                                                                                       
EU TOPIC TUG CALL – Marketing
		Conference Call Thursday 29 January 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
Alice Clark			Kings Place			Alice.Clark@kingsplace.co.uk
Amy Foley			Live Theatre Newcastle		amy.foley@live.co.uk
Brooke Gallagher		National Theatre		bgallagher@nationaltheatre.org.uk
Cait Read			Live Theatre Newcastle		cait@live.org.uk
Amy Townson			Nottingham Playhouse		amyt@nottinghamplayhouse.co.uk
Caryl Jones			Royal Albert Hall		carylj@royalalberthall.com
Christopher Jones		National Theatre		cjones@nationaltheatre.org.uk
Don Youngberg			Tessitura Network		dyoungberg@tessituranetwork.com
Emma Hall			Live Theatre			emma@live.org.uk
Graeme Ellis			Roundhouse			graeme.ellis@roundhouse.org.uk
Harriet Hall			Halle Orchestra			harriet.hall@halle.co.uk
Harriet Mayhew			Sage Gateshead		harriet.maynew@sagegateshead.com
Henry Filoux-Bennett		Nottingham Playhouse		henryfb@nottinghamplayhouse.co.uk
Imogen Ward 			TRCH Nottingham		Imogen.ward@nottinghamcity.gov.uk
Jamie Houston			Glasgow Life			jamie.houston@glasgowlife.org.uk
Jessica Wong			Wales Millennium Centre	jessica.wong@wmc.org.uk
Kelly Enderwick			Sage Gateshead		kelly.enderwick@sagegateshead.com
Lindsay Hall			TRCH Nottingham		lindsay.hall@nottinghamcity.gov.uk
Lindsay Garfoot			Kings Place			lindsay.garfoot@kingsplace.co.uk
Louise Halliday			Royal Albert Hall		louiseh@royalalberthall.com
Magnus Poole			TRCH Nottingham		magnus.poole@nottinghamcity.gov.uk
Mark Ridsdale			Sage Gateshead		mark.ridsdale@sagegateshead.com
Mark Steel			Tessitura Network		msteel@tessituranetwork.com
Martin Havn			Royal Danish Theatre		mhavn@kgltheater.dk
Rachel Hanson			Wales Millennium Centre	rachel.hanson@wmc.org.uk
Rebecca Duffin			Southbank Centre 		rebecca.duffin@southbankcentre.co.uk
Richard Surgay			Nottingham Playhouse		richards@nottinghamplayhouse.co.uk
Scott Forbes			Sage Gateshead		scott.forbes@sagegateshead.com
Sean McParland		National Theatre		smcparland@nationaltheatre.org.uk
Sinead Bevan			Nottingham Playhouse		sineadb@nottinghamplayhouse.co.uk
Tami Fox			Tessitura Network		tfox@tessituranetwork.com
Thanos Tgkofas			National Theatre		ttgkofas@nationaltheatre.org.uk
Zoe Philpott			Wales Millennium Centre	zoe.philpott@wmc.org.uk

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. Mail2/Wordfly – triggered campaigns, split testing pre and post show questionnaires

No feedback on this call – could make it a specific topic TUG call in future?

2. Extractions – tips, tricks and queries

TRCH – just doing some split testing now using direct mail letters versus postcards. We are also testing image led versus word led mailings. The response rates for traditional theatre audiences are better from letters, ballet audience responses are about equal for letters and postcards. 

3. Data Protection feedback update from Caryl & Kelly

Kelly & Caryl asked for feedback on the proposed changes to the Data Protection functionality 

Kelly – the ability to edit Data Protection preferences from within the order will be great – it will save staff moving to another tab.

How will it work with contact purposes/preferences? The developments should enable email addresses to be used for more specific purposes e.g. e-news for festivals to x email address, shows to this email address etc.

