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How CSls are used to provide a quicker & individual
response to visitors

Holly Clarke

Visitor Experience Co-ordinator
7 years with the company

How Tessiturais used to improve ‘on the floor’ Customer Service

Ryan Mason

House Manager
2 and half years with the company




o 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
e Swan auditorium = 461
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heart of what we do

e Putting the audience at the

 Welcoming and recording feedback for over 7 years

COMPLAINTS

e Originally on Excel

|Accesﬁ Box ‘Calenng

rxutymuls-n: |M.amamg'w |Pmdmmu Schnnl chn/ educ

Complai

Rec no. nttype Sub-type Venue Method

3 Access Gardens  E

604 As You audibility =V W

643 Seating v

796 Box Office L

1145 Website online w

booking

2471 Customer FF

Service

However ....

Individual customer

Complaint
Paths in gardens not accesible

Couple complained at interval that they couldnt
hear very well from Cirlcle C318&32. Asked for
alterntaive seating

Stalls E1 & E2. patrons found them terribly
uncformatble. One was slightly deaf and spoke v
lougdly. Consequently expressed discomfort at
quite avolume!

Pls explain why Associate Members’ telephone
priority bkg starts 3 week after postal and wb
priority? Prefer phone as postis hit & miss & do
not use computer. As Associate Members all
pay the same membership fee, feel penalised
for not using copmuter. To be fair the date for the
3 ways of bkg sld be same, or for those booking
my telephone, reduction in memebrhips fee sld
be made. After all, choice of seating must be
much reduced after atleasta week.

Having spent 45mins tryuing to access tix in
priorty bkg as member, have failed. Friend took
3hrs. What dees one do?

Worst customer service ever at RST. Staff
continually in and out of auditorium made it hard
to follow play. Why shop not open after perf? Why
cant we take hot drinks in but seems staff can?

|Sea(|r| |Tn||et |Tnur.-

A

Date Ham
referred  complainan
Date recvd to 3 For Action Date reply
18/07/08 AndrewRiaces PO 28107108
20/0409  20/04/09 Perfrepan S 20/04109
13/06/09 13/06/09 none none 13/06/09
12/0110 General  MiS SH 19/0110
Witheridge
0710111 0710111 danisireland BxO
241011 2411011 Jule Mouse? o

Further
action to
be taken
Response
Promise to improve

Reseated in DM seats, but seen leaving
building a couple of mins |ater.

Reseated before show to DM seals.

Recently demand from members been to book
online vs postal. aware small no. do not wish
to use method, so accept postal & always
preocessed in order of receipt. Priority booking
for members by phone opens 2 days after
online bkg which replaced postal bkg. With old
system members waited 2wks before able to
make bkg by phone, so feel this greatly
improved senice. Unfortunately operationally
Imposs to open both online & phone bkg
‘same day. Hope you now understand why we
feel improved priority bkg procedure & that this
will not deter you from continuing to visit us.

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




Tessitura

e 2013 moved to using Customer Service Issues (CSIs) to log:
e Complaints
e Compliments
* Incidents
e Accidents
Visit specific requests



ROYAL

CHASatE How It works

TEST
General Mamey
Histary Conn|
: _ Constituent ID: | 4187431 Owner: Tony Stark -
Customer Service () Promotions Issue #:
Issue No. | IssueDate | Category Issue Date: 28/09/2015 J Urgent: I
Contact Method: |Personal Vistc [« category: [Complaint [=]
Activity Type: (none - Origin: |(none) =l
Season: i Package:
{none Access 1 [=] [(none) [=]
Audience Behaviour 1
Notes: Customer Service
Facilities
General
i
Issue Actions:
User | Date Action Date Action System Date Resolved
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Replies

. Custemer Service Issue

Constituent ID: 4187431
Issue #: 220362
— Tssue Date: 28/09/2015 ||

Contact Method: |Personal Visit

[=]

History

Activity Type: |Non-performance activity

[=]

Customer Service ) Prol | season:

Issue Mo, | IssueDate | {none)

Tony Stark

Hotes:

. Customer Service Issue Reminder
Created By | Assigned To

Owner: Tony Stark

Urgent:

Category: |Cormplaint

Origin: | Catering

[ ]

Task Type

Priority

Research

Orders

220362  28/09/2015 C
Motes: 4/7/15 - fel the|

4/7/15 - fele | 28/009/2015 HClarke  HClarke

Created:

Respond Medium

Complete

711/07/2015 | |11/09/2015
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Reminders

Different levels of priority

Preferences €SI Reminders B Priority High
Show Asof 14/10/2015 || [ |View Managed Users Tasks [ | Include Completed Reminders [/] Step Reminders W Ppriority Mediam
Cnnstltllent' Reminders || Priority Low
Constituent ID | Constituent Name Campaign | Action Assigned By | Assign Date
Add taSk to Priarity | Warning Days | Complete By Assigned To | Completed Date Status
[ ] 4187430 Captain Steve Rogers Customer Service Respond HClarke 28/09/2015
OUﬂOOk as a Task| High 2 28/09/2015 |  Holy Clarke 00/00/0000 | Mot Complete
H Notes:
diary
f \ ] 4188611 Dr Bruce Banner Customer Service Research HClarke 02/10/2015
reminder Task| High 1 02/10/2015 Holly Clarke 00/00/0000 Not Cormplete
Notes:
] 4188608 Ms MNatasha Romanow Customer Service Respond HClarke 02/10/2015
Task| Medium 1 02/10/2015 Holly Clarke 00/00/0000 Mot Complete
Notes:
] 4188610 Col Nicholas 1 Fury Customer Service Thank HClarke 02/10/2015
Task| Medium 1 02/10/2015 Holly Clarke 00/00/0000 Mot Complete
Notes:
] 4188609 Mr Clint Barton Customer Service Contact HClarke 02/10/2015
Task| Medium 7 07/10/2015 Holly Clarke 00/00/0000 Mot Complete
Notes:
] 4187431 Mr Tony Stark Customer Service Thank HClarke 02/10/2015
Taskl Medium 15 16/10/2015 Haolly Clarke 00/00/0000 Mot Complete
Notes:
] 4188612 Thor Odinson Customer Service Respond HClarke 02/10/2015
Task| Low 7 06/10/2015 Haolly Clarke 00/00/0000 Mot Complete
Notes:
Total Tasks: 7 7\

Completion date

Action required



ROYAL

i ocuments

Steve Rogers

- liziary Connections CoririgyHors Transzcions Ticket History | Orders | e

General Names. Contact Details CTEE Relationships | Research | Attributes

Motes Philanthropy Asgets Schools Research Documents Rankings

Title | MNotes | Document Type | Control Group | | Created | Modified |
Steve Rogers
Steve Rogers Complaint Jut| Adobe Acrobat Documeni (Default Control Group) e e

Modified: 02/10/2015 11:29:24 by HClarke




ROYAL

SHAKESPEARE
Alerts

Complaint(s)
14/7/15 - At 6ft3, not encugh legroom.

Flisic |Comecﬁons Copiirinntiars Trzriziciion: Ticket History Orders
General | Names Contact Details Bl Relationships Research
Hame
D Prefix First Name Middle Name Last Name Suffix Gender Status Sort Name
4187430 Captain Steve Rogers Rogers/Steve
Mailing Address Phone
Salutation 1: Captain Steve Rogers Type Fhone Number | Day/Eve | Telemarket
Salutation 3: Phone 1 Day
Business Title: Phone 2 Day
Street 1: Fax Day
e Type Fhone Number | Day/Eve | Telemarket
Street 3:
Locale:

Country: United Kingdom

g ¢
d
3

Dear: Captain Rogers

Other
Original Source: Customer Service Constituent Type: Individual Mail Restriction: Mot Asked
Email: CapSRogers@avengers.com (send)  Last Activity Date: 02/10/2015 11:29:25 Phone Restriction: ot Asked
Status: Active E-Market Restriction: Not Asked

