                                                                                       
TUG UK 
		Conference Call Thursday 5th June 2.00pm

PRESENT, see attached attendees list

Thanks to Tessitura Network for setting up and “hosting” the Go to Training call
From Tessitura Network –Tony Barnes Tami Fox (observing)
Nicola Blackburn - chairing the meeting
Annie Scally – Minutes (from recording)

Nicola Blackburn, Theatre Royal and Royal Concert Hall: Thank you for joining the call and welcome. We are now the EU TUG and Tony will update us later in the meeting.

1. UK & EU Conference 2014

Update by Scott from BH. Birmingham Hippodrome will be hosting the first European Tessitura Conference on Monday 20th and Tuesday 21st October, 2 full days. They are setting up some great hotel deals to encourage venues to send lots of staff for the 2 days and are currently negotiating for what promises to be a brilliant Monday evening for networking. 

There are spaces for 67 sessions equally spread and incorporating 10 further sub sections. Full information in next few weeks and registration hopefully from July. Content makes a conference – format will be the same as USA Conference with a Planning Committee divided into 10 sub committees: IT, Marketing, Development, Web, Education, Ticketing, Admin, Customer Services, Finance and Exec Track. Content will be ready well in advance of the conference dates and will include training sessions in a similar vein to US conference. UK Admin group and a posting on the EU group forum requesting volunteers to help with the Planning Committee has produced a really fantastic quick response so thank you to all of those people who have already offered. There are still a few gaps in the Committee for Marketing, Development, Web, Customer Services and the Exec Track so if you feel you can contribute please email scottwhitehouse@birminghamhippodrome.com

Action: Please email Scott if you can help on the Planning Committee

2. New Partners

Nicola Blackburn asked Tony Barnes to give some background and update on the 2 new licensees in implementation. There is information on the website about Royal Danish Theatres, which is a 3 venue organisation comprising of the Opera House, The Royal Danish Playhouse and the Old Stage. 

They will be a RAMP client. It’s a big implementation but they are not aiming to go live until April 2015 so it’s a realistic timescale. They are a great bunch, very enthusiastic and for those of you going to the US conference look out for the Danish group, 10 are already registered for conference and more are likely to join us for the EU Conference in October.

The other licensee is The Sadlers Wells Theatre aiming for a go live in August 2014, with an in house solution. Paul Callas is currently on site training the team. Again they are a very good enthusiastic group of people.

There are two more potential licensees who will hopefully sign in the next couple of weeks so there should be another 2 implementations coming up.

3. Update from TUG

In V12 there seem to be some issues which are specific to the UK. At the recent TUG Exec meeting there was a discussion around how we can get more UK venues involved with Beta testing and maybe having a rota so there is more input from more UK venues.
Tony reminded us that the Beta programme is open to anyone who has the resources to test thoroughly (maybe that’s why more of us don’t sign up?)
When a Beta programme is announced and you think that you can help then please get in touch with Tony and he will put you in touch with the right people.

4. Roadmap Survey

Nicola asked if anyone had been part of the Tessitura Roadmap Survey conference call a few weeks ago. Here at TNEM we are struggling to come up with 3 things that are big enough rather than enhancements. We will be having a consortium meeting to try and join up individual ideas

Are there any other ideas out there that organisations would like support on?

Kelly from SAGE also said they had difficult y coming up with 3 new things that were not already on the Roadmap. 

Brooke from National Theatre also only had 2 but only took 2 off the list so there is a balance. 
The biggest focus for NT is performance and scalability so an overhaul of things that are there already there rather than adding new things. They took this year’s revamped pricing as a start and submitted:
· Overhaul of Ticketing Design and Print at Home set up, fonts, adding images, extra information from order level
· Facility Manager overhaul changing and managing seating, more flexibility with seating maps, improving copy and paste functionality 

TNEM are putting forward an overhaul of Ticketing functionality to make it easier to use and more intuitive for staff including reservations management, not having to print tickets before refunds, improving agency reservations.

