                                                                                       
TUG UK 
		Conference Call Thursday 5th June 2.00pm
On the call:
	Nicola Blackburn
	Theatre Royal & Royal Concert Hall
	nicola.blackburn@nottinghamcity.gov.uk

	Annie Scally 
	Ticketing Network East Midlands
	annie.scally@nottinghamcity.gov.uk

	Alison Atkinson
	London Philharmonic Orchestr
	Alison.atkinson@lpo.org.uk

	Amy Foley
	Live Theatre
	Amy.foley@live.org.uk

	Amy Townson
	Nottingham Playhouse
	amyt@nottinghamplayhouse.co.uk

	Brooke Gallagher
	National Theatre
	bgallagher@nationaltheatre.org.uk 

	Caryl Jones
	Royal Albert Hall
	carylj@royalalberthall.com

	Chris Campbell
	Grange Park Opera
	chris@grangeparkopera.co.uk

	Claire Zammit
	Tessitura Network
	czammit@tessituranetwork.com

	Dawn Yates
	Bridgewater Hall
	dawn.yates@bridgewater-hall.co.uk

	Debbie Harland
	Old Vic Theatre
	debbie.harland@oldvictheatre.com

	Don Youngberg
	Tessitura Network (observing)
	dyoungberg@tessituranetwork.com

	Emma Larcombe
	Tessitura Network
	elarcombe@tessituranetwork.com

	Gemma Cogman
	Glyndebourne
	gemma.cogman@glyndebourne.com

	Geoff White
	National Theatre
	gwhite@nationaltheatre.org.uk

	Graeme Ellis
	Roundhouse
	graeme.ellis@roundhouse.org.uk 

	Kelly Enderwick
	Sage Gateshead
	Kelly.Enderwick@sagegateshead.com

	Peter Riley
	Cheltenham Festivals
	Pete.riley@cheltenhamfestivals.com

	Rathi Kumar
	Roundhouse Trust
	rathi.kumar@roundhouse.org.uk

	Sarah Stratton
	Theatre Royal Plymouth
	sarah.stratton@theatreroyal.com

	Tami Fox
	Tessitura Network (observing)
	tfox@tessituranetwork.com 

	Thomas Lambert
	Mayflower Theatre
	thomas.lambert@mayflower.org.uk




Thanks to Tessitura for hosting the GoToMeeting call 
We have a new logo which is now on the forum
Don’t forget we post all agendas and minutes on the EuTUG group page on Tessitura Network so if you miss a Topic TUG you can download the minutes

1. MAC UPDATE from Kelly Enderwick

Thanks for the feedback on the new Data Protection functionality which has been sent to Tessitura. The main requests were:

· Ability to control group important for consortium 
· Needs to have an audit trail
· Drop down menu Yes/ No/ Not asked
· There needs to be a pop up early on in the order process so box office know to ask the question and a button on the order tab to be able to easily pull up the DPA question
· The changes are scheduled for v14 not v12.5

V12 - The emphasis is on testing, testing and more testing especially if you have a lot of customisations and customised reports. Buy-in from executives is important – they need to see the benefits of the time investment. Future releases patterns are likely to be the same pattern as v12 with optional releases and 1 mandatory release at the end but with a longer support period due to the size of the upgrade

Who has upgraded to v12/12.1 and who is waiting for v12.5?

Chris, Peter and Alison – their organisations have all gone to v12.1 to take advantage of gaps in programming and the new pricing functionality. Chris said they had to have a lot of customisations done 

Graeme – plans functionality was the main driver to them upgrading to v12.1

Debbie – they are on RAMP so the upgrade process was very smooth. It was a good chance for them to review which reports were most important and which weren’t being used. 