Created: 28/09/2015 11:53:35 by HClarke at RSCAS305_TEST Modified: 28/058/2015 11:53:35 by HClarke
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bikisspans Actions

| Action Date: 28/09/2015 |
Added for Information =+ & printed Date:

Comp meal offered E

Comp prg/drink/ice offen|
Comp tickets offered

Constituent Record Chan
Converted
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' Reports

Royal Shakespeare Company TEST

_ustomer Service Issue Tracking HClarke 14/10/2015 12:55 PM
Pagelofl
CSI Date Range: 2015-07-01 -- 2015-10-30

Contact Types: (Al

Categories: Complaint
Activity Types: Access, Customer Service, Audience Behaviour, General, Policy, Seating, Marketing Membership, Website, Mon-performance activity, Fadilities, Non-Stratford
Originz (Al
Created By:HClarke
Season: (None) Performance: (All)
show Open Issues Only:Ves Show Action Steps: Mo Sort Options: Category
List: (None)
Const ID Constituent Name Date Issue # Category Activity Type Contact Type Status Created By
‘ategory: Complaint
4188611 Dr Bruce Banner 02/10f201% 220367 Complaint Seating Email N HClarke I h k
Origin: Comfort Perf: Pkg: pe
Notes: 4/7/15 - not enough space in the seats. Would like more information in future. Roya Shakes are Com pany TE sl-qa N 1/10/2015 01:03 P
- s - P P rke
4188609 Mr Clint Barton 02/10f201F 220365 Complaint Audience Behaviour Email Customer rvice ACt“"ty Statistics Page 1of 1
Origin: Perf: 10406E Thu 04/06/2015 7:30 PM Pkg: €SI Dates: 2015-0%-2i to 2015-10-30 9
Notes: 4/7/15 - A really large, green guy was taking up his seat as well as his own. Contact Types: (Al
Cat i i
4138612 Thor Oins: Lt (tore) tenories: Complaint ) ) ) ) ) .
Origin: FC 5ort Optons: Category ypes: Access, Access, Customer Service, Customer Service, Audience Behaviour, Seating, Mon-performance activity, Mon-performan
Notes: 4/7/15 - wz 270 40 List: (None)

Include Action Totals: Yes atus: (None)

4137430 Captain StéConstID  Constituent Name Date Issue# Category Activity Type Contact Type  Status Created By _evel: Detail
OFigin: Le Category: Complaint
Notes: 4/7/15 - At

4187430 Captain Steve Rogers 2015-53-28 220361 Complaint Seating Email N HClarke
2015-58-14 Comp tickets offered Open
4187431 zrrz:y EE' onst ID Name Level Contact Type Issues Closed Open
: Ce
Notes: 4/7/15 - fel 4187431 Mr Tony Stark 2015-13-28 220362 Complaint Non-performance activity ~ Personal Visit Y HClarke 5 4 1
- 2015-00-14 Comp meal offered Closed
‘otal for Category Col yehaviour 1 1
srand Totals: 5 4133609 Mir Clint Barton 20153102 220385 Complaint Audience Benaviour Personal Visit Y HCiarke 188609 Mr Clint Barton Personal Visit 1 1
20155014 DM seats use Closed -
5 seats used fosex Service 1 1
4188611 Dr Bruce Banner 20153602 220367 Complaint Seating Email e HClarke 188612 Thor Odinson Email 1 1
2016-00-14 Response Sent Closed ‘mance activity 1 1
187431 Mr Tony Stark Personal Visit 1 1
4188612 Thor Odinson 2015-38-02 220388 Complaint Customer Service Email Y HClarke 2 1 1
20155814 Com proldrinklice offered Closed
188611 Dr Bruce Banner Ermail 1 1
Total for Category Complaint: 187430 Captain Steve Rogers Ermail 1 1
Overall Total CSls: 5 nary Constituents Tssues Closed Open
Overall Total Constituents: 5 5 5 4 1
Action Count by Activity Type Action Count
Audience Behaviour Response Sent 1
DM seats used 1 Comp tickets offered 1
Customer Service Comp meal offered 1
Comp prg/drinkiice offered 1 DM seats used 1
Non-performance activity Comp prgidrinkice offered 1
Comp meal offered 1 Total 5
Seating
Response Sent 1
Comp tickets offered 1
Total 5
TessiuraIREC_RegonsGustomer SeneeGSI Trackng y on
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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 CSls
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Using Tessitura to
iImprove ‘on the floor’
Customer Service

