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MANY HAPPY RENEWALS! 

CONTENT PLANNERS 
Rachael Griffin : Birmingham Hippodrome  
Eve Smith : City of Birmingham Symphony Orchestra 

PRESENTERS 
Eve Smith : City of Birmingham Symphony Orchestra 
Martin Perks : Cheltenham Festivals  
Victoria Carlin : National Theatre 
 



Eve Smith 

Individual Giving Manager 
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Who we are 



Founded by Neville Chamberlain, 

1920 



Elgar conducts City of Birmingham 

Orchestra inaugural concert,1920 



1980 Simon Rattle appointed 

Principal Conductor 



Symphony Hall opens, 1991 



CBSO Centre – first purpose-built 

orchestral HQ in UK – opens, 1998 



Andris Nelsons appointed, 2007 

“A brilliant 

appointment” 

The Times, 2008 



New music director search 

Watch this 
space… 



What we do 



91-piece symphony orchestra 



Concerts for everyone 
Friday Nights 

Families and schools 

Matinees 

Evenings 



Choral programme: 

CBSO Chorus 

“The CBSO Chorus are the best in the land” 
The Times, 2011 



Choral programme: 
Youth Chorus 

Children’s Chorus 
Young Voices 

SO Vocal Community Choir Perry Barr Community Choir 



CBSO Youth Orchestra 



Centre Stage: 

The Osborn Chamber Music Programme 



Learning and Engagement: 



Four key priorities 2014-18 

• ARTISTIC: To attract, nurture and enable the 
world’s finest artistic talent 

• CONCERTS: To reach the widest possible 
audience with excellent concerts 

• LEARNING: To offer learning, engagement 
and talent development opportunities for the 
widest possible audience 

• DIGITAL: To enable a broad, global audience 
to experience the excellence of our 
musicianship digitally. 

 



How we’re funded 



Funding mix 

£10 million turnover 

 

Income 

Earned Income

ACE & BCC

Development



CBSO fundraising requirement 

2014-18 



Individual giving 

• £475,000 Individual Giving with 
50% coming from memberships 

 

• Membership made up of c. 1,200 
donors giving between £40 and 
£10,000 

 

• Benefits: priority booking, news 
and information, events 

 

• USP: artistic team – conductors, 
soloists and musicians 



Our journey on Tessitura 



Tessitura journey to date 

• Live in December 2014 on v.12.1 

• Converted c. 70,000 constituents 

• Phase 1 – individuals and subscribers 

• Phase 2 – corporates and trusts 

• Phase 3 – learning and participation 



Past – Present – Future  

From individual giving 

(memberships) perspective 



Past 

 
Conversion 

• Converted all memberships and giving history 

since CBSO records began 

• Including around 800 direct debit payments 

and a further 400 memberships with 

cash/cheque/credit card payment 



CBSO membership 

CBSO Membership Organisation 

 

 

 

 

 

 



CBSO membership 

Additional donations 

 

 

 

 

 

 



CBSO membership 

Additional donations 

 

 

 

 

 

 



CBSO membership 

Additional donations 

 

 

 

 

 

 



Past 

 Day to day 

• Regularly communicating with members at 

specific levels through List Manager 

• Mostly through email for personal touch 

• Can feed in to Wordfly for more corporate 

looking comms 

 



Past 

 
Reporting 

• Performance Reports flag members at 

concerts 

• Membership Details Report help identify 

upcoming renewals 

• Activities / Patron Activity Report to monitor 

and log member event attendance 

 



Past 

Extractions 

• Membership forms part of wider department 

extraction for mailing Music Stand magazine 

• First major extraction for wealth screening 

(30,000) 

 Reimported wealth data back into Tessitura 

• Second extraction informed telephone 

campaign (2,500) for membership drive 

 



Present 

 Telephone Campaign:  Aim to increase low 

level memberships 

 

Campaign promoted to constituent records 

(Campaigns – Appeals) so success of 

campaign can be monitored and analysed 

 

Moving from paper to paperless direct debits 



Present 

 Plans for prospective new members: 

Following wealth screening data return, 

Plans set up for identified prospects 

 

Already working for Bequest Patrons and 

Endowment prospects, so prospective 

individuals will use same format 



Present 

 Plans: Set up 
 

 

 

 

TR_Plan_Type TR_Plan_Status TR_Plan_Source

  



Present 

 
Plans: Set up Steps 
 

 

 

 

 

 

 

    TR_Step_Type  

  

  



Present 

 Plans: Set up Workers 
TR_Worker_Role TR_Worker_Type Workers: 

      CBSO Trustees 

      Dev Trustees  

      Senior Team 

      Dev Team 

 

  



Future 

 
• Automate membership renewals using 

Acknowledgement Letters 

• Financial reconciliation between Tessitura 
and finance system Exchequer 

• Further work in segmenting, researching and 
validating wealth screened data in order to 
reimport back into Tessitura 

• T-stats analysis for 20016-17 budget setting 

• Mobile app use for Development staff at 
concerts 

• Transactional website functionality for online 
memberships and events (possibly TNEW?) 

