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	Fares and Ticketing Consultant


	Level
	1B
	Location
	Brisbane Head Office

	Department
	Virgin Australia Holidays, Guest Contact Centre
	Division
	Service Experience

	Group
	Product & Guest Services
	Direct Reports
	NIL

	Reports to
	Team Leader, GCC Virgin Australia Holidays
	Manager once removed (MOR)
	Leader, Customer Service GCC Virgin Australia

	Role Scope
	
	Updated
	01/12/16


Role Summary

Role purpose
	Virgin Australia Holidays is the holiday program of Virgin Australia. The holiday program is the leisure brand and distribution arm of Virgin Australia providing a platform for leisure customers to book holiday arrangements.

Customers seeking leisure getaways can book Virgin Australia and partner flights along with any extensive range of land arrangements, including hotels, resorts, car hire, travel insurance activities and events.

To facilitate delivery of all fares and ticketing ensuring guest experience is consistent. We do this by:

· Using specific processes to ensure all tickets have been issued correctly

· Manage Galileo Travel port (GDS) queues to ensure no impact to guests ticketing

· Assist colleagues with complex fare itineraries, reissues and refunds

· Support back office functions for Events Ticketing, Supplier Communications and problem solving for guest and sales agents




Accountabilities and Key Metrics

	Accountability
	Major activities
	Key Metrics

	1.  Ticketing
	
	· Manual/Auto ticketing all bookings
	· No missed ticketing deadlines

	2. Queue Management
	
	· Ensuring queues are manage and cleared each day
	· No HX PNRS, No missed ticketing deadlines

	3. Refunds
	
	· Applying for refunds via Galileo and BSP
	· All refunds are credited back to Virgin Australia Holidays

	4. Fares Subject Matter Expert
	
	· Providing ongoing assist to GCC agents
	· Transferring of knowledge between fares and ticketing consultant and GCC agents.

	5. Providing GCC agents with alternative routing options
	
	· Assisting with quoting guests with relevant routing options
	·  Increased sales conversion for complicated itineraries


	6. BSP and Non BSP ticketing
	
	· Maintain airline and ticketing for sporting, exhibition and theatre events
	

	7. 2nd Level support
	
	· Assisting front line selling team and handle guest escalations as required
	

	8. Reservations Platform Management
	
	· Manage new incoming booking queues, emails for all new/changed bookings and manage supplier fulfilment via email/phone.

· Perform Fraud verification on bookings

· Update systems to reflect booking confirmations and send customer communications including new itineraries and vouchers as required for their holidays
	

	9.  Fraud
	
	· Conduct initial fraudulent booking verifications in line with guidelines and escalate as required
	


Our Values
Heart
· Genuine
· Authentic
· Heartfelt
· Care
· Respectful
· Personal
· Sincere
Spirit

· Zest for life
· Positive
· Energetic
· Spontaneous
· Passionate
Imagination
· Creativity
· Find ways
· Progressive thinking  
Collaboration
· Inclusive
· Together
· People / people Involving
· Caring for others 

· Engaging
· Open
Expertise

	
	Must have
	Great to have

	Knowledge/qualifications
	· Minimum 3 years Travelport Galileo (GDS)
· Fares & Ticketing 1 & 2
	· Knowledge of wholesale/retail fares


	Experience
	· Comprehensive knowledge and experience in automated and manual ticketing
· Comprehensive knowledge and experience in applying for refunds via GDS and BSP

· Comprehensive knowledge and experience in fare construction

· Knowledge and experience with Reservation system Platforms
	· Extensive airline knowledge
· Extensive fare construction experience

· Advanced ticketing troubleshooting


Key interactions

	Internal
	· Virgin Australia Holidays Management Team, GCC Agents, Accounts, Revenue Management

	External
	· Consolidated Ticketing


Sign off
I have read and understand the requirements of this position.  I agree to consult with my Leader should I not understand the key accountabilities or expectations of me.  I will carry out the position to the best of my ability and understand I must meet required performance standards and targets.  I accept the responsibilities of the position as outlined above.

I understand the position description for my role is constantly evolving, based on emerging priorities and shifts in organisational and department needs, and therefore will be updated from time to time.
	Team member name:

	Signature:
	Date:
 MACROBUTTON  NoMacro [Add date]

	Leader’s Name:

	Signature:
	Date:
 MACROBUTTON  NoMacro [Add date]
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