EU TOPIC TUG CALL – Access
		Conference Call Thursday 26 February 2015 2pm

On the call (Apologies if I have missed anyone)

Annie Scally (notes)		TNEM Nottingham		annie.scally@nottinghamcity.gov.uk
Nicola Blackburn (Chair)	TRCH Nottingham   		Nicola.blackburn@nottinghamcity.gov.uk
Amy Foley			Live Theatre Newcastle		amy.foley@live.co.uk
Ben Magson			Tessitura Network		bmagson@tessituranetwork.com
Caryl Jones			Royal Albert Hall		Carylj@royalalberthall.com
Dawn Taylor			Theatre Royal Newcastle	dawn.taylor@theatreroyal.co.uk
Dawn Yates			Bridgewater Hall		dawn.yates@bridgewater-hall.co.uk
Don Youngberg			Tessitura Network		dyoungberg@tessituranetwork.com
Elaine Mannion			Abbey Theatre 			elaine.mannion@abbeytheatre.ie
Emily Noakes	 		TRCH Nottingham		emily.noakes@nottinghamcity.gov.uk
Gemma Cogman		Glyndebourne			gemma.cogman@glyndebourne.com
Graeme Ellis			Roundhouse Trust		graeme.ellis@roundhouse.org.uk
Kelly Enderwick			Sage Gateshead		kelly.enderwick@sagegateshead.com
Liz Baird			Wales Millennium Centre	liz.baird@wmc.org.uk
Mark Butler			Roundhouse Trust		mark.butler@roundhouse.org.uk
[bookmark: _GoBack]Steve Roberts			TRCH Nottingham		steve.roberts@nottinghamcity.gov.uk
Lisa Pope			Royal Albert Hall		lisap@royalalberthall.com

Nicola thanked everyone for the great response to the invite, thanked Tessitura Network for hosting the call and reminded us that it was a general sharing of tips and tricks, a chance to ask questions and learn new things. If you think of anything that isn’t on the agenda we can cover that in AOB or you can email us afterwards and we’ll include it in the notes.

1. Who is responsible for dealing with access in your organisation?

TRCH – Emily as FoH Manager is also the Access Officer. 
ROUNDHOUSE – Joint effort rather than 1 Access Officer between Mark as Head of Visitor Services, Head of Ticketing and Serena and Fran from Programming. There is a Diversity Action Group which meets monthly and each department actions the decisions made. Mark for leads, advises and champions access.
RAH – 3 of the Customer Relationship team plus box office team.
SAGE – There is a dedicated person in the Customer Experience Team.
LIVE – Box Office Team log CSI’s and FoH team pull reports and action the CSI’s.

2 What access reports do you use or do you use CSI’s?

Emily - TRCH use an access report for a performance which pulls off notes (custom report).

Mark – They have combined dashboards and pull in access specific CSI’s, attributes and performance specific notes – it’s part of a dashboard demonstrated at conference 
	
Caryl – They have web CSI’s report and a FoH report based on price type which shows where wheelchair patrons and their companions will be sitting so that the correct seats can be removed. They have notes and CSI’s pulling through to their performance seating report. It was agreed that this would be a useful

Nicola- They use hold codes for wheelchairs/transfers/Personal Assistants. TRCH use CSIs for logging guide dog sitting, hearing loop requests etc

Kelly – They use CSI reporting

Dawn Yates – They also use CSI reporting

Liz – They have a report which shows entitlement and what the customer has already been given


3. Access Schemes Update

Liz – There are two levels of discounts within their Access Scheme.
To qualify for a complimentary Personal Assistant (carer) seat, customers need to prove they are in receipt of: 
Higher rate care component of the Disability Living Allowance
or
Higher rate Attendance Allowance 
or 
Certificate of Visual Impairment 
  
To qualify a discount of 30% off the ticket price for the Personal Assistant (carer) seat, customers need to prove they are in receipt of:

Middle rate care component of the Disability Living Allowance 
or 
Lower rate of Attendance Allowance 

We currently allow applications from the disabled customers or from their PA’s/Carers if they are booking tickets on behalf of the disabled customer. 
We also allow Group applications from both Social/Community Groups and from Organisations such as Residential/Care homes, hospices for disabled people.
Residential/Care Homes etc would need to fill out a Risk Assessment rather than providing individual proof of benefits.

