
CUSTOMER SERVICE 
SURVIVAL GUIDE – PART 2 

 

Ground control to Major Tess! 

CONTENT PLANNERS 
Geoff White : Royal Albert Hall 
Chloë Shafto : Wales Millennium Centre 
 

PRESENTERS 
Holly Clarke : Royal Shakespeare Company 
Ryan Mason : Royal Shakespeare Company 
Jonathan Thompson : Birmingham Hippodrome  
Chloë Hearne : Wales Millennium Centre 
Chloë Shafto : Wales Millennium Centre 
 





 

 

 

 

How CSIs are used to provide a quicker & individual 

response to visitors 

Holly Clarke 
Visitor Experience Co-ordinator 

7 years with the company 

 

 

How Tessitura is used to improve ‘on the floor’ Customer Service 

Ryan Mason  
House Manager 

2 and half years with the company 

 

 



Front of House 

 Over 60 Front of House Assistants 

 8 Duty Managers 

 One day over 29 FoHAs will be working 

 Royal Shakespeare Theatre auditorium = 1061 

 Swan auditorium = 461 

 



How CSIs are used to 

provide a quicker & 

individual response to 

visitors  

Holly Clarke 



Putting the audience at the    

    heart of what we do 

 Welcoming and recording feedback for over 7 years 

 Originally on Excel 

 

 

 

 

 

 

 However …. 

 It was more about us and the audience as a whole than the 

individual customer 



Tessitura 

 2013 moved to using Customer Service Issues (CSIs) to log: 

 Complaints 

 Compliments 

 Incidents 

 Accidents 

 Visit specific requests 



How it works 



Replies 



Reminders Different levels of priority 

Add task to 

outlook as a 

diary 

reminder 

Completion date 
Action required 



Documents 



Alerts 



Actions 



Reports 



Future Plans 

• Find repeat visitors who are not yet members, 

encourage them to become members 

 

• Track patterns of repeat incidents to advise on 

policy changes 

 

• Join up our segmentation work and CSIs 

 



Using Tessitura to 

improve ‘on the floor’ 

Customer Service 
 

Ryan Mason 





Use of iPad on the floor 



FOH – iPad CSI Report 



Seating Plan 



Future Plans 

 Be able to take payments via the iPad 

 Theatre Tickets 

 Tour Tickets 

 Roaming Box Office 

 

 Memberships 
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Holly Clarke 
Holly.Clarke@rsc.org.uk  

 

 

Ryan Mason  
Ryan.Mason@rsc.org.uk  

 

 

Contacts 

mailto:Holly.Clarke@rsc.org.uk
mailto:Ryan.Mason@rsc.org.uk
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Birmingham Hippodrome. 
 
Jonathan Thompson 
Head of Customer Services. 









1899 opened as a circus 

1901 Main auditorium built 

1903 Named Birmingham Hippodrome 

1979 Birmingham Council purchased Hippodrome 

for £50,000 and leased to the Theatre Trust (an 

independent charity) 

1985 Stage and fly floor doubled in size, air 

conditioning installed 

1990 BRB joined us from Sadlers Wells 

1999 Theatre closed for two years for a £35 million 

refurbishment 

November 2001 re-opened with a Gala 

performance 

September 2012 Closed for four weeks for a new 

stage 

2013/14 record breaking for attendance (625,000) 

and ticket sales £25m 

 



Ground Control to 
Major Tess ! 

 
Front of House / 

Tessitura / How to 
survive ! 
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Thank you. 
 
Jonathan Thompson 
Head of Customer Services. 



Customer Service Survival 
Part 2  

How to Graduate With 
Honours 

 
Chloë Shafto   Chloë Hearne 

Application Specialist  Visitor Operations Manager 

   



About  

Wales Millennium Centre 

Just Celebrated 10th Birthday Year  

 

Consortium members: 

• BBC National Orchestra Wales 

• Liverpool Everyman Theatre 

• National Dance Company Wales 

• National Theatre Wales 

• Royal Welsh College Music and Drama 

• Venue Cymru 

• Welsh National Opera 

 

 

 





Working closely with a valued Leading Member, 

find an innovative solution for Graduation Ticketing 

using existing Tessitura import and print at home 

functionality to streamline the ticketing process, 

reducing admin time and human error whilst also 

improving customer service 

Objective  



Graduations | Before  

Ticket Office batch printed all tickets and issued them to 

Cardiff Met.  They then distributed paper tickets to 

graduates and their guests. 

 

On the day, Front of House had to direct attendees to 

Cardiff Met and were unable to independently resolve 

ticketing issues. 

 

Cardiff Met experienced high volumes of queries. 

 

If tickets were misplaced or forgotten they had to be re-

printed – which was difficult when data is not stored in 

Tessitura. 



