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Pre-show and
Post=-show
emalls

Sinéad Bevan

Marketing Officer




What 1s the
purpose of our
pre and post-show
emails?

* REACTIVE
* RELEVANT

==




o nouse
Let your
audiences
know you

care!




Pre-show
emalls

Pre-show example

DOM pre-show example

i WHAT'S ON
Nottingham YOURVISIT

Playhouse EAT & DRINK

YOUR VISIT TO NOTTINGHAM PLAYHOU SE

a performance at Nottingham Playhouse

Jeanette Winterson, The Rubenstein
uld

Kiss, Ishi-Khan Jackson, Hardeep Singh Koli or Nina Conti

ormsation you need to esnure you vis

If you have any other questions about your booking, please call our friendly

Box Office team on 0115 941 9419,

CASTRESTAURANT
AND DRUM BAR

k a table in CAST and try our Prix

Transport

at (=)
wmu [
R

TRAFFIC UPDATES BUS TIMETABLES CAR PARKING

more info

*Inform
* Excite
* Reassure



http://clicks.skem1.com/preview/?c=13342&g=4448&p=
http://clicks.skem1.com/preview/?c=13342&g=4448&p=
http://clicks.skem1.com/preview/?c=13342&g=4448&p=
http://clicks.skem1.com/preview/?c=13342&g=4318&p=
http://clicks.skem1.com/preview/?c=13342&g=4318&p=
http://clicks.skem1.com/preview/?c=13342&g=4318&p=

Nottingh
ottingnam TS

YOUR VISIT

Playh ““se Flav ki Bk

I 0 S t S I ' 0 w All completed surveys will be entered into a prize draw to win tickets to a °
Nottingham Plaghouse Theatre Company production. There are fen pairs of tickets to Q
= . u e S I O n

emails ...
- * Promote

are avaiable

bargain price of just£7. S

Sat30ct Main House 7:45pm OFFER £7 BOOK NOW
Mon 5 Oct Main House T7:45pm OFFER £7 BOOK NOW
Tue 6 Oct Main House 700pm OFFER-£7 BOOK NOW

Post-show email example e e

Please note that you should enter the code before selecting your seats.



http://clicks.skem1.com/preview/?c=13342&g=4382&p=
http://clicks.skem1.com/preview/?c=13342&g=4382&p=
http://clicks.skem1.com/preview/?c=13342&g=4382&p=

Playhouse Open and click rates

Industry Open Click ol Hard Abuse Unsub
Bounce Bounce

Entertainment
and Events 21.48% 2.42% 0.56% 0.46% 0.03% 0.26%
Industry
Nottingham
Playhouse 73.23% 10.8% - - - 0.0%
Pre-show
Nottingham
Playhouse 57.7% 26.38 % - - - 0.0%
Post-show
* since w/c 24 August 2015




Nottingham
Playhousé Great content

See the As You Like It company in Hamlet

You ‘ve just enjoyed Alex Waldmann as Orlando and Pippa Nixon as Rosalind in As You Like It, now see
them take on the roles of Horatio and Ophelia in Shakespeare’s gripping psychological thriller Hamlet.

Watch Trailer

With the same ensemble of actors as As You Like It and Jonathan Slinger in the title role, Hamlet has
received standing ovations and praise from both critics and audiences.

I just made a
donation. Find out

' how you can at Google
©2015 Google- | Terms of Use ~ Report a problem

blood.co.uk

.o
™) Save o e
/ Gewe bl

Social Media Badge

Talking about your donation experiences is 8
grast way to raise swarensss of blood

donation. Click here to share your recent

donation with friends and family.

» Share now -
Y 4




An exclusivea. highly
engaged social
network!

* Triggered
e Tailored
e @Great content

Q

==




Thank you
for
listening!

9

|




SCOTTISH BALLET

BUILDING A RELATIONSHIP
WITH AN AUDIENCE



s SCOTTISH BALLET
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CHOREOGRAPHY BY DAVID DAWSON
MUSIC BY PYOTR ILYICH TCHAIKOVSKY

SCOTTISH BALLET

< . : ‘ = GLASGOW THEATRE ROYAL
opher Hapsdh . | J avier B r ya n LR

2 - ABERDEEN M3 MAJESTY'S THEATRE
e byg ] Wed 27-Zat 30 Acrd 200
Sergel Prokoflev A 01234 64113T | abardsarperformingarts.com
- de FFUTOS ArIAsS g
B “v s Wed 4-Zat 7 Hay 2016 N
E Canasta Motion of OO s e
Edinburgh ~ Aberdeen Displacement NEWCASTLE, THEATRE ROVAL
TOATDE DR . TRSMDT oo CTORES i e
64112

EDINEURGH FESTIVAL THEATRE
Wl 35 -Zat 28 May 2015
Q131529 000 | adtheatrar.com

UVERPOOL, EMPIRE THEATRE
Wedl 1 -Zat 4 Jine 30%
0244 871 30T | stgticketz.cem/hameal

Incredible dance.
Inspiring music.