At the end of March they will be moving to be part of Hynt the new National Access Scheme of Wales which is backed by Arts Council Wales. For the new scheme the list of eligibility criteria is:

· Enhanced PIP Daily Living Component
· DLA High Rate Care Component
· High Rate Attendance Allowance
· Certificate of Visual Impairment
· War Disablement Pension
· Armed Forces Independence Payment (AFIP)
· Direct Payments
· Social Services Care Package
· Continuous Healthcare Package
· Dual Sensory impairment
· Or support an application with a referral from an umbrella organisation such as Mind Cymru, Cartrefi Cymru or Alzheimer’s Society. 

The scheme is being managed by a 3rd Party and they will be processing forms, photo ID cards (the Hynt card). Customers will have to be part of this scheme to get any of the benefits at WMC. Existing customers will automatically be entitled to move to the new scheme. Nick has added a custom screen in Tessitura which will link to the 3rd party database. They are using attributes to show the appropriate level in Tessitura.

Liz will be happy to provide an update at the next meeting (although it will only have been running for 1 month)

Emily – the TRCH scheme has been active for about 4 months and 98% of customers are happy. Customers register for the scheme for 3 years and are given a “credit card type” access/membership card which helps the customer and box office staff avoid awkward questions and is especially useful for invisible disabilities.
There have been a few complaints from customers who no longer receive their 50% discount on their tickets (they now have to pay full price (unless they qualify for another discount) and the carer goes free).  There are about 2% of regular customers with disabilities who have now lost this 50% discount as they don’t come with a carer but overall it’s been successful and Attitude is Everything have been very supportive to TRCH. Concert Hall promoters struggled with discounted tickets so the Personal Assistant comp price type has helped to make reporting clearer and iron out confusion.

TRCH offer guide dog sitting and 1-1 carers bringing staff in to do this as required.

Dawn – Bridgewater Hall are also working with Attitude is Everything and have also moved away from the 50% discount for customer and their carer to carer goes free so that they could stay in line with their Partner Companies following a court case for their sister venue. However, some of the orchestras performing at Bridgewater have decided to stick with the 50% discount.

4. What proof do you ask for and how do you handle this booking access seats online?

Caryl & Lisa – Launching a new website and disability purchases will be made online but the proof isn’t there. They currently don’t have a registration scheme as it was hard to manage the numbers so they currently give the discount to customers who ask for it. However they are going back to an access scheme with their new website.

Does anyone know whether the Attitude is Everything/UK Theatre national card scheme has moved forward? Nicola to email UK Theatres and update group.

If a customer hasn’t registered over the phone how do you handle it? 
 
Emily- Box office asks customers to collect tickets and then ask customers to provide proof at time of collection. It’s judged on a case by case basis where needed. Customers can download a form online and then it should be on Tessitura within a couple of hours.

Caryl & Lisa – volume of sales may make proof at time of arrival prohibitive. 

If personal documents are being scanned how does this comply with Data Protection Act?

Emily – The advice they were given was to blank out very personal information when scanning and then destroy the paper information. You have to take each case on it’s own merit and use your judgement e.g. some special schools/care homes may be unable to give out sensitive information.

TRCH takes PIP and DLA Higher and medium levels as proof as well as registered blind. They work with a local scheme called credibility and are trying to be flexible and keep up with the changes e.g. hospital consultants are changing the way they label levels of sight problems and blindness so continuously have to monitor the scheme. 

Nicola will upload the TRCH access help sheets and forms to the Tessitura website.

Dawn Yates – They have scrapped their Access scheme/proof requirement due to the intense workload so how are others are coping with the administration of a scheme?