Ryan Mason
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Front of House

Welcome

VIPs
Hecuba : 29/09/2015 19:30

Cultivation
VIP Packages

DM Seats

Henry V : 29/09/2015 19:15
April in Paris : 29/09/2015 19:30
Hecuba : 29/09/2015 19:30

Theatre Overview

Todays Customers Search
Seat Search

Order Search

Customer ID Search

Specific Access Info
Henry V : 29/09/2015 19:15
Hecuba : 29/09/2015 19:30

Assisted Performance Info

Wheelchair Positions
Henry V : 29/09/2015 19:15
April in Paris : 29/09/2015 19:30
Hecuba : 29/09/2015 19:30

CSls
Henry V : 29/09/2015 19:15

April in Paris : 29/09/2015 19:30
Hecuba : 29/09/2015 19:30

Production Date/Time Facility Capacity Sold
Henry V 29/09/2015 19:15 RST 1,012 717
Hecuba 29/09/2015 19:30 Swan 461 248

http://172.18.82.10/ReportServer /Front of House Welcome 29/09/2015 09:21:40
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FOH — iIPad CSI Report

Front of House

Welcome

VIPs
B Hecuba : 29/09/2015 19:

Cultivation
VIP Packages

DM Seats

& Henry V : 29/09/2015 18:15

@ April in Paris : 29/09/2015 19:30
B Hecuba : 29/09/2015 19:30

Todays Customers Search

Seat Search

Order Search

Customer ID Search
Specific Access Info

Henry V : 29/09/2015 19:15
Hecuba : 29/09/2015 19:30

ssisted Performance Info

Wheelchair Positi
Henry V : 29/09/2015 19
B April in Paris : 29/09/2015 19:30
B Hecuba - 29/00/20 9:30

Csis
B Henry V: 29!09/2
o106/

contents of the AY
programme.

Also commented on captions
for the music - felt not helpful
to all those who needed it.
Email attached

- they feel these seats are
restricted for many shows
when the action is upstage

since they spend a lot of
money here a year and

always book far in advance
they should be given seats in
a better location - they would
like to speak to someone in

15) 11/2 - Cu c
much for the

the production was just
wonderful
Email attached
B April in Paris -3Q09/2015 19:30
B Hecuba : 26/09/2015 T3

Mr Garry D Witts (01/02/2014) Would like to be
able to have s for funds
held On Account when
making a booking on the
web, like they can when
booking with The National
(29/09/2014) Dr Gilbert could
not login during priority

You won't let me login. I've
asked for an email reminder,
and the link you sent simply
takes me right back to the

Dr M Gilbert

1915
(10/06/2013) Not keen on the @

contents of the AY
programme.

Also commented on captions

to all those who needed it.

I' for the music - felt not helpful

Email attached.

015 19:15

(21/04/2014) Last few

norfarmancroce have hoon cat

5,

Cultivation

TSy To o TToow OOt oW

restricted for many shows
when the action is upstage
centre / behind the
proscenium arch. They feel
since they spend a lot of
money here a year and
always book far in advance
they should be given seats in

a hattar lnsatine  thav simiale

(29/09/2015) 100 shows

©

5]

anniversary

anniversary a

(12/02/2015) 11/2 - Cumbria. @
Thank you all so much for the
fantastic production last night,
absolutely everything about

the production was just

wonderful.

Email attached.




