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High Volume Sales 
An Introduction 



My experience with 

High Volume Sales 

As a customer 
 

• Recovering Theatre junkie 

• Serial Olympic Games 
enthusiast 

 

 

As a call handler 
 

• Barbican Centre 

• Southbank Centre 
 

 

As a manager 
 

• Young Vic Theatre 

• Grange Park Opera 



In this presentation, I’ll cover… 

• The paths involved in 

making a booking 

• The Single Point of 

Failure 

• Protecting your resources 

• Your most valuable tool 
 



Making an online booking 



Single Point of Failure 



Power and the Internet 



Redundancy and your servers 



Waiting Room 





Your Most Valuable Tool 

in High Volume Sales 



Contact 

Chris Campbell 
 

 

chris@ 

grangeparkopera.co.uk 
 

 

 

+44 1962 73 73 75 



High – Volume Sales 
Keep Calm and Sell On 

Scott Whitehouse 

Business Systems Manager 

 



Who we are 

 

• Busiest single theatre in the UK 

 

 

• Independent and not-for-profit 

 

 

• 1840 seat auditorium / 200 seat studio space  

 



 



Beginning Middle End Before During After 





You know! 

• Advanced notice of a particular large onsale. 

 

• Take the advice of other theatres and the producers 
of the show. 

 

• Believe the Hype! 

 

• With previous on sales that you have experienced, 
what was the traffic like? 

 



Is it just the web we need to worry 
about…. 
 

 

 

 

…………No 





And what about the web? 





Waiting Room 

 





Do We Need The Waiting Room 

• Are you going to exceed 200 simultaneous 
connections on your seat server? 

 

• Are you going to process more than 45 orders per 
minute? 

 

• Do you expect traffic peaks and troughs throughout 
the on sale period? 



Teamwork 

Together 
 
Everyone  
 
Achieves  
 
More 



Check Your Tessitura Setup! 

Box Office Will Check: 

 

• Modes of Sale  

• Promo Codes 

• Web Publish Dates 

• Do you need SYOS on? 



Marketing Plan 

• Know TV advertising schedules. 

 

• When post is due to land. 

 

• Break up large email sending into smaller groups. 

 

• Social Media. 



Before During After 



Activate Waiting Room 

• Typically done between 48-72 hours before the on 
sale. 

 

• Always time to: 
• Check all is working as expected. 

• Tweak accordingly. 

 



Phone - Call Plan  



Conference Call 



Opening The Gates 

• Typically 10:00am onsale 

 

• Start off with a web connection limit of 100 people. 

 

• Every 15 minutes increase the connection limit in 
intervals of 10-25 people. 



Benefits Of Steady Approach 

• Delivering a better customer experience 

 

• IT departments don’t get phone calls to say 
websites have gone down due to traffic surges! 

 

• Although, we can’t guarantee that no phone calls 
will come in at all! 



Before During After 



The Lion King 
 
Over 1000 people in the queue on 
go live. 
 
Over £700k in one day. 
 
67% of all sales made via the web. 



Mary Poppins 
 
300 people in the queue on go live. 
 
Over £300k in one day. 
 
71% of all sales made via the web. 





Summary 

• Plan ahead! 

 

• Work as a team! 

 

• Balance Expectation and Demand! 



Thank You 

Scott Whitehouse 

Business Systems Manager 

 

scottwhitehouse@birminghamhippodrome.com 

@s_whitehouse 

mailto:scottwhitehouse@birminghamhippodrome.com


High Volume On Sales 
 
 
 

“Keep calm and carry on” 



High Volume On Sales 

• Preparation 
 

• Communicate  
• Customers!  

• Users (Box Office, Marketing, Finance, Switchboard) 

• Web Team (maintain website) 

• Media Team (create and monitor web content, social 
media) 

• IT/Technical Operations/Database Team (maintains 
Network & Application/SQL Servers) 

• 3rd party companies – Website Partner, Merchant 
Acquirer 
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High Volume On Sales 

• Preparation (cont’d) 
 

• Web Team 
• Schedule Scale up of website/API 
• Schedule website queue function 
• Load Testing of website (will discuss later) 

 
• IT/Tech Ops/Database Team 

• Setup Windows performance monitor (PerfMon) for SQL Server, 
Seat Server & Web API Server 

• Key SQL metrics to monitor are Server CPU, SQL Batches/sec, Lock 
Waits/sec, Deadlocks/sec, Lock Wait Time, Avg Wait Time. Watch 
out if you have multiple instances) –  

• Schedule them to start automatically 

• Setup SQL Server Extended Events to capture deadlocks – Search 
for articles on MSDN. 

• 3rd party monitoring tools (Idera SQL Diagnostic Manager, 
SolarWinds etc) 

• Check Key Servers (SQL, Applications) Windows Event Log 
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High Volume On Sales 

• The big day - what to actually do/look at 
 

• Conference Call – should involve all key personnel 
 

• Web team  
• Number of users on website 
• Website performance (CloudWatch & CDN/Fastly) 
• Website logging (Kibana etc) 

• Media Team 
• Twitter / comments page 
• Ready to reply to posts/messages 

• Box Office 
• Check tickets are available to buy (caching problems, hold 

codes are released correctly) 
• Monitor Online Sales mailbox 
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High Volume On Sales 

• The big day - what to actually look at 

 
• IT/Tech Ops/DB Team  

• SQL Server Activity Monitor – 3 most important metrics 
– CPU, Waiting Tasks and Batches/sec. Ensure that 
refresh interval is set to 1 or 3 secs. 

