and
weekends.

)) The annual leave entitlement is 20 days plus public holidays.

>) The position is Carndonagh-based, with some travel.

For application details, visit:
www.spraoiagussport.ie
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How to Apply

@ Equal Opportunities

Spraoi agus Spdrt is an equal opportunities
employer and welcomes applications from all
sections of the community.

Page 12

@ Sending CV

To apply for this role, please email your
CV and a tailored cover letter outlining
your suitability for the role, detail your
experience and competency level with
software packages, and address the
key responsibilities and skills outlined
above, to hr@spraoiagussport.ie by
12PM on 15th October 2025, with the
subject line of your application as
“Spraoi agus Spoért -  Customer
Experience Lead”

@ Discussion

For a confidential discussion about this
role, please contact us via the above
e-mail to arrange a call.

@ Accessibility

It is Spraoi agus Spoért's policy to ensure
that as much accommodation as
possible is conducted to facilitate the
participation of individuals with a
disability in the recruitment process and
the workplace. If you require any
specific accommodations, please let us
know.
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Please Note

>) It is envisaged that first round interviews will be held week commencing 20th of
October 2025.

)) Second round interviews, if required, will take place the following week.

)) Interviews will be in person in Carndonagh.

)) The successful candidate will ideally be in place by November 2025.

)) Any offer of employment is subject to receipt of two satisfactory references.

)) Applicants should have the right to work in Ireland.

)) Candidates must possess a full clean driving licence and have their own transport.

>) Spraoi agus Spért is a smoke and vape free workplace.

>) More information on Spraoi agus Spdrt can be found on their website:
www.spraoiagussport.ie.
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~ ) E-mail info@spraociagussport.ie

@ Address Unit 7 SuperValu, Carndonagh,

Co. Donegal, F93 AYeD
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