Seating Plan

Select a Screen | Centre Stalls ‘v

Front of House

Seat Map

Henry V
HV2909E
Tuesday 29/09/2015 19:15

Home

Todays Customers Search
Seat Search

Order Search

Customer ID Search

View Report



Future Plans

Be able to take payments via the iPad
 Theatre Tickets
 Tour Tickets
 Roaming Box Office

Memberships

21



el Contacts

COMPANY

Holly Clarke

Holly.Clarke@rsc.org.uk

Ryan Mason

Rvan.Mason@rsc.org.uk



mailto:Holly.Clarke@rsc.org.uk
mailto:Ryan.Mason@rsc.org.uk
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BIRMINGHAM
HIPPODROME

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

HAA
HA!

~vH




Ground Control to
Major Tess !

Front of House /
Tessitura / How to
survive |
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. File GoTo Tools Window Help

BNSe28p@HHS  H| ADGEEE| @

ShowAsof 14/10/2015 || [ |View Managed UsersTasks | |Include Completed Reminders B Priority Medium
M Friority Low
Constituent ID | Constituent Mame Campaign | Action Assigned By | Assign Date
Priority | Warning Days | Complete By Assigned To | Completed Date Status
| 2572681 Mr Walter W Chinn Customer Service Follow-Up csmith 09/11/2014
Medium o 14/10/2015 Jonathan Thompson 00/00/0000 Not Complete
Motes: Daughter taking wife's place in W/Chair Lounge. Wil ask for 2 Duty Manager on arrival
| 1121197 Mrs Florence Wilmett Customer Service Follow-Up csmith 08/11/2014
Medium s 14/10/2015| |  [Jonathan Thompson 00/00/o000 | | Not Complete
[y e==IChildren on Stage
i 2541016 Ms Jane 51 McKears Customer Service Follow-Up csmith 13/11/2014
Task| Low = 08/01/2015 Jonathan Thompson oo/oo/ooon Mot Complete
Motes: \W/Chair Req. (Eve)
o
BIRMINGHAM m T
HIPPODROME - n HAA!
B HA!




BIRMINGHAM Front of House Information
HlPPODRUME Page 1 of 8

User:

Tessitura Theatre Overview

Production Date/Time Tessitura Facility Capacity Sold

Theatre Tours Wednesday 14/10/2015 10:30 AM Other Events 20 20
Annie Wednesday 14/10/2015 02:00 PM Main Auditorium 1841 1040
Canapeés Wednesday 14/10/2015 02:00 PM Other Events 40 0

Box Office Sales Motes:
Canapés will be served at a table in the foyer. Customer nesds to present their voucher to the VIF desk and 3 member of staff will show them to 3 table. Each person gets § generoushy sized canapés.
The customer can also book a glass of Champagne or 3 glass of Sauvignon Blanc.

Circle Restaurant Wednesday 14/10/2015 02:00 PM Circle Rest 95 13
Partners Lounge Wednesday 14/10/2015 02:00 PM Other Events 25 0
Leading Ladies Gin Tasting Wednesday 14/10/2015 05:30 PM Other Events 41 41
Development Events Wednesday 14/10/2015 06:00 PM Other Events 30 0
Annie Wednesday 14/10/2015 07-30 PM Main Auditorium 1841 1598
Canapeés Wednesday 14/10/2015 07:30 PM Other Events 40 0

Box Office Sales Motes:
Canapés will be served at a table in the foyer. Customer nesds to present their voucher to the VIF desk and 3 member of staff will show them to 3 table. Each person gets § generoushy sized canapés.
The customer can also book a glass of Champagne or 3 glass of Sauvignon Blanc.

Circle Restaurant Wednesday 14/10/2015 07:30 PM Circle Rest 95 14
Partners Lounge Wednesday 14/10/2015 07:30 PM Other Events 25 6
StageSide Wednesday 14/10/2015 10:00 PM StageSide 980 36

BIRMINGHAM
HIPPODROME

~vH
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(=4 10 Birmingham Hippodr...
=4 0 Birmingham Hippodr. ..
=4 0 Birmingham Hippodr. ..
=3 0 Birmingham Hippodr. ..
=4 0 Birmingham Hippodr. ..
=3 I Birmingharm Hippodr...
=4 0 Birmingham Hippodr. ..
=4 0 Birmingham Hippodr. ..
=3 0 Birmingham Hippodr. ..
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=4 0 Birmingham Hippodr. ..
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=3 I Birmingharn Hippodr...
=4 0 Birmingham Hippodr. ..
=4 0 Birmingham Hippodr. ..
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=4 0 Birmingham Hippodr. ..
=4 0 Birmingham Hippodr. ..
=4 0 Birmingham Hippodr. ..
=4 0 Birmingham Hippodr. ..
=3 0 Birmingham Hippodr. ..