Graduations | Project Requirements  

Cardiff Met should have full control of where 

students are seated 

 

Administration time should be reduced 

 

Administration costs should be reduced 

 

The Customer Experience should be improved 



Graduations | Step 1: Show Setup & Best Seating Map 



Graduations | Step 2: Create Spreadsheet 



Graduations | Step 3: Data Check 

1. Check Performance Number 
2. Replace Countries, for example 
 
If UK entered, replace with United Kingdom 
 
3. Check each row has:  

 First Name 
 Last Name 

Make sure that data within the spreadsheet is entered 

correctly and matches fields already within Tessitura.  



Graduations | Step 3: Temp Table Created 



Graduations | Step 4: Allocate Best Seating 

VIDEO 



Graduations | Step 5: Run Import Utility 

At this point, everyone attending have been allocated a seat in a 

temporary table. 

 

Import the orders using existing Tessitura functionality (first 

as a test, then on LIVE).  

 

 

 

 

 

 

 

 

 

 

Print at Home tickets sent: 10 tickets every 2 minutes to ensure all 

emails were sent.  



Graduations |Step 6: Send Print at Home Emails 



Graduations | FOH Benefits 

We copied in Cardiff Met to every ticket emailed for their 

reference 

 

We were able to send Cardiff Met detailed reports of where 

everyone was sat. 

 

We were able to deal with extra requests / latecomers 

directly – rather than via the graduations team who were 

experiencing their busiest time. 

 

FOH team were up to date on where everyone was sitting 

and were able to solve problems straightaway. 

 

What else is possible?  

Award Ceremonies 



Graduations | Considerations and Future Improvements 

Odd Seats in Rows! Best seating algorithm doesn’t 

allow single seats to be left 

FIX: Add hold codes to make our auditorium rows even 

numbers before the import. 

 

Human Error! Cardiff Met did a great job at giving us 

very accurate information, however there will always be 

human error.  

FIX: Step 3 - Data Check was invaluable 

FUTURE: Change what data is entered 

 

Be Cautious!  

FUTURE: More automated process and confidence 

next time 
 
 

 



Graduations | N-Scan & Print at Home 

 
 

 

N-Scan training opportunity for FOH staff. 

 

As a result of this successful project, we have rolled out Print at 

Home for all performances on our main stage. 

 

Approx. 6,000 Print at Home tickets sent so far this year 

 

Potential saving of over £3,000 



Graduations | Project Reflection  

Cardiff Met should have full control of where students 

are seated 

 

 

Administration time should be reduced 

 

 

Administration costs should be reduced 

 

 

The Customer Experience should be improved 



Restaurant & Theatre Bars 



We previously developed a gift voucher redemption Android 

application.  This was good but we wanted to integrate into 

our EPOS system.   

 

Allows customers to redeem Tessitura Gift Certificates 

against bar/restaurant  

sales. 

 

This new system was based  

on the gift voucher app as  

it allowed you to check the  

total amount available on  

a Gift Certificate  

which would then be  

redeemed on Point One. 

Check Gift Certificate | Before 



Tessitura API +  

Check Gift Certificates 



Check Gift Certificate 



• This then allow you to redeem an amount off the gift 
voucher by creating an order in Tessitura.  With a 
contribution of the value of the amount redeemed. 

• So far we have redeemed £6,917.40 of gift vouchers in over 
256 Orders. 

Check Gift Vouchers | In Tessitura 



Before - Procedure was 

disjointed with the Hospitality 

Assistant contacting the Ticket 

Office to validate the 

membership in the absence of a 

membership card. 

 

After - Integration with Point 

One allows us to check the 

membership validity of a 

customer and apply discount at 

Theatre Bars / Restaurant. 

Check Membership | Before & After 

Promise members receive 20% 

discount in all Theatre Bars and 

ffresh Restaurant as well as 

BOGOF hot drinks in Hufen 

Coffee Shop. 

 

Member must present their 

valid Promise card in order for 

discount to be applied. 

 

What if they have lost or 

forgotten their membership 

card? 



Tessitura API +  

Check Membership 

Point One Gift Vouchers 



We have checked over  

6,500  

memberships via 

restaurant 

 

This information is stored 

within the database for 

future reporting 

Check Membership | Totals 



 

WALES MILLENNIUM CENTRE 
Chloe.Shafto@wmc.org.uk 

Chloe.Hearne@wmc.org.uk 

DIOLCH 

mailto:Chloe.Shafto@wmc.org.uk
mailto:Chloe.Hearne@wmc.org.uk


Holly Clarke & Ryan Mason  
Royal Shakespeare Company 

 

Jonathan Thompson 
Birmingham Hippodrome 

 

Chloë Hearne & Chloë Shafto  
Wales Millennium Centre 

Questions? 



WHAT’S NEXT? 

This is now the end of the day, we wish 
you all safe travels and we hope that 
you have enjoyed TEC15! 
 
Don’t forget to collect your luggage 
from the cloakroom at the Crowne 
Plaza Hotel 

 