Glasgow Edinburgh Inverness
T estival Theat Edes rt




Team

Marketing and Communications

~>
¥ 4
dh
Head of Head of
Marketing and Marketing and
Communications Corporate
Charlotte Sponsorship
Gross Kirsten
email Cockburn
email

Communications Marketing and
Officer Communications
Carrie Editor

McAdam Christina Riley

Marketing
Officer

Clare

Campbel
email

Marketing and
Communications
Designer
Eve
McConnachie

email



New bookers

Average 50%



Readiness to receive

e Context
e Relevance

* Anticipation

Assessing the intrinsic impacts of a live performance
Alan Brown



Often the only preparation that people have
when going to events, is the marketing copy.






Customer
Relationship
Management






b innocent
October 2 at 10:59am - Edited - @

We're not supposed to take the 4th floor stapler off the 4th floor. So we
took it scuba diving. (This is getting well and truly out of hand now)

innocent
October 7 at 10:00am

You're probably not on Facebook to see a sponsored post from us, but we
think the Big Knit is worth shouting about. Please knit a little hat and help
us raise £200,000 for Age LK.



Tutu’s company

nttps://youtu.

ne/TYeB nx1iWE

nttps://youtu.

ne/iODunI5nl1Eg

nttps://youtu.

ne/nu8FskFaRTg

Done slightly more professionally...

https://www.youtube.com/watch?v=4FLTNUYAg

Gg

SCOTTISH BALLET


https://youtu.be/TYgB_nx1iWE
https://youtu.be/TYgB_nx1iWE
https://youtu.be/jODunI5n1Eg
https://youtu.be/jODunI5n1Eg
https://youtu.be/nu8FskFaRTg
https://youtu.be/nu8FskFaRTg
https://www.youtube.com/watch?v=4FLTNUYAgGg
https://www.youtube.com/watch?v=4FLTNUYAgGg
https://www.youtube.com/watch?v=4FLTNUYAgGg

= Youllif} = scottish ballet

SCOTTISH BALLET

HEALTH & FITNESS

P ) 0:22/1808

/‘ / J‘ | | ﬂ cc] Analytics Video Manager

Scottish Ballet Health and Fitness Episode 1: Core De Bal

Scottish Ballet
L} Channel settings ]65,056




= Youlliy) scottish ballet

/. -/-.’. : [ 0 Analytics Video Manager

Scottish Ballet: Snow Queen M.A.C Make-Up Tutorial

E Scottish Ballet
£} Channel settings 16,984

+ Add to < Share ese More l‘ 159 ,I 4




YOI] Tllhe o scottish ballet

/~ /. J. [ o Analytics Video Manager

Scottish Ballet: Webcast from Company class - 10th Mare

Scottish Ballet
4} Channel settings 77,643

+, t «_: Share see More I‘ ,I 4




Instagram

scottishballet
Scottish Ballet

114 likes

scottishballet Took a trip to the production
workshop and found some gorgeous
#SBNutcracker sets. This is the SMALLEST
of the arches being made... #LoveTheatre
#BackStage

@ scottishballet

188 likes

scottishballet Here's a glimpse of what to
expect from #SBNutcracker Uncut! Tune in
at 12pm tomorrow at
www.scottishballet.co.uk/uncut, and join us
on Twitter from 1pm where Sophie Martin
and Christopher Harrison will be answering
your #SBUncut questions. See you

tomormrow! s

jenro20 @boots_and_catsO1
cortneyalexandralee @ruwel
evil_nurse_tara @kirrasuxx follow
rhinestone_roro @feedthegoation0
lets go to the ballet!
feedthegoat1000 | dig the ballet
@arrrrjaaay nutcracker | hear - more interval
wine x

rhinestone_roro
adate! T

afeedthegoat1000 its



Scottish Ballet
scottishballet
See the journey of the talented young
dancers performing in #SBNutcracker in our
new film, The Nutcracker Children
ow.ly/HrvPd

B YouTube

ScottishiBallet: The Nutcracker Children

Scottish Ballet: The Nutcracker Children

Watch the joumey of the talented children who perfom in Peter Damell's The Nutcracker,
from rehearsals to the fittings of their individual dresses and mou...