BIRMINGHAM
HIPPODROME

11:00 Circle Restaurant- Todays Covers
FOH- Front of House Information (Daily)
FOH Other Events

09:00 StageSide- Todays Covers

03:00 Circle Restaurant- Todays Covers
Restaurant Overview

Education Bookings

16:00 StageSide- Todays Covers

16:00 Circle Restaurant- Todays Covers
11:00 Circle Restaurant- Todays Covers
11:00 StageSide- Todays Covers

FOH- Front of House Information (Daily)
FOH Cther Events

09:00 StageSide- Todays Covers

09:00 Circle Restaurant- Todays Covers
Restaurant Overview

Education Bookings

16:00 StageSide- Todays Covers

16:00 Circle Restaurant- Todays Covers
11:00 Circle Restaurant- Todays Covers
11:00 StageSide- Todays Covers

FOH Other Events

Wed 14/10/2015 11:00
Wed 14/10/2015 09:39
Wed 14/10/2015 09:00
Wed 14/10/2015 09:00
Wed 14/10/2015 09:00
Wed 14/10/2015 08:15
Wed 14/10/2015 04:20
Tue 13/10/2015 16:00
Tue 13/10/2015 16:00
Tue 13/10/2015 11:00
Tue 13/10/2015 11:00
Tue 13/10/2015 09:32
Tue 13/10/2015 09:00
Tue 13/10/2015 09:00
Tue 13/10/2015 09:00
Tue 13/10/2015 08:15
Tue 13/10/2015 04:20
Mon 12/10,/2015 16:00
Mon 12/10,/2015 16:00
Mon 12/10,/2015 11:30
Mon 12/10,/2015 11:30
Mon 12/10,/2015 09:01

Wed 14/10/2015 11:00
Wed 14/10/2015 09:39
Wed 14/10/2015 09:00
Wed 14/10/2015 09:00
Wed 14/10/2015 09:00
Wed 14/10/2015 08:15
Wed 14/10/2015 04:20
Tue 13/10/2015 16:00
Tue 13/10/2015 16:00
Tue 13/10/2015 11:00
Tue 13/10/2015 11:00
Tue 13/10/2015 09:39
Tue 13/10/2015 09:00
Tue 13/10/2015 09:00
Tue 13/10/2015 09:00
Tue 13/10/2015 08:15
Tue 13/10/2015 04:20
Mon 12/10/2015 16:00
Mon 12/10/2015 16:00
Mon 12/10/2015 11:30
Mon 12/10/2015 11:30
Mon 12/10/2015 09:01




BIRMINGHAM Front of House Information
HlPPODRUME Page 8 of 8

User:

Partners Lounge
Wednesday 14M07/2015 07:30 PM

Partners Lounge Access

Mr Rod Dungate Order #: 7657264 Customer #: 215848338
Mumber to admit: 2

Joanne Malin Order # 7711431 Customer #: 2456319
Mumber to admit: 2

Gaynor Powell Order #: 7721439 Customer #: 2454888
Mumber to admit: 2

BIRMINGHAM
HIPPODROME

T= HA
Y
HAAA!
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Annie
Wednesday 14M10/2015 07:30 PM
Bookings with a seating plan rather than tickets

Miss Claire Lyons Order #: 7680009 Customer #: 2696997
Count: 18 CIRCLE £D V26-V33, CIRCLE £D W24-\W33

Group Bookings

Miss Diane Hall Order #: 7232219 Customer #: 1986130

Count: 46 STALLS £AL14-L10, STALLS £A L9-L30, STALLS £EA M14-M32, STALLS £A MO-M12, STALLS £AMO-N12
Ms Joan Hollingswoth Order #: 7646516 Customer #: 2693096