Emily – They wrote to 3.5k customers asking them to register. It was onerous at the beginning due to the number of applications but Box Office, FoH and an Administrator are all trained to process the forms and it has now settled down to a manageable work load for now. 

Nicola – The Box Office staff are more confident now. The system is clear and seems fairer and staff don’t have to ask awkward personal questions about access requirements.

Dawn Yates – The majority of their customers have age related disabilities like bad knees. The FoH team use visually seeing customers as proof and use the relationship tab to record requirements if a relative is booking on behalf of the customer.

Liz – there are 7.5k registered on the access scheme at WMC and there is a lot of administration. They underestimated the workload at the beginning and set aside a month but actually it’s an ongoing task. They have an Administrator where 50% of the role is working on the access scheme and more staff have been trained on it too. They only accept photocopies and shred at completion of process. There are still surges e.g. when booking opens for say The Lion King but on the whole it’s manageable and the benefits are that it’s a fair process and clear cut for both the customer and box office – the focus is on the care component rather than mobility component. There is an arbitration system which is managed by the 3rd party.

Mark – They are piloting booking wheelchair seats on line but not carers. It’s going well for customers but there it’s a lot of work for staff. 

Amy – There are problems with online bookers not stating their access requirements e.g. headset or wheelchair seats out.

Caryl & Lisa – That frequently happens online especially when booking with 3rd parties. It happens mostly with the elderly around mobility and ambulant issues and customer not understanding about steps etc in certain areas of the auditorium

Graeme – They have a place on their website where customers can say what their access needs are which pulls through to a CSI but it’s open to abuse.

Emily & Nicola – Once live with TNEW we’re hoping to be able to offer all access seat booking online including looking at only unlocking specific areas suitable for customer requirements e.g. the most suitable seats for signed performances.





5. What type of headset equipment are people using?

This is a question from Elaine from Abbey Theatre – they are using old sennheisers and having some reliability problems with them.

Most venues seem to be using sennheisers with mixed results

Emily – They are also using old sennheisers. They are sticking with infra-red solution rather than induction loop as it doesn’t split systems so you would need two separate loops for audio described and general. They are trying to get better performance by putting in more receivers to minimise black spots. Headsets need to be maintained regularly. Future sound enhancement technology may be through using mobile phones but this could be annoying for other patrons.

Caryl – they are using Sennheisers with 2 channels so the customer can choose AD or AD and show relay. Their problems arise because hearing aids are developing faster than headset technology leading to compatibility issues as they are too advanced.

6.  How long do you keep access information on Tessitura?

Emily – They put expiry dates in where applicable e.g. a customer with permanent disability that clearly won’t change wouldn’t have an expiry date on there. The new access scheme runs for three years so will probably write to customers just before then and ask them to reapply. Constituencies have an expiry date so that’s fine and any old data should be removed.

Liz – Detailed information is with the third party rather than stored on Tessitura. On Tessitura they are either on the scheme or not 

7. AOB

Dawn Yates - What are other venues’ policies on invisible disabilities? They want to make us aware following an incident where a customer with Crohn’s disease left the auditorium and was unable to return to his seat due to the strict orchestral re-entry policy during a piece. The family booked online, were first time attenders and chose to sit in the front section of the centre stalls. 
The family went public their complaint via Crohn’s Disease Society and the “instant response” social media. The charity “sold online” that the only course of action should be “to allow unrestricted access to the auditorium.” The venue decided not to respond to the trolling or social media people who had got the wrong end of the stick and just issued a factual statement. They are currently re drafting their invisible disability policy and are happy to share with the group. They are now publishing piece times for orchestral concerts and make re-entry policies clear. 

Emily – This negates the ability to promote equality and “treat everyone fairly” and it’s very difficult when you are driven by promoters or companies re-entry policies. 

Nicola thanked Dawn for sharing the details of what must have been a very difficult time for the organisation.

8. Next Meeting - TBC