View on web

RETVEETS  FAVORTES

6 s BrYAmESs®

=g Louise Guy @Weeguy40 - Jan 21
4 {@scottishballet will you be releasing a DD of the show?

P Gilbo Baggins % (i Gilianlyn W Jan 17
‘ \.‘ @leigh_robinson7 aww | loved their wee tails!! Ji§ x

Twitter

Scottish Ballet
scottishballet

NEW! Scottish Ballet: The Making of Peter
Darrell's The Nutcracker
youtu.be/6w8WxD7iBm47Ii...
#SBNutcracker

&3 YouTube

= 24100 Scottish Ballet: The Making of Peter Darrell... @ <

Scottish Ballet: The Making of Peter Darrell's The Nutcracker

Go behind-the-scenes of Peter Damell's The Nutcracker, with insights from Artistic Director
Christopher Hampson, Head of Wardrobe Caro Harkness and Producti...

\iew on web

RETWEETS FAVORITES
M1 FREMT@EOM
5:00 PM - 23 Dec 2014

@ Reply to @scottishballet

Scottish Ballet
Dscottishbaliet

LOVE these ice sculptures from our
#SBNutcracker Fun Pack. Keep sending in
your photos! scottishballet.co.uk/funpack

2:03 PM - 12 Nov 2014

@ Reply to @scottishballet



Scottish Ballet
FIRST LOOK at rehearsals for #SBNucracker in the Peter Darrell Studio. Feeling festive
yet?

Like - Comment - Turn off N

ascal Johnson, Eado Turg:
like this.

7 95 shares

an, Elie Munro and 326 others Top Comments~

Facebook

0:06/0:15

@ Public

Scottish Ballet added 4 new photos fo the The
Nutcracker on tour

Take a look at photographs from our dancers and team as The Nutcracker
tours to Edinburgh, Glasgow, Aberdeen. Inverness and Newcastle!

www.scottishballet.co.uk/thenutcracker

Like Comment Share

Eado Turgeman, Lisa Sinclair, Antonia Brownlee and 482 others like Top Comments ~
this

36 shares



© SCOTTISH BALLET @

Thank you for booking Scottish Ballet's
The Nutcracker

ne hashiag #3ENuUbracker and ¥o
eicar Named Desie

Venus information | Pholoc and fime | GlacQow oacting

THE STORY THE MUSIC

Licien fo the mucio of The Nuloracker

CASTING
D

~

PHOTOS & FILMS

gh rehearcal gaieriec anc see Loz
|Ston's fantastcal designs come %0 iife In our
coctume galiery

St pack with The Nutcracker Siime - discover




Pre-show e-mail stats

Subscribers ~  Reporting ~

i Email ~

The Nutcracker Pre Show - Glasgow
Delivered to 1,485. Active since 06/01/2015 17-13:17 Details | Preview | 'H

3 £ 1 T £ £ B

Overview
Overview
1,485 95.29% 28.82% 0.07% 1.05% 1.7%
delivered unique open rate unique click rate unsubscribe rate hard bounce rate soft bounce rate

Sent to 1,527

Your average: 46.72%

D2 g21 unique opens
D (2,488 total opens)

Your average: 16.03%

2 azs unigue clicks
£ (754 total clicks)

Your average: 0.18%

Jo iR opt-outs
£ o abuse complaints

our average: 0.8%

£ 18 hard bounces

Your average: 1.22%

8 26 =oft bounces



© SCOTTISH BALLET (@]

We hope you enjoyed Scottish Ballet's
The Nutcracker

et [ove 10 hear what you Tought of the show! Send your feecback o feedback2dbcootichbatiet oo uk, or
via Twitler cr Facedook

Ea the firct fo hear about upsoming fourc and mare! Cliok hare 1 cign un‘bo.nr manthiy q.'m-mmr Sor
SXCISSIVE Lpoates. COMDENTOns ang Dacksiage Stofes. and
on Twitier, Facebook ana l'ukq"-n‘: gaily Insights ¥

View gafleriec  Whatc coming up | Watch fime

A WORD FROM OUR ARTISTIC
DIRECTOR

NEXT IN EDINBURGH...
A STREETCAR NAMED DESIRE

R!!ﬂ 'Mf! and book onfing

CINDERELLA GALLERIES

Read mors View gaBeriec
COSTUME APPEAL OUR DANCERS

*
Al




Post show e-mail stats

The Nutcracker Post Show - Glasgow

Delivered to 1,503. Active since 13/01/2015 14:29:44 Detsik | Preview | M

3 £ D T B £

Overview

Overview

1,503
delivered

Sent to 1,530

42.91%

unique open rate
“Your average: 46.72%

D gas unique opens
ﬂ (1,254 total opens)