 

 

 



Eve Smith 

Individual Giving Manager 
 

esmith@cbso.co.uk 

@evie383 



 
 
 
 
 
 
 
 
 
 
 
 
 
 

Martin Perks 
 

Box Office Supervisor & 
Membership Co-ordinator 

 
Cheltenham Festivals 

 



Contents Summary 

• Cheltenham Festivals – who we are and what we do 

 

• Original Membership scheme & our introduction to 
Tessitura 

 

• Decision to change the scheme 

 

• How the new system operates 

 

• Top tips and advice 



A Bit of Background -  
Who We Are and What We Do 

• Cheltenham Festivals is a not-for-profit organisation 

• We stage four Festivals throughout the year – Jazz, 
Science, Music and Literature 

• Jazz began in 1996, Science in 2002, Music in 1945, 
and Literature in 1949 

• Previously linked with the Cheltenham Borough 
Council but now independently run 

• As a registered charity we have our own Marketing, 
Education and Development Teams 



Key Facts About the Festivals 

• Over 225,000 tickets issued across all four Festivals 

• Cheltenham Festivals hosts more than 800 events per 
year 

• Around 30 venues throughout Cheltenham and 
Gloucestershire, including many Cotswold churches 
and other unique venues 

• Over £5.3 million annual turnover 

• 40% of our audience comes from outside 
Gloucestershire 

• We sell over £2.3m worth of tickets each year and raise 
approx. £2.5m in sponsorship, grants and donations 



Origins of Cheltenham  
Festivals Membership 

• Membership Scheme launched in 2009 

 

• Own Box Office created in 2011 – separating from 
Cheltenham Borough Council 

 

• Need for a new booking system with fundraising 
potential 

 

• Tessitura chosen as new Box Office software – one of 
the first tasks was to convert Membership scheme into 
the new system 



Membership Benefits 

• Five levels of Membership: Concessionary, Associate, 
Individual, Joint and Family 

 

• £15.00, £20,00, £35.00, £55.00 and £57.00 

 

• All levels gave priority booking for each Festival 

 

• All except Associate gave a 10% discount on tickets 

 

• Membership lasted for a cycle of four Festivals from the 
date joined, rather than per calendar year 



Pros and Cons of the  
Original Scheme 

 
Pros 

Source of income, supplementing ticket sales etc. 

Allows regular ticket buyers to feel more involved 

Different levels to fit personal circumstances 

Value for money and generous discounts 

 

Cons 

×Admin heavy, particularly Direct Debits 

×Became too big – even faceless 

×Too many levels – confused customer choice 

×Prices were kept the same until 2015 with overreaching 
discounts 
 



Why Now? 
Restructure Reasoning 

• Too big and complex – the scheme needed to simplify 

• Different levels confused and challenged customers and 
staff alike 

• Stagnant pricing – to reprice….redesign! 

• Overly high discounts – needed new scheme priorities 

• A desire to create a clear and fairer system 

• An opportunity to streamline our administrative 
process 



Countdown to the New Scheme 

• For second half of 2014 - background research began 
into new schemes 

• This ranged from organisations with a similar product 
to those with a different set-up and approach 

• Research found many did not offer discounts - focusing 
instead on advance booking  

• Focus groups confirmed priority booking as a main 
concern 

• New scheme introduced in June 2015 



2015 DATE ACTION RESPONSIBLE 

Thursday 28th May Finalise letters Box Office & Marketing 

Thursday 4th June Sign off letters with Finance Marketing & CEO 

Friday 5th June Send updated web page copy to Web Team Box Office 

Monday 8th June 

OLD SCHEME CLOSES                                                                                                         TURN OFF TRIGGERED RENEWAL 
EMAILS                                                                                                       Send Enews to ALL Members notifying them of the upcoming changes. Break 
down to Associate, Individual, Joint+Family                                              Updated Membership Web Pages LIVE Marketing & Web Team 

Tuesday 9th June NEW SCHEME LIVE   

Wednesday 10th June Pull Lists of DD and Non-DD customers Marketing 

Monday 15th June Send Letter to Direct Debit Literature Members with Call to action. Include Freepost address, DD form & Gift Aid declaration form Marketing 

Tuesday 16th June Inactivate all Lit Direct Debits with expiry date of 2016 Box Office 

Monday 22nd June Send Enews to Non-Direct Debit Literature Members with Call to action. Tie in programme reveal Marketing & Web Team 

Saturday 27th June Programme/early names Reveal   

Friday 3rd July Send reminder/prompt to DD customers Web Team 

Saturday 11th July Deadline to return DD forms Customers! 

