
CUSTOMER SERVICE 
SURVIVAL GUIDE – PART 1 

 

I’VE BEEN TOLD I NEED TO USE 
TESSITURA, WHERE DO I START? 

CONTENT PLANNERS 
Dawn Taylor – Theatre Royal, Newcastle 
Chloë Shafto – Wales Millennium Centre 
 

PRESENTERS 
Hannah Jasper – Southbank Centre 
Alistair Goddon – Royal Shakespeare Company 
Chloë Hearne – Wales Millennium Centre 
 



Southbank  

Centre 

Tessitura for Front of House 



Southbank Centre 2014/15 
28 million Visits 

12 Festivals 

4,500 events 

 



Visitor Experience Team 



Southbank Centre Ticketing Team 



Customer Relations 

• Respond to and investigate escalated customer issues 

• Contact customers about amends to performances 

• Represent the customer’s views within the organisation 

• Report on customer feedback  

• Constantly looking for ways to improve Southbank 

 Centre’s customer service 

 

 

 



What is a CSI? 

CSI: 

Customer 

Service  

Issue 



CSI Access report 

Created by the Customer Relations Team 

 



  CSI Access report 

Created by the Customer Relations Team 

Updated by the ticketing team 

 



  CSI Access report 

Created by the Customer Relations Team 

Updated by the Ticketing team 

Used by the Front of House team 



Reporting 

Automatic: 

 



Reporting 

Manually: 

 



Briefing Sheet 

• All Duty Managers create a briefing sheet for 

each show.  

 



Briefing Sheet 

• All Duty Managers create a briefing sheet for 

each show.  

• Tessitura can help provide useful information 

for these sheets 



Name of 

supervisor 

Interval and  

time 

Show 

description 

Wheelchairs 



Show Information 

Extra  

Information 



Show Information 



Show Information 



Show Information 

Capacity 

Total sales 

Holds 



Southbank Centre 

Hannah Jasper 

Ticketing Operations Manager 

hannah.jasper@southbankcentre.co.uk 

 

mailto:hannah.jasper@southbankcentre.co.uk
mailto:hannah.jasper@southbankcentre.co.uk


Alistair Goddon, Operations Manager at  The Other 

Place 

21 

YOU DON’T NEED TO 

USE TESSITURA 

TO USE 

TESSITURA 

• Two auditoria  - The Royal Shakespeare Theatre (1060 seats) and The Swan Theatre (460 

seats) 

• Open 364 days per year 

• We are a visitor destination as well as a Theatre  

• Half a million day visits per year 

• 1.8 Million tickets issued worldwide last financial year (1.7Million SOLD) 

• 442,000 in Stratford last year 

• 200,000 tickets to cinema broadcasts last year 
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RSC FOH 

Briefing sheet 

 

Wednesday 5
th

 August 

7:15pm 

RST PRODUCTION 

Othello  

Positions RST DM 

Alistair Goddon 
1

st
 Half 2

nd
 Half 

Cloakroom Nicky N/A D2/D2 HOUSE (1018):  

Stalls Foyer *@ Ellen D1 / O D1 / D1 Stalls (506):  

Stalls 1  Fiona T-U O / D1 D3 / O Circle (224):  

Stalls 2  Nicola D3 / D3 O / D3 Upper (278):  

Stalls 3  Claire D4 / D4 O / D4 Standing (10):  

Stalls 4   Sue W O / D6 D4 / O  

Stalls Roaming* Susan D6 / O D6 / D6  

Circle Bridge (Prog) Kath CB / D1 D1 / CB WHEELCHAIR SPACES 

Circle 1 (Ices foyer) Jenny J D1 / CB CB / D1 Stalls:  

Circle 2 (Ice) Toby D6 / CF CF / D6 Circle:   

Circle Fountain * Rebecca CF / D6 D6 / CF  

Upper Circle Bridge (Prog) Ben  UCB / D1 D1 / UCB DM Seats:   

Upper Circle 1 (Ice) Hilary D1 / UCB UCB / D1  

Upper Circle 2* John UCL / D2 UCL / D2 Access Matters out on Cloakroom 

Upper Circle 3 Claire-Louise D2 / D2  Cloakroom Latecomer screens volume 

Riverside Imogen P Breaks  

Bancroft (Ice) James M Breaks  

Colonnade Karen Breaks 

 Groups Access 
 

 

 

 

 

 

 

 

 *Does pre/post-show checks and radios on completion. 