13.91%

unique click rate
“Your average: 16.03%

D 209 unigue clicks
£ (277 total clicks)

0.33%

unsubscribe rate
Your average: 0.18%

Ps apt-outs
ﬂ @ abuse complaints

0%
hard bounce rate
“Your average: 0.8%

£ 0 hard bounces

1.76%

soft bounce rate
Your average: 1.23%

B 27 soft bounces



Online stats
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Instagram
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Sales stats

£400,000.00 Nutcracker 12/13
Hansel & Gretel 13/14

Total Net Inc

Nutcracker 14/15
Cinderella 15/16

£300,000.00

. .
_////';/”////

£0.00 e
PRIV PRERRPDDPPRDPPPON PR >N D

*»%é_'%*_b-
N

Weeks To Go



Learning outcomes

* Try

* Learn

* Measure

* Change

SCOTTISH BALLET



National
Theatre

Putting audiences first

Harriet Dalton, CRM Marketing Manager

: | National Theatre

e, ARV EWMECT &
s ~ ' g R
2000 a v ! ’kl‘l e '
& NIRRT SRNURESE '
a0 AT AR -y '




About the National Theatre

The NT each year
4 Auditoria
24 productions
987 performances
700,000 tickets issued — 90% capacity

The NT elsewhere
710,000 tickets sold in the West End
720,000 tickets UK Touring
775,000 tickets International productions and touring
1.2m tickets NT Live



Email Mantras

A central funnel for e-comms to our database
Guide customers into potential journeys

Use data insight to make it targeted and relevant



Overview

Right Customer
It starts with the database

Right Message
|dentifying email strands

Right Time
Customer calendar



Right Customer

It starts with the database



Managing the database

 Clean-up records
e Establish categories

* Find a universal language



National
heatre

NT Database Categories

Categories
Audience - Younger Audience
Development - New to NT
Strands

- Intellectual Drama
Segmentation - Entertainment And Family

-Edgy and Topical




Categories

Audience
Development
Strands

Segmentation

NT Database Categories

Types

= <

- Younger Audience % D
- New to NT - g
ks ®

n

=3

S

- Intellectual Drama
- Entertainment And Family

-Edgy and Topical

3upjoog a1y



Right Message

ldentifying email strands



Group email into strands

By email delivery

- Scheduled
- Ad-hoc

- Reactionary

What has been promised



The NT Marketing Email Strands

Audience
Ad-hoc

Campaign
Scheduled NT News

Reactionary Enhanced Experience



Audience

Incentive driven messaging

Exclusive Offer
£20 stage side seats

Husbands & Sons exclusive ticket access

Be up close to the action with £20 stage-side seats

Seats have just been released for upcoming sold-out performances of our
highly-anticipated new production of Husbands & Sons, opening next Monday in the
Dorfman Theatre

To access these tickets. use the link below and enter promocode STAGE20 before

Husbands & Sons interweaves three of DH Lawrence's greatest dramas and plays
them simultaneously. With an inventive new staging by Bunny Christie, and
Anne-Marie Duff retumning to the National to play the lead character Lizzie Holroyd

this is a must-see this autumn

Book now

The cast in rehearsal




National
heatre

Campaign

Targeted Segments

-

Press quotes

Strong casting

\_

~N

J

Final weeks — Three Days in the Country

L. .8 8 ¢ L. 8.8 ¢

LE. 8 8 1
‘Ruefully funny’ ‘A masterly ‘A triumph’
The Times piece of work’ Independent

Financial Times

‘Impressive. Some phenomenal acting — Mark Gatiss is
perfect, Amanda Drew is splendid, John Simm is astonishing’

Time O

Don't miss your chance to see Patrick Marber's new version of Turgenev's
passionate, maving comedy.

'Memorably vivid'

Find out more

A 1 INTN Bl Y A

Love and comedy Ask Mark Gatiss

See the production brought to life Hear from the cast and Patrick Dr. Shpigelsky, aka Mark Gatiss,
onstage. Marber on the summer setting, will be in session in our Twitter
unrequeited love and comedy. Q&Aon Thu 1 Oct. Send in

Watch trailer

questions using #AskDrS.
Watch the interviews
Tweet a question in advance




saptember share 3 02

NT News

-y =

- 7
.