Kelly – v12.5 beta testing is likely by the end of February with general release likely to be the summer. 

v14 functionality will focus on:

Finishing the REST Api
TIM (Tessitura Installation Manager)
Chip n pin 
Resource scheduling/management (Artifax)
Bulk events
TRBO (firstly for Android)

Sarah is excited about REST developments – this will make a difference to online membership and creative learning bookings

Brooke (on V12.1) reminded us that TRBO won’t be chip & pin enabled at first which has implications for PCI compliance (Caryl has fed this back to Tessitura but will reiterate)


2. TRAINING when you have no time or space

It was agreed that this could be a good conference session

Brooke – They are currently having problems finding space to train due to a big capital campaign meaning lots of spaces are closed off. Also box office shift patterns make it difficult to get everyone together. 

Karen – They previously publicised their ad hoc training days in advance and posted revised opening hours online, phone message and at the box office. Then they reviewed box office opening hours and made a decision to close on Mondays to enable meetings and training to take place. This hasn’t had an impact on sales but they do avoid doing this for onsales and very busy periods and it’s slightly easier as they are running festivals. 

Emma – an observation from post implementation. Using the 2nd half of a weekly or monthly meeting to watch a Tessitura webinar or have a micro training session

Debbie – they hold Tea with Tessie show n tell sessions.

Nicola – TNEM has Tessitura Tuesdays open to all consortium Tess users covering lots of different topics. Sessions are 1 hour and hands on or webinar based. Has been positive in getting venues and different departments together. 

At TRCH they run training in the middle of the day so that they capture the end of the early shift and the start of the late shift (there is a cross over time in the shift pattern). They also run a session multiple times so that people can sign up at suitable time. They have run training sessions for all of the box office staff together with staff from other departments (marketing, FOH, education) running the box office with a Deputy Box Office Manager helping them. This was helpful for everyone and gave other departments an understanding of how they could best support the box office, improve communication and the customer experience. The Box Office Supervisors were also involved in planning the training to help get them invested in the message.

Kelly – run training at regular time slots e.g. 2nd Monday of the month which all new users must attend. Trainers know that they are diarised and plan their work load around them.  They are usually topic overview sessions e.g. comps, marketing, reporting and attendance is recorded as part of staff training. They also run specialist sessions on an ad hoc basis. 

Kelly also suggested using the internal intranet if you have one. Small video recordings could be posted rather than documented

3. PASSBOOK, E-WALLETS and other payment methods

Rathi/Graeme – Roundhouse are using Paypal but that is slightly different and has been complicated

Kelly – link to alternative payments session from TLCC14

http://www.tessituranetwork.com/tlcc/2014/Presentations/12-A_Alternate_Payments.pptx

No one currently using Passbook or E-Wallets but this will feature in future meetings if any one has an update

4. TEC14 & TEC15

What are you doing with information take aways from TEC14 and how do you avoid the day job getting in the way? What prep do you do before conference across departments?

Chris – biggest benefits were getting a large number of people to attend.

Alison – couple of big feedback/ show n tell/ training sessions within departments and everyone shared notes from conference.

Emma – there will be a session at TLCC15 so any feedback will be welcome.

Kelly – they did a video presentation to Directors on the 4 big conference takeaways. This helps with drive implementing things later on.

Brooke – They had a high level de-brief to Directors to demonstrate benefits, cost savings, investment in conference and then a more chilled out feedback session with end users.

Debbie – write up notes and file in dedicated folder. They go over anything that people get stuck with but it’s hard to keep the momentum going.

Nicola – the staff who are attending meet up to go through all the sessions to try and ensure that we are not all attending the same sessions and are covering a cross section of topics. Information gathered from sessions is written up and shared across departments and the consortium.

A big thank you to Brooke and Chris for their mini presentations on the benefits of being involved in planning committee and presenting at last year’s conference. 

