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Wales Millennium Centre 



Automated Merge Procedure 

Identifies duplicates by:  

• First 5 characters of first name  

• First 10 characters of last name  

• First 7 characters of first line of address 

• Postcode 

TimotEdwards12NewbaCF624QL 

String Count 

TimotEdwards12NewbaCF624QL 2 

Two nightly procedures 

Identifies potential duplicates in the system 

Only works on identical constituents!  

1st 

Procedure 

BUT…. 



Automated Merge Procedure 

Two Nightly Procedures 

Merges the 2 records together 

criterion customer_no status keep_cust 

TimotEdwards12NewbaCF624QL 1245899 K   

TimotEdwards12NewbaCF624QL 1245898 D 1245899 

A points system is used to workout which record is kept and which is merged.  

2nd  

Procedure 

1000 
10 

2 
1 



Custom Report 

Built to identify duplicate records that will never be picked up by our auto procedure 

\\\\\\\\\\\\\\\ 

Custom 
Report 

Records identified using this criteria:  21,858 



 

 

How does it work in the organisation? 

How do we use it? 
Custom 
Report 



How does it work? Custom 
Report 



Fix Address Errors  

A procedure runs at midnight each night that takes any records created that day and 

swaps the information over.  

Overnight 

Procedure 

Used to fix incorrect address entry for 2 of our consortium partners 

Day 1: Account created, address information inserted the wrong way around: 

Day 2: Procedure has run and the addresses are correctly formatted 

Day 3: The overnight procedure has run, identified these duplicates records and merged them.  



Thanks for listening!  

Anna Coles  
SQL Support Analyst  

anna.coles@wmc.org.uk 

mailto:anna.coles@wmc.org.uk


 Data Cleansing: 

Can’t see the wood for the trees… 

Victoria Carlin, Development Database Manager 

James Broderick, Box Office & CRM Systems Manager 



 
On the Southbank: 

4 Theatres in one home. 

24 productions in the last year 

987 performances in total for 1415 

700,000 tickets issued  

90% capacity achieved. 
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4 Theatres in one home. 

24 productions in the last year 

987 performances in total for 1415 

700,000 tickets issued  

90% capacity achieved. 

  

The UK and beyond: 

710,000 tickets sold in the West End 

720,000 tickets for UK Tours 

775,000 tickets for International and touring shows 

1.2m tickets sold worldwide for NT Live broadcasts 

 
 



 

Who uses Tessitura at the NT?  
 

Box Office  
 

Front of House  
 

Development  
 

Marketing  
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Who is recorded on Tessitura?  
 

1,841,600 Individuals  
 

2,226 Trusts & Foundations  
 

37,581 Edu Institutions  
 

6,758 Households 
  
 

23,825 Businesses  
 



 

Keeping our database clean  
 

We have absolutely no duplicate records…  
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Said ABSOLUTELY NO-ONE EVER 
 
 
 



 

Keeping our database clean  
 

We have absolutely no duplicate records…  
 
 

Said ABSOLUTELY NO-ONE EVER 
 

We do not auto-merge . 
 

Our merge management is currently user-led and 
involves cross-department collaboration… 

 



 

Merge Management  
 

 
 

• Increased Training Super-User to User 
 

• CSI structure to allow front line users to flag 
dupes 
 

• Consortium training & removal of certain 
permissions. 
 

• User-groups re-assessed, permissions & views. 
 



 

Keeping up Appearances  
 

 
 

• Constituency segments to improve filtered 
searches  
 

• Specific ‘Find your customer’ tips & tricks 
 

• Collaboration with ‘off-Tess’ departments to 
ensure creative contact details are up to date. 
 

• Portfolio management 
 



 

The Technical Challenge  
 

Marketing use a third-party eCRM system to produce  
dynamic emails according to segmentation results. 

 
 



 

The Technical Challenge  
 

Marketing use a third-party eCRM system to produce  
dynamic emails according to segmentation results. 
 
The software only accepts 1 email address from Tessitura, 
If a constituent has the same email on 2 different records, 
we cannot import the second record. 
 

 
 
 



 

The Technical Challenge  
 

How do we identify and correct records to ensure 
nice, clean, useful data is both going in and out of 

Tessitura? 



 

The Technical Challenge 

   (That ended up not being so Technical)  
 

 
Basic SQL report:  
Emailed every Monday to Marketing team for action. 
 
The query looks for all new records created in the last 7 
days and flags those with pre-existing email addresses. 
 
Marketing then comb through, household where required 
and follow strict merging rules. Third party eCRM can 
then happily scoop up the correct record. 
 
 

 
 
 



 

Quick Wins  
 

• Consortia CSIs 
- for smaller teams who don’t have time to merge, CSI 
flags a duplicate, the CSI tracking report is scheduled &  
received by NT CRM staff. Cleaned according to rules. 
 

 
 

 
 
 



 

Quick Wins  
 

• Consortia CSIs 
- for smaller teams who don’t have time to merge, CSI 
flags a duplicate, the CSI tracking report is scheduled &  
received by NT CRM staff. Cleaned according to rules. 
 
• USE YOUR USER GROUP! 
• Hold a workshop with your users and find out what  
each department process is for managing records, do  
Development household differently to Learning? Come up 
with a clean HOUSE solution that works for everyone. 
 

 
 
 



 

Document, share & review  
 

Use your intranet to share the best practice for keeping 
data clean, run ‘data clean-up clinics’ 
 
Find a department ‘cheerleader’ in each user-group. 
They will translate for you into terms that each dept. will 
understand. 
 
Simple solutions, use eyes on the ticket desk to note  
incomplete records & correct them. 
 
DATA CLEANSING DOESN’T HAVE TO BE COMPLICATED 
 
 
 
 
 
 

 
 
 



 

Victoria Carlin, Development Database Manager 

vcarlin@nationaltheatre.org.uk 

 

James Broderick, Box Office & CRM Systems Manager 

jbroderick@nationaltheatre.org.uk 



QUESTIONS? 

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

 
 



WHAT’S NEXT? 

NEXT SESSION STARTS : 2pm – 3.15pm  
Conference Welcome in the Auditorium, 
Royal Concert Hall 
 

Lunch! 1.15pm – 2pm 
In the Royal Suite , Crowne Plaza Hotel 
 
 