Nicola – Yes the icon TRCH has on the constituent header is good to show DPA settings need updating but it’s not forceful enough

Rich - Agree with everything that’s being said, and like the pop up idea, and the triggering if the last asked date is more than a year old. It’s great we’ve got our warning in the header but a box that appears would be even more valuable.

In terms of the Privacy tab, and the ability to suppress venues in Extractions, that’s exactly how we do it now. It almost means a double suppression in terms of your doing the venue first, and then the opt out but it works. 

4. Output Sets  
 
Thanos – National Theatre use output sets for sending information from 3rd parties or direct mail but their uses are limited and if you want to bring in for example ticket history it takes ages and can affect system performance speeds for all users. 

Nicola – sometimes frustrating because the information is there in Tessitura but you can’t get the data out. You can see the data in lists but not in output sets

Kelly – They use them for data analysis e.g. no of attendances, spend and wealth screening but the multiple rows per constituent is frustrating

Caryl – Anna Wesley has presented on output sets at conference and there is also an output set recipe book. Here are the links from the conference archives.

http://www.tessituranetwork.com/tlcc/2013/Presentations/08-P_Output_Set_Builder.pptx

http://www.tessituranetwork.com/tlcc/2013/Presentations/08-P_Output_Set_Builder_Cookbook.doc


5. Google Analytics – How are people using GA?

Nicola – have now got GA linked through the website and ticketing path so can analyse whole customer journey.

Rebecca – They want to look at revenue generation through e-mails and “Is anyone already doing this?”

Lindsay – We have an overall performance report (an RSC customisation) which gives us a lot of the performance analysis that we need – ticket sales, price types breakdown, % new customers, geo analysis 

Magnus – GA on the booking path attributes £ value to various pages. It’s useful but not as easy as it looks to get the information out. 

You need to ask what you want to analyse first as there is lots of work to e.g. split out donations etc

Caryl – They have GA e-commerce plugged into confirmation pages so they can track e-mail sources, ROI. It’s accurate for saying which e-mail it came from but not specifics and doesn’t give you natural organic searches information.


Mark Ridley from National Theatre is the person to speak to about GA


Cait – They have upgraded to Universal GA which gives more reporting & tracking information as well as demographic information

6.  Campaigns, Appeals and Source Codes

“How do people get box office staff to record the right source codes at point of sale?”

Caryl – Keep reminding people/departments about why it’s important. Demonstrate the benefits. It’s another step for box office so simplifying the general sources rather than long list of very targeted sources. Naming segments better in extractions is also useful. 

Nicola – Regular audits on source code lists and think about how they are appearing to box office or other departments – a simple name change to switch the order the codes appear can make a big difference

Harriet – They spent a lot of time with the box office, audited and cleared down lists of general sources. They now do monthly housekeeping to make sure sources have deadlines so old source codes don’t appear.

Rich – Generic web source code is too unreliable and often skews reporting.

Caryl – They have general web source but in e-marketing they append the sources codes at the end of URL so if customers click through they get better information (they have Made Media website and use Wordfly)

Nicola – “Is anyone using triggered e-mails e.g. pre show information or post show questionnaires

[bookmark: _GoBack]Thanos – E-mail to bookers but they are not triggered. They are moving away from Wordfly to another product. He is happy feedback on new software at the next meeting.

Kelly – “We are just beginning to resurge SMS – Is anyone using it for marketing, customer service?” If you are please e-mail kelly.enderwick@sagegateshead.com


7.  Activities for free events

Lindsay – Recently used activities for registration for a panto launch. Using activities is handy because all the information is in one place (in Tessitura) and can be reported on. After next launch could be used to e.g. monitor invitees attendance over the previous years and if they haven’t attended for 2 consecutive years their invite goes to someone else.

Nicola has uploaded an activities help sheet on Eu TUG forum (on Media page) or e-mail nicola.blackburn@nottinghamcity.gov.uk

8. AOB

Magnus – “How have people got their heads around extractions training?” 

Rich will be running some training for TNEM and will post some notes after our Tessitura Tuesday or will feedback at the next Marketing conference call