Brooke 
· you can gently influence the content of the sessions and submit or highlight areas that you and your  organisation are interested in tackling
· It’s a fantastic opportunity to network
· You’ll make connections with other Tessitura users and organisations all over the UK and just open that door a little bit further for collaborating, sharing ideas and helping each other out.
· It’s great for your CV
· Time commitment minimal when compared to the benefits of pride, joy and fun as well as making new friends
Chris 
· Networking opportunities, building relationships and getting to know other people
· It’s motivational – you can draw a lot from other peoples experiences and knowledge 
· The sense of community is great and it’s good to give something back
· Other users are now coming back to Chris to ask questions 
· Presenting is not too nerve wracking – you are amongst friends and the audience is on your side

Nicola – you don’t work on your own, you are always part of a team and being involved makes you feel part of the family/Tess community

TNEM in Nottingham will be recruiting for Planning Committee for TEC15 (both for leadership and committee members) in March and a recruitment email and survey will go out that you can complete if you want to be involved. If you would like to let us know in the meantime that you want to be involved then email Nicola.blackburn@nottinghamcity.gov.uk 

5. TLCC2015

Kelly – It’s expensive to go to TLCC but we want to make it as UK rich as possible. If you have any ideas for content or would like to offer to be a presenter, panellist, moderator or guru then please contact one of the EU planning committee members listed at the end of this document. 

How does TLCC feed into EU conference? This could be a conference, EuTUG or Topic TUG discussion

6. How are people managing group bookings when individuals are paying separately

This question had been asked by Alexis Paterson from Cheltenham Festivals

Amy Townson – They use w/c holds and pick them off 1 at a time and create individual records for each student

Chris – End up having to split bookings in to 2 separate orders

Nicola – hold seats as Education holds and sell individually like Amy 

ACTION: It was agreed that part paid orders functionality should be a group enhancement request –  feedback to kelly.enderwick@sagegateshead.com by end of February

7. v12 quicksale feedback – who is using it and what for?

Kelly – Education team are using it to sell GA tickets for classes

Graeme – It’s not very user friendly for one off events – lots of set up required but they are using it for projects which are set up as packages

8. Executive level buy in to Tessitura

Chris – Getting senior execs to attend conference is helpful as is understanding what they want to achieve and then finding a solution for them e.g. legacy giving – bring it to their attention give them lots of information on the possibilities.

ACTION: It was agreed to pick this topic up again in a separate discussion – possible Topic TUG or larger part of the EuTUG


9. Comp/company/artist tickets – keeping the database clean

Emma – use categories and activity type in CSI’s to capture information on a general record and link the CSI to a particular performance. You can also use constituencies e.g. for actors

Nicola – have a general record e.g. Company holds and put individual name in order notes

Graeme – Individual teams booking in comps in individual names although it’s the producing teams overall responsibility. Recipients may make this easier in the future but it’s difficult to report on
Is recipient reporting a good enhancement request?

Brooke – will look at using recipients when you can properly report on it

Caryl – they have a promoter account and use order notes to add individual names. The order note pulls through to the header and seating book reports (custom) 

10. Topic TUG feedback

Nicola – Topic Tug conference calls are proving very popular and we have had some interesting discussions. Thanks to everyone who participated. Any relevant help sheets/minutes relating to the discussion topics can be found on the Tessitura Network site 

http://www.tessituranetwork.com/Community/groups/uktug/media/default.aspx

Future Topic TUG calls may focus on particular topics as well as particular department areas so if you have any ideas or burning issues you would like to find a solution to let us know e.g. V12. We are also looking for volunteers to share the organising, chairing or note taking on future meetings – please email Nicola or Annie if you would like to get involved or leave a message on the EU forum. The more of us who can share this, the easier it will be, they are fairly easy to organise and not time consuming.


12. Next Meeting - Thursday 14th May 2pm


[bookmark: _GoBack]If you took part in the call but are not listed on the minutes let us know and we will update the information. 

