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++ --

� Reduces non-revenue 
customer interaction for 
ticketing

� Customer expectation

� Potential new revenue 
source (fees)

� Funder expectation

• Business decisions may 
override these benefits

• We’d like to know more 
about this today

Exchange Online



Customer Expectation



Today We Will Discuss…

�UI and Planned Enhancements

�Tessitura setup

�CMS Exchange and Donate Tickets 
page types

�Email Confirmations

�Anything we’ve missed?



� S Y O S  

� B E T T E R  C O N F I R M A T I O N  F O R  D O N A T I O N S

� S E A T  M A P  F O R  B E S T  A V A I L A B L E

� A D D  D A T E  R A N G E  T O  P E R F O R M A N C E  L I S T

� S O R T  P E R F O R M A N C E S  B Y  D A T E

� F I X  S U P E R P A C K A G E S  F O R  E X C H A N G E S

� F I X  M O S  F O R  D O N A T E D  T I C K E T  O R D E R S

� S U P P R E S S  S E A T  N U M B E R S  O N  V O U C H E R S

� R E P O R T I N G  O F  P A R K I N G  V O U C H E R S  O N  
E X C H A N G E

� M I S C E L L A N E O U S  B U G  F I X E S

Customer Flow (demo);
Planned Enhancements

Target launch date: July 31



P R E P A R I N G  T O  O F F E R  E X C H A N G E S / T I C K E T  
D O N A T I O N S  O N L I N E

Getting Started



Make A Plan

Make sure everyone’s informed

Ticketing
� setup requirements, reporting implications, troubleshooting 

orders, customer service

Marketing
� messaging, communication

Finance
� remittance, reporting

Development
� impact on donors, customer service 

FOH
� potential night of show issues (showing up with original tickets)



Make A Plan

� Consider your fee structure

� Identify packages or package types that you want to make 
available for online exchanges

� Decide how you want to handle ticket turnbacks

� Include web setup and testing as part of your exchanges setup 
timeline

� Add an ‘Exchange’ button to your website or otherwise plan how 
to get customers to the right place

� Consider emailing your subscribers (mail2 triggered campaign!)



Tell Your Friendly Tessitura Admin:

� If you have feedback from the prior year’s process

� If you would like to modify the fee structure

� If you will be doing anything new from the year prior

� If any price types should be suppressed online

� When you expect to launch online



Tell Your Friendly Graphics Designer:

� Nothing!

� Seating Chart will pull from the production page

� No graphics or HTML knowledge required for setup



S E T T I N G  U P  P A C K A G E S  A N D  P E R F O R M A N C E S  
F O R  O N L I N E  E X C H A N G E

Tessitura



Package Setup

Tessitura Package setup for online exchange:

1) Package Type

2) Content Tab

� Eligible Season

� Exchange Rule

� Non-Donatable

3) Modes of Sale

� Internet – Subscription

� Internet – Sub Exchange



Package Type

� Defines exchange behavior online and in the CMS



Package Type

� If the customer has a voucher 
package, ‘Redeem Vouchers’ 
section displays

� Seat locations will be suppressed

� If the customer has a parking package, the parking 
cannot be exchanged online.  Parking packages are 
identified by their Tessitura package type



Modes of Sale

The Internet – Subscription MOS must be in all packages 
eligible for exchange so that they are imported into the CMS.

� Add the Internet – Sub Exchange MOS to the packages

� Add the Internet – Sub Exchange MOS to the eligible 
performances
� This enables you to manage specific performances within a production 

season so that customers cannot exchange into/out of them

� Check with System Administrator to ensure that the MOS has 
access to all price types eligible for exchange



Content Tab

� Eligible Season
� Defines season-to-season 

exchange (e.g. MCG can exchange to 
Pops)

� Only used if you’re allowing 
exchange between two seasons

� Exchange Rule
� Defines available packages for 

exchange
� Default is ‘Season’

� Non Donatable
� Defines whether a package’s 

seats may be donated for resale
� Default is ‘false’ (i.e. tickets may 

be donated by default)

Content Type Definition

Package only exchange to other 

performances within this package

Production Season only exchange within the 

production season

Season exchange to any performance 

within the season

None only want to allow tickets to be 

donated for tax credit but not 

exchange, then you would add the 

mode of sale and select none

http://fogbugz.pgharts.org/default.asp?W44



Content Tab: Exchange Rule Examples

� Season (+ Eligible Season): your voucher packages are in a separate 
season from your main season and you want customers to be able to 
exchange vouchers for real shows.

� Season: (default behavior) ‘Peter Pan’ and ‘Spiderman’ are in the same 
season and customers can exchange a performance of Peter Pan for a 
performance of Spiderman.