@ If no Bancroft Stalls 1 does ices at interval 

 Riverside Bancroft Colonnade 

Pre Show Door 6 Stalls Centre stalls – Assist 
with seating 

Door 1 Stalls 

1
st

. As show starts 15 Mins Help with L/C Stalls 1 

 Latecomers Latecomers Latecomers 

2
nd

 Straight after L/C Stalls 4 UC2 15 mins 

3
rd

 After Changeover Stalls Roaming Circle 1 Stalls Foyer 

4
th

 After Changeover UC 3  Prepare ices Circle 2 

Interval Guard Door 5 vom Sell Ice creams Guard door 2 vom 

 Latecomers Latecomers Latecomers 

5
th

 Before Changeover UC1 Cash Up /  Stalls3 Stalls 2 

6
th

 After Changeover UC Bridge 15 mins Cloaks 

7
th

 After Changeover Circle Fountain Cover Swan, if finished Circle Bridge 

End Guard door 5 vom Assist Cloakroom Guard door 2 vom 

 
1009 (998+11) 

497 

224   
278 

 10 

 
 
H48, H50 

None expected 

H18 - 22 
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Dr K#####, Stalls doors 1 & 2, back rows x 20 

(Organiser H27) 

Mr M#### is visually impaired; may need 

assistance down the steps and would like to 

move to a closer seat if possible 
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impaired; may need 

assistance down the 
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Dr K#####, Stalls doors 1 

& 2, back rows x 20 

(Organiser H27) 

 

RSC FOH 

Briefing sheet 
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Thanks for listening 

Alistair Goddon 

Operations Manager at The Other Place 

alistair.goddon@rsc.org.uk 

01789 403 744 

mailto:alistair.goddon@rsc.org.uk


Croeso | Welcome 

Introduction to Front 

Of House (Part 1):  

I’ve been told I need 

to use Tessitura, 

where do I start? 

Chloë Hearne  

Visitor Services Operations Manager 

Wales Millennium Centre 



Celebrated our 10th birthday 

Donald Gordon Theatre | 1896 seats 

Hoddinott Hall | 350 seats 

Weston Studio | 250 seats 

Glanfa Stage | Free performance space 

Dance House | 100 seats 

Urdd Hall | 100 seats 

About us 

Wales’ No 1 most visited cultural visitor attraction 

One of the UK’s Top 10 cultural attractions (outside 

London) 



Recruitment & Training 

Reporting 

Special Requests 



Our team 

Strategic Director of 

Business Operations 

Cultural Leader 

Customer Relationship 

Manager 

Visitor Services 

Operations Managers 

Visitor Services Team 

Leaders 
Visitor Services Assistants 

Cashiers 

Porters 
Stage Door & Security 

Soft Services 

Maintenance 

Compliance 

Building Conservation 



Recruitment & Training 

• Independently troubleshoot customer issues 

• Accurately report on sales 

• Improve the operations of performance 

management 

• Enhance daily briefings 

• Streamline the customer experience 

• Improve continuity and accountability 

Tailor-made training - our objective 



VIDEO 



Recruitment & Training 

Reporting 

Special Requests 



Reporting 

• Fast, easy to use and accessible  

• Accurate and concise 

• Improved communication and knowledge between teams 

• Streamline customer service initiatives  

• Scheduled reports to specific users 

Why is reporting an invaluable tool for Front of House operations? 



Reporting 

Performance Figures 
 

• Filtered by performance date 

or production 

• Total audience numbers 

including comps 



Reporting 

Pre-Order Ice Creams 
 

• Available for Group Bookings (10+) 

• Improved efficiency in stock management 

• Enhanced customer service 



Reporting 

Disabled Car Park 
 

• Improved security procedures 

• Enhanced customer service 

• Accessibility 

• Collaboration between teams 



Reporting 

Groups Seat Map Report 
 

• Visual aid of seat map 

• Contains name of group 

booker and number of 

patrons in party 

• Typically used for 

matinee performances 



Reporting 



Recruitment & Training 

Reporting 

Special Requests 



Special Requests  

http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRxqFQoTCJDpqc6J5ccCFYdx2wodz68CUw&url=http://www.assistancedogs.org.uk/useful-contacts/&psig=AFQjCNE0ImDrmh3dWLy_1sLVpCYpzo4ulg&ust=1441720504569164
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRxqFQoTCLjns8-vpMgCFci9FAodAIQKPg&url=https://amommasview.wordpress.com/2015/08/03/anniversary-comming-up-party-with-me/&psig=AFQjCNGDaqHk2xGGuDgiK7WWf3lkIFvN8A&ust=1443895375725721


• Categories can be updated by FOH 

• Quick and efficient to use 

• Existing feature of Tessitura 

• Report contains order number and seat 

number 

• Defined categories with room to add notes 

What is so special about special requests? 

Special Requests 



Looking forward 

• Analysis 

• Collaboration 

• Tracking availability of special requests 

• Automatically generate a CSI when adding a 

special request 

• Special Occasions 

• Recording service use 



    Diolch / Thank you 

Chloë Hearne 

Visitor Operations Manager 

chloe.hearne@wmc.org.uk 



Hannah Jasper 

Southbank Centre 

 

Alistair Goddon 
Royal Shakespeare Company 

 

Chloë Hearne  

Wales Millennium Centre 

Questions? 



QUESTIONS? 

Please tell us who you are and where 
you are from….. 

 



WHATS NEXT? 

NEXT SESSION : 12.15PM – 1.15PM 
 

BREAK 12 NOON – 12.15PM 
You will find refreshments in or near all 
conference rooms, we suggest that you 
find a drink at your next session location. 
 