EU TLCC2015 Planning Committee members

	Christina
	Østerby
	Head of Analysis & System Development
	The Royal Danish Theatre
	
	+45 2551-7904
	chos@kglteater.dk
	PC Member
	EXEC

	Dara
	Hogan
	Tessitura Administrator
	Abbey Theatre
	
	+353 91 638533
	dara.hogan@abbeytheatre.ie
	PC Member
	IT

	Kelly
	Enderwick
	Tessitura & Research Coordinator
	Sage Gateshead
	
	+44 (0) 191 443 5287
	kelly.enderwick@sagegateshead.com

	Leadership
	A&F

	Brooke
	Gallagher
	Box Office & CRM Systems Manager
	National Theatre
	
	+44 020 7452 3262
	bgallagher@nationaltheatre.org.uk
	PC Member
	EXEC

	Victoria
	Carlin
	Development Database Co-ordinator
	National Theatre
	
	+44 20 7452 3870
	vcarlin@nationaltheatre.org.uk
	PC Member
	MBR

	Sofia
	Nazar-Chadwick
	Head of Marketing & Audience Development
	Nottingham Lakeside Arts
	
	+44 0 115 846 7379
	sofia.nazar-chadwick@nottingham.ac.uk
	PC Member
	MKT

	Nicola
	Blackburn
	Ticket Sales Manager
	Theatre Royal and Royal Concert Hall
	
	+44115 721 0693
	nicola.blackburn@nottinghamcity.gov.uk
	PC Member
	TKT

	Caryl
	Jones
	Tessitura Development Manager
	Royal Albert Hall
	
	+44 (0) 20 7959 0613
	carylj@royalalberthall.com
	PC Member
	EDU

	Annie
	Scally
	Project Manager
	Ticketing Network East Midlands
	
	+44 (0) 115 989 5512
	annie.scally@nottinghamcity.gov.uk
	PC Member
	EXEC

	Graeme
	Ellis
	Ticketing Data Manager
	Roundhouse Trust
	
	+44 (0) 20 7424-9991
	graeme.ellis@roundhouse.org.uk

	Leadership
	TKT

	Scott
	Whitehouse
	Database Manager
	Birmingham Hippodrome
	
	+44 121 689 3111
	scottwhitehouse@birminghamhippodrome.com
	PC Member
	TKT

	David
	Pearce
	Strategic Director (Business Performance)
	Wales Millennium Centre
	
	+44 (29) 20 63 46 71
	david.pearce@wmc.org.uk
	PC Member
	EXEC

	Chris
	Campbell
	Systems & Database Manager
	Grange Park Opera
	
	+44 (0) 1962 73 73 75
	chris@grangeparkopera.co.uk
	PC Member
	TKT

	Caspian
	Turner
	Tessitura Database Manager
	Southbank Centre
	
	+44 (0) 20 7960 4221
	caspian.turner@southbankcentre.co.uk
	PC Member
	IT

	Nick
	Insell
	Database Manager
	Wales Millennium Centre
	
	44 0 29 2063 4672
	nick.insell@wmc.org.uk
	PC Member
	IT

	Sam
	Sparling
	Audience Engagement Manager
	Royal Opera House
	
	442072129416
	sam.sparling@roh.org.uk
	PC Member
	EDU

	Christopher
	Jones
	Web Architect
	National Theatre
	
	44 20 7452 3260
	cjones@nationaltheatre.org.uk
	PC Member
	WEB

	Claire
	Zammit
	Head of Client Relations (EU) & Special Projects Manager
	Tessitura Network
	
	+44 (0) 845 8340212 x112
	czammit@tessituranetwork.com
	Leadership
	EXEC

	Natalie
	Threlfall
	Application & Support Consultant (UK)
	Tessitura Network
	
	+44 (0) 845 834 0212 x105
	nthrelfall@tessituranetwork.com
	Leadership
	IT

	Emma
	Larcombe
	Application & Support Consultant (UK)
	Tessitura Network
	
	+44 (0) 845 834 0212 x109
	elarcombe@tessituranetwork.com
	Leadership
	MBR