If anyone comes up with anything else before the deadline, it may be worth a round robin so that venues who have only added 2 items can add it to their list.

5. V12 

Caryl from RAH – can’t go live until v12.5 because of seating zone issue but they have applied to be a beta test site for V12.5

Brooke from NT – live with V12 since February. Quite a few bugs and support tickets raised with Tessitura support – maybe to do with the NT set up with servers onsite. Performance display issues, quirks in the pricing set up and part of it is to do with migration from V11 to V12 –some unexpected behaviour on pricing especially with zones.

Question from Nicola – Does the functionality make it easier to use? 

Excluding the bugs having pricing tables is fantastic, lists and extractions pull more quickly. The new pricing module is easy to use (outside of pricing shifting around whilst you are working on the tables but this should be fixed in V12.1) but generally it’s so much more enjoyable to work with the pricing. Much easier to set up, edit, add, enable, disable and setting up a new event from pricing point of view is faster. 

There seems to be an issue when you are adding new zones that haven’t had a pricing type before
Please feel free to contact Brooke if you want to discuss in more detail. bgallagher@nationaltheatre.org.uk

Development are using plans which is great for Project Management, and the new reporting is good
T-stats not upgraded yet for the new reports

Question from Rathi from Roundhouse to Brooke – Is the plan to upgrade to V12.1 and then V12.5 or wait for V12.5?

Brooke - Yes will do both because of the pricing bugs which should be resolved in V12.1 to eliminate the risks (some tickets have been sold at wrong price online)

Questions

Rathi from Roundhouse had a go live date in May 2014 but were side tracked by their web developers to potential issues which needed clarification around whether their website would be able to handle the load that we generally see based on issues that Melbourne Theatre Company had seen. MTC now confirmed that it was a set up issue at their end and not to do with V12 and Blocks Office so they think they will wait for V12.1 as it’s in pre release.

Dawn from Bridgewater – They have the same zoning problem as RAH so will have to wait for V12.5

Birmingham Hippodrome waiting for V12.5 so 1 upgrade instead of 2 and they have TNEW launch to do as well so makes sense to wait.

Tony reported that V12.1 release is imminent and the aim is for V12.5 to be pre conference but no further details yet.

6. MAC update

Kelly from, Sage: Thanks for the feedback on the assignments that she sent around a couple of months ago. They have been forwarded to Tessitura.

The next meeting will probably focus on the Roadmap. Currently the focus is on the conference.

7. General Projects

Nicola reported on success of the auto merge script from Birmingham Hippodrome which means that we are rapidly moving on with cleaning up the database

Kelly from Sage: Lots of households with Mr and Mrs with same initial so clogging up the merge screen. Has anyone found a solution to this?

Dawn from Bridgewater has same problem and will be submitting a request to Tessitura to add the option to remove names which come up repeatedly that are not duplicates. A kind of “do not show me this again” option

Action: Nicola will talk to Naga about the details of the TNEM process and feedback
Tony suggested that adding the void merge attribute should avoid these being identified but Kelly and Dawn both said that even with the void merge attribute those records still appear in the identified list but then the merge failed

Tony suggested that you might need to do a custom version of the stored procedure so that they are not identified in the first place? 

Action: Nicola suggested to Rathi that this topic could be added to the agenda for the next Administrators meeting. 

8. Tips and Tricks

Brooke from NT – Looking at two things:

1 Using the special requests screen for monitoring access requirements e.g. headsets or guide dogs and being able to report on this.
2 Custom screens project – NT have box office intranet/hub which carries all the information that customers may require. They want to be able to add more show based information on Tessitura using the product info screen but also other on other custom screens with the aim to have as much information as possible in Tessitura

At another venue FoH teams already use the special requests and pull off report so will ask the DBA to forward some examples to Brooke.


9. Disabled concession/wheelchair seats and tickets online

Nicola from TRCH reported that they have been working with Attitude is Everything and trying to decide how to allocate access concessions. The representative from Attitude is Everything (who has a disability ) felt that only personal assistants accompanying a customer with a disability should get a free ticket but that there shouldn’t be any other disabled concessions (customers may fall into other discount categories that you offer e.g. student or over 60. This will be noted in flex header and notes.