People, Places and Things now playing

A mesmeric trip into addiction, rehab and identity. The latest collaboration between

Diff t ' based
the NT and Headlong following Earthquakes in London and The Effect, explores the
O n S e g m e n tS complexities of addiction and recovery in our medern world

Enter the intoxicating world of People, Places and Things

Production matched to
booking history

Last chance to see The Red Lion
* %% % ‘A tiumph’ Daily Telegraph

Don't miss the chance to see Patrick Marber's
critically-acclaimed new play The Red Lion,
playing until 30 September in the Dorfman
Theatre

News from around the NT

Tea anyone?

Rule driven items

New to House, a twist on the classic afternoon
tea

The menu features delicious delicacies inspired

bv shows such as Sweenev Todd. One Man




National
heatre

Enhanced Experience

Booked to attend a future
performance

Production booked
Highlight talks and events

Increase ancillary spend

Dear %%SALUTATION%%,

We look forward to welcoming you to the National Theatre in a few weeks time. Login
to MyNT to view details of your booking.

Here are some ideas to make the most of your trip.

About the production

Jane Eyre #NTjaneeyre
Lyttelton Theatre Running time

Special Talks and Events
Hear from the creative team and explore
the production's themes. \Visw programme

Programme and playtext available
Available from the NT Bookshop

Dine at House

Situated at the heart of the National, House
serves a menu of simple classic dishes in a
refined and elegant space.

Typical dishes include Home smoked
salmon with baby artichokes, tomato and
herb vinaigrette and Praline hazelnut éclair
with praline ice cream. \View current menu

Add a 2-course meal for £22. Reserve a
table

Explore backstage




Right Time

Customer calendar



National
Theatre Customer Calendar

Week by week timings

L] 0
IYPE 14-Sep| 21-Sep| 28-Sep| 05-0ct| 12-0ct| 13-0ct] 26-0ct| 02-MNow| 03-Mow .
Keg Dates Season
NT News
NT News
Learning News
Az You waste as you
Like it [trail as like it
Jane As Evenin Evening
Intellectual Drama exre Vou gakthe atthe
Jane waste waste
eyre annou post
AsYou as you
Like it lik.e it
L Entertainment and wonder
Cast Jand
wonder Come | want
Jand dy of my hat
oCcG Evenin husband
Edgy and Topical o g at the s and
0CcG husban
post ds and .




National
Theatre

Thank you

Upper Ground,
London
SE1 9PX

Harriet Dalton, CRM Marketing Manager
hdalton@nationaltheatre.org.uk




THEATRE

YAL

CONCERTHALL

SPLIT
TESTING




» Adjoined receiving house venues
» Began using Tessitura in 2011
» Part of Ticketing Network East Midlands (TNEM)
» THEATRE ROYAL
> 1,100 seat capacity

> 40-50 shows per year (approx.)
> It’s our 150t birthday year

» ROYAL CONCERT HALL
> 2,500 seat capacity
> 150 shows per year (approx.)
- Celebrated 30t birthday in 2012




Why split testing?

» Improve effectiveness of
campaigns
» Assist with decision making

of future campaigns

» Identify which strategies

work best for each audience

or genre of show




So far, we’ve tried....

» TEXT-HEAVY VS. IMAGE-HEAVY EFLYERS

- Results = similar open rates, image based received
higher click through rate, but text versions generate

more income

» LETTERS VS. POSTCARD FORMATS

- Result = minimal difference in total income generated

from each




and....
» MOBILE OPTIMISED EMAIL TEMPLATES

> Converted all templates in Nov 2014 to be compatible with
mobile devices.
- Mobile friendly buttons rather than hyperlinked text
- Average open rates
- 56% desktop vs. 44% mobile - pre-optimised
- 37% desktop vs. 63% mobile - post-optimised
- Average click through rates
- 59% desktop vs. 41% mobile - pre - optimised
+ 44% desktop vs. 56% mobile - post-optimised




We want to do more...

» Team up to full strength = more time

» More awareness venue-wide of the importance

of testing & evaluation

» Creation of guidance/templates - possibly by

genre?




We want to do more...

» More staffing resource

» More awareness venue-wide of the importance

of testing & evaluation

» Creation of guidance/templates - possibly by

genre?




But we’re not sure
where to start?

p—



QUESTIONS? J

~

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

EUROPEAN
CONFERENCE 2015




_—_ | WHAT'S NEXT?
essilura

4 )

@ LUNCH! 1.15PM - 2.05PM

Lunch will be served in the Royal Suite at
the Crowne Plaza Hotel. Access is on the
lower level off reception.

\ [0 NEXT SESSION : 2.05PM - 3.05PM }
EUROPEAN
CONFERENCE 2015