• Seat Server 

• Monitor API Performance (mainly CPU).  

46 



High Volume On Sales 

• If everything goes well then you will see  
• Authorised payments 

• Orders in Tessitura 

• Confirmation emails 

 

 

• This leads to  
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High Volume On Sales 

• However if things go wrong then you 
might start seeing timeouts on the 
website which in turns leads to 
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High Volume On Sales 

• This is turn leads to customers saying 
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High Volume On Sales 

• How to react –  

 

 

 

 

 
 

With apologies and copyright to 
Douglas Adams 
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High Volume On Sales 

• Diagnose 
 

• Keep calm and carry on 

• Identify problem by examining website logs for errors 

• Look at Web API performance 

• Look at SQL Server Activity monitor – look closely at 
Waiting Tasks and Blocking and Blocked sessions. 
Deadlocks may be occurring on SQL Server – check 
extended events. 

• Check Seat Server  

• Check Network performance – insufficient bandwidth 
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High Volume On Sales 

• Problem identified 
 

• Hardware issue 
• Server performance – CPU, Memory, Disk 

• Network issue – check latency 

 

• Software issue 
• Stored Procedure 

• Table indexes (not rebuilt) 

• DLL 

• SOAP/REST web.config options 
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High Volume On Sales 

• Remedial Action 
 

• Hardware issue 
• Server performance – provision better hardware with 

higher CPU, more memory, faster disks (SSD) 

• Network issue – increase bandwidth, decrease 
contention 

• Software issue 
• Stored Procedure (updated) 

• Table indexes (rebuild) – overnight scheduled job 

• DLL – (updated) 

• SOAP/REST web.config options (disable features) 
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High Volume On Sales 

• Remedial Action taken – now what? 

 

• Wait for next on-sale and hope? 

 

• No – need to test changes made.  

 

• However we cannot recreate actions of 
several thousand customers buying same 
tickets at the same time…. 
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High Volume On Sales 

• The answer – ‘Load Testing’ 

 

• Software is available which simulates 
customers on your website selecting seats, 
adding to basket (reserving) and then 
checking out. 

• Tessitura provide Web API Test Harness. 
Search on TN website for more details. 

• Also 3rd party tools like Blazemeter (Jmeter). 
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High Volume On Sales 

• Load Testing 
• Tessitura Web API Test Harness allows you to vary: 

• Users 

• Duration (mins) 

• Max Connections 

• Max Threads 

• Mode of Sale 

• Business Unit 

• Various Types of Actions: 
• Reserver/Unauthorised Buyer/Buyer Print/Unauthorised 

Buyer Print 
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High Volume On Sales 

• Load Testing (cont’d) 
• Alternative load test tool - Blazemeter: 

• Graphical web application 

• Configure number of users to produce different amount 
of load on website/Tessitura. 

• Uses open source application called JMeter. 

• Have to create Jmeter script which mimics what a 
customer would do on your website. This can be 
tailored to match your website process if not standard. 

• You can run JMeter yourself but very manual process. 

• Blazemeter automates this process in a consistent 
graphical way. 
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High Volume On Sales 

• How to Load Test -  
• You need a test environment. Ideally it should match 

(as closely as possible) your live environment. 

• Run Load Tests of different sizes (number of users) to 
establish a baseline. 

• Important to run  

• Ensure Performance Monitor running to capture 
metrics. 

• Then make ONE change 

• Re-run load test(s) 

• Capture new metrics and compare to previous results 

• Repeat process 
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High Volume On Sales 

• How to load test (cont’d) 
• In extremis – you can test against your live 

environment.  

• If load test ‘sells’ tickets then you have to: 
• Close live website.  

• Turn off all updates to Tessitura.  

• Backup SQL databases.  

• Run Load test(s) 

• Restore SQL databases 

• Not recommended!! 
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High Volume On Sales 

• When to Load Test -  
• Any changes to environment! 

• Upgrading Tessitura 
• When we load tested v12.5 we found that the Web API 

(SOAP&REST) servers are doing more of the processing. 

• For large onsale with v12.1 we provisioned 4 API 
Servers. For v12.5 we found we had to provision 8. 

• Changes to Tessitura tables/stored procedures 

• Changes to website – new functionality 

• Changes to infrastructure 
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High Volume On Sales 

• Best Practise / Performance by Design 
• Agree site performance as a strategic goal 

• Set target with Business for  
• Concurrency (i.e. throughput)  

• Response times (<3s) 

• Reliability 

• Availability (24*7) 

• To deliver this needs people / process & tools 
(application performance management) 
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QUESTIONS? 

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

 



WHATS NEXT? 

NEXT SESSION : 3.20PM – 4.20PM 
 

BREAK 3.05PM – 3.20PM 
Drinks are available in or near all 
conference rooms. We suggest that you 
make your way to the location of your 
next session and then find your 
refreshments.  
 