� Production Season: customers can only exchange one performance of 
‘Peter Pan’ for another performance of ‘Peter Pan.’

� Package:  the season contains ‘Peter Pan’ ‘Spiderman’ ‘Godspell’ ‘Once 
Upon a Mattress’ and ‘Evita’ but a package contains ‘Peter Pan’ 
‘Spiderman’ and ‘Godspell’ and subscribers can only exchange between 
the three shows offered within that package.

� None: if you want to allow customers to turnback/donate their tickets 
but not exchange them.

http://fogbugz.pgharts.org/default.asp?W44



Fees

� Per ticket or per order

� Note that ‘per order’ online means one show at a time

� You can’t add a complex rule e.g. if you exchange within a 
production season there’s no fee, but within a season there ‘s a 
fee.

� You cannot have a time ‘trigger’ the fee e.g. exchanges less than 
48 hours before a performance are subject to a fee

� Manage timing of exchanges via the MOS

� Set up fees via help ticket every season



E X C H A N G E  A N D  D O N A T E  T I C K E T S  P A G E

CMS



Exchange and Donate Tickets Page

� Pages to determine how your subscription packages are 
managed and displayed for online exchange

� Evergreen; reuse the same pages from season to season



CMS: Exchange and Donate Tickets Page Type

� Body: overview paragraph; content for the landing page at 
� Summary: enter your exchange policy here
� Terms and Conditions: pop up window from a link that customer must check in order to exchange
� Voucher Redeem Summary:  explain how to redeem vouchers for performances here



Body Tab

overview paragraph; 
this is the content for 
the /exchange landing 
page

This landing page may 
be linked to from your 
subscription landing 
page



Summary Tabs

Exchange and Donate

Enter your exchange 
policies here

Eligible packages will 
display below the text  

Voucher Redeem
If the customer doesn’t 
have a voucher 
package, the Redeem 
Voucher content will 
not display



Terms and 
Conditions Tab

Content displays as a 
pop up window from a 
link that customer must 
check in order to 
exchange tickets

Terms and Conditions 
also display in the cart



Package Pages Setup: Name Package

Once exchange page is set up, 
check the Package Pages:
• Is the Page Title customer-

friendly?
• Have all the exchange-

eligible packages been 
imported and published?



Simultaneous Workflow

Ensure Packages 
are Set Up for 

Online

Add to Content 
Tab

Verify price 
types are avail to 

web

Add MOS to 
Pkgs and 

Performances

Test before 
exchanges are 

offered

Verify all Packages 
are in CMS

Update content 
for 

Exchange/Donate 
Pages

Publish

Supply/review 
order 

confirmation text 
(optional)

Test Add links

Tessitura CMS



URLs for Exchange/Donate Tickets Pages

� http://

� No ‘www’

� brandedpath.culturaldistrict.org

� Exchanges may also happen on culturaldistrict.org

� /BrandedPathRoot_home/subscriptions 

� Hover over your organization’s main page to see root

� /Exchanges



Sample Exchange/Donate Tickets Pages

http://pso.culturaldistrict.org/pso_home/exchanges

http://publictheater.culturaldistrict.org/ppt_home/exchanges/

http://citytheatre.culturaldistrict.org/ct_home/exchanges



Confirmation Emails

� One for exchanges, one for 
donated tickets

� The text ‘your tickets have been 
exchanged…’ is customizable 
per organization but requires a 
deploy to change.  Send copy to 
help@culturaldistrict.org so 
that an administrator may make 
changes.

� A copy of every exchange 
confirmation is sent to a 
designated mailbox at your 
organization.



E X T R A S

Beyond Setup



Details for Remittance

� Online exchanges happen in Subscription
batch types

� Posted by sales date by CT Ticketing Mgt

� Upgrades are charged; downgrades are captured 
in the Sub Exchange Differential fee

� Check with your Finance Director to understand 
the remittance process

� This may impact when you make order adjustments



From the Web Project Perspective

� We want you to exchange sub tickets online!
� Some packages are a little wacky, but we’ll try to find a way

� We are in the process of tackling enhancements to this 
functionality

� Even if you can’t support exchanges, please consider 
ticket donation
� It is a quick win for customers and the box office

� No package is too big or too small
� Super Packages

� ‘Regular’ Packages

� Voucher Packages

� Flex Packages



Resources

� Visit the Wiki!

� CulturalDistrict.org Documentation

� Accessible via our local Tessitura Intranet site under 
‘Knowledgebase’

� Submit a help ticket and we’re happy to consult with you when 
you’re setting up your packages for exchange



N E X T  S E S S I O N :  

P R O D U C T I O N S  P A G E S

T U E S D A Y ,  A U G U S T  7  A T  1 1 : 0 0  A M

Thank You!