Another venue had also introduced an access register to hopefully deter customers who shouldn’t be claiming but all it did was to create more paperwork for the box office. They have now moved completely to disabled customer paying normal ticket price and their essential companion coming in on a comp carer. There are no check and balances so anyone can claim that and they accept that this is the case. You have to be careful because you can’t ask people for proof, so anyone can register. 

Attitudes is Everything said that you can ask customer for proof about receiving benefits (but not asking about a disability)

Brooke from NT: Have an access register which is open and inclusive policy so are quite lenient – customers themselves indicate they have an access requirement and they still get discounts. They have started to use attributes and values and research note type called access info which is free text entry to record information which is then pulled through to the header. 

Nicola from TRCH asked if anyone was using note types which trigger a template that can be filled out but no one is currently doing this. Nicola will do some more research and feedback to the group.

10. UK Theatres Box Office Conference

Nicola from TRCH had attended the Box Office Conference. Jonathan Brown from STAR says that 
they are looking at implementing a national card scheme where customers have a card detailing access requirements. The aim is to help venues when they are trying to get this information from customers so that they can improve how they assist them. It’s still early days yet.

11. TLCC 2014

Those of us going to the TLCC can meet up for a TUG breakfast meeting on Thursday 21 August

Birmingham Hippodrome sending 4 people including Scott and Mark
National Theatre sending 4 people including Brooke

Scott will try and find a slot for a meet up at the European Conference – maybe before the Networking night on the Monday

Tony – there are 45 Europeans going to TLCC this year which is a good number

12. AOB

Education Planning Committee for US conference are struggling with some sessions so if you can help/take part please let Nicola know and she will pass on your details. The sessions are:

· Collecting and leveraging Student Data
· The Education Technology Roundtable
· Tracking Teaching Artists

Elaine from Abbey Theatre: Dublin are looking for a Box Office Manager for 6 months please e-mail Nicola and she will pass on your details 

Graeme from Roundhouse – Investigating issue of reselling tickets – how does it work in Tessitura? Could you flag a ticket available for resale including online but not refund the money until it’s resold so the money stays in the performance rather than moving it into a separate GL code.  It is worth speaking to David at Wigmore Hall who is also trying to find a way of doing this.

Brooke from NT – Resales are frequent. They sell them to returns queue on the night. They use hold codes until tickets received. They put money on account to the original customer and do the reconciliation after the event and are looking at emailing customers rather than having to return them. 

12. Next Meeting

TLCC14 – Thursday 21 August at breakfast 8am – 8.45am

European conference at Birmingham Hippodrome Monday 20 October 2014 – Scott to let us know when/where we can meet closer to the time 

Attendees

Caryl Jones – Royal Albert Hall
Dawn Taylor – Theatre Royal, Newcastle
Scott Whitehouse – Birmingham Hippodrome
Simon Davidson – Theatre Royal, Plymouth
Brooke Gallagher – National Theatre
Rathi Kumar – Roundhouse
Kelly Enderwick – Sage
Ian Perry – Lakeside Arts Centre
Dawn Yates – Bridgewater Hall
Graeme Ellis – Roundhouse
Ruth – RSC
Christine Ward – Mayflower
Tom – Mayflower
Rebecca – Mayflower
Richard Surgay – Nottingham Playhouse
Gemma Cogman – Glyndebourne
Helen Cornish – Glyndebourne
Anne – Royal Danish Theatre
Tony Barnes – Tessitura Network
Tami Fox – Tessitura Network

Apologies

Liz Baird – WMC
Chloe Lansdown – WMC
Geoff White
Gary Halliday – Southbank Centre
Paul Callas – Tessitura Network
Siobhan Parker – Bridgewater Hall
Elaine Mannion – Abbey Theatre
Charlotte – Scottish Ballet