Monday 13th July Box Office start setting up new Direct Debits Box Office 

Monday 20th July Lit upload Box Office 

 

 

 



‘More Bang for Your Buck’  
The New Scheme Explained 

• Three levels – Bronze, Silver and Gold 

 

• £25.00, £50.00 and £75.00 per year 

 

• All levels give priority booking for each Festival 

 

• Silver and Gold Memberships give a 10% discount on 
tickets 

 

• Membership lasts for 12 months from the date you join 

 





Top Tips - 
Final Thoughts and Advice 

• Keep it simple! 

• Get the cost right 

• Clarity 

• Don’t be too generous 

• Planning & Research 

• Communication 

• Be fair 

• Avoid exceptions! 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Martin Perks 
 

Box Office Supervisor & 
Membership Co-ordinator 

 
martin.perks@ 

cheltenhamfestivals.com 

 



 Membership Management 

Many Happy Renewals! 

Victoria Carlin, Development Database Manager 



 
On the Southbank: 

4 Theatres in one home. 

24 productions in the last year 

987 performances in total for 1415 

  

 
 



 
On the Southbank: 

4 Theatres in one home. 

24 productions in the last year 

987 performances in total for 1415 

  

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 

 
 



 

Raising Funds at the NT  
 

  
 

  
 

Box Office sales contribute 58% of our income  
 

NT Live (our broadcast scheme) brings in 7%  
 

Trading & other income raises 11%  
 



 

Raising Funds at the NT  
 

  
 

  
 

Box Office sales contribute 58% of our income  
 

NT Live (our broadcast scheme) brings in 7%  
 

Trading & other income raises 11%  
 

In 2013/14 donations from individuals,  
trusts / foundations and corporate support  

contributed £6.5million to the NT   
 

Real term cuts of 25% in ACE funding since 2010  
 



 

Our Membership Schemes  
 

 10,000 individual members giving between £80-£200 
 

  
 

  
 

  
 

  
 

 1,500 individual members giving more than £600 yearly 



 

Our Membership Schemes  
 

 10,000 individual members giving between £80-£200 
 

  
 

  
 

  
 

  
 

 1,500 individual members giving more than £600 yearly 

 280 members in our Young Patron 21- 45 group 



 

Our Membership Schemes  
 

 10,000 individual members giving between £80-£200 
 

  
 

  
 

  
 

  
 

 1,500 individual members giving more than £600 yearly 

 280 members in our Young Patron 21- 45 group 

 250 Associates of the National Theatre in New York 

 50 Corporate members all with bespoke benefits 



 

Corporate Membership Structure  
 

 
 
 

 3 membership levels that loosely fit benefits of bespoke 

corporate membership offers 
 

GOLD  

 

PLATINUM 

  
PREMIUM 



 

Corporate Membership Structure  
 

 
 
 

 3 membership levels that loosely fit benefits of bespoke 

corporate membership offers 
 

GOLD  

 

PLATINUM 

  
PREMIUM 

HAHAHAHAHAHAHAH LOLZ 
 



 

Corporate Membership Structure  
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Reasons to mark as ‘memberships’  
 



 

Corporate Membership Structure  
 

 
 
 

Reasons to mark as ‘memberships’  
 



 

Corporate Membership   
 

 
 
 

Reasons to mark as ‘memberships’  
 

• List building, quick counts & checks 

• Clean extractions to deliver benefits such  
as rep brochures and extras 

• Easier to analyse 

• Ability to use ‘lapsed’ header to see 

when last gift given easily & quickly 

• Multiple funds and campaigns mean 

memberships can be assigned where 
needed instead of adding hon ones. 



 

Corporate Membership Plans   
 

 
 
 



 

Corporate Membership Plans   
 

 
 
 

1st Step RESEARCH PLANS  
 



 

Corporate Membership Plans   
 

 
 
 

2nd Step GIFT PLANS  
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Corporate Membership Plans   
 

 
 
 

PITCH LIST – CORE PRIORITES 

Active  

Developing 

Inactive 
 



 

Corporate Membership Plans   
 

 
 
 



 

Corporate Membership Benefits  
 

 

Bespoke Membership Benefit Tracking 
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Bespoke Membership Benefit Tracking 



 

Corporate Membership Benefits  
 

 

Bespoke Membership Benefit Tracking 



 

Corporate Membership Benefits  
 

 

Bespoke Membership Benefit Tracking 

T-STATS!  
 



 

  
 

 
 

 

Questions? 



QUESTIONS? 

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

 



WHAT’S NEXT? 

NEXT SESSION : 11AM – 12 NOON 
KEYNOTE ADDRESS in the Auditorium at 
the Royal Concert Hall  
 

BREAK 10.30AM – 11AM 
Refreshments are available in or near all 
conference rooms.  
 