Count: 13 CIRCLE £B P27-P33, CIRCLE £B Q28-Q33

Miss Claire Lyons Order #: 7680009 Customer #: 2696997

Count: 18 CIRCLE £D V26-W33 CIRCLE £D W24-\W33

Mrs Margaret Williamson Order #: 7469921 Customer #: 2311013

Count: 47 STALLS £8 Q25-0132, STALLS £B R14-R34, STALLS £B 517-534

Alison Yuen Order #: 7327100 Customer #: 2615946

Count: 27 STALLS £A N21-M34, STALLS £4 022-034
Wheelchair Bookings

Mrs Kuldeep Aulak Order #: 7446438 Customer #: 1590288
STALLS £A F36-F38 made up of 1 wheelchair(s) and 2 companion{s)
Ms Jenny Barnes Order #: 7503970 Customer #: 2662167
STALLS £D AAS-AA5 made up of 1 wheelchair(s) and 1 companion(s)
Mrs Sheryl Blower Order #: 7698551 Customer #: 2581157

STALLS £0 BB5-BB6 made up of 1 wheelchair(s) and 1 companion(s)

BIRMINGHAM
HIPPODROME




BIRMINGHAM Front of House Information
HlPPODROME Page 3 of 8

User:

Annie
Wednesday 14/10/2015 02:00 PM

Bookings with a seating plan rather than tickets

Mrs Helen Bailey Order #: 7363895 Customer #: 2660582

Count: 14 CIRCLE £C T20-T33

Tamsin Bayliss Order #: 7565415 Customer #: 2684681

Count: 24 STALLS £B R23-R34, STALLS £B 320-8331

Miss Emma Bust Order # 7543324 Customer #: 2600360

Count: 41 CIRCLE £C U18-U23, CIRCLE £D V18-V24, CIRCLE £D W18-W16, CIRCLE £D W9-W24, CIRCLE £E W3-W8, CIRCLE £E X6-¥12
Ms H Busby Order #: 7709722 Customer #: 2700625

Count: 35 CIRCLE £D T45-T50, CIRCLE £D U44-U50, CIRCLE £D V35-V44, CIRCLE £D W29-W33, CIRCLE £D W37-W43

Ms Annette Hill Order #: 7385194 Customer #: 2663140

Count: 48 CIRCLE £C R2-R7, CIRCLE £C 54-512, CIRCLE £C T8-T16, CIRCLE £C U9-U16, CIRCLE £D 52-33, CIRCLE £D T1-T7, CIRCLE £D Ug-U8g,
CIRCLE £DV12-V15

Customer Service Issues

Mr Ryan Allen Order #: 7621857 Customer #: 2506865
Cardholder's contact details: 16 Abbotswood Close, Winyates Green, Redditch B98 0QD; 01527 523357,
Mrs Rita Bevan Order #: 7538133 Customer #: 2380533
Sending old tickets back. On arrival, print + post new ones.

Mrs Susan Edmonds Order #: 7662015 Customer # 1957591

One ofthe party transferring from w.chair to seat
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A 72483834 Coopers Tours Ltd

B 7325948 172 Glendowsr Road

C 7363895 Ladies College, Les Gravees

D 7385194 Lichfiel Cathedral School, The Palace
E 7471825 & Woodhaven

F 7543324 Outiine (At Dept), BMETC, Sutton
Campus

G 7556736 The Westminstar School
H 7565415 Rzgancy High Scheol

| 7698387 Birmingham Hippodroms Thestre Trust
Ltd

J 7709722 Samworth Enterpriss Academy




Birmingham Hippodrome
Customer Service Issue Tracking

CSI Date Range: 2014-09-29 -- 2015-10-14
Contact Types: Phone: Inbound, Phone: Qutbound, Mail, Fax, Email, In Person, Web, THNWP
Categories: 6- Customer Services
Activity Types: Complaint (Cus), Comment {Cus), Compliment (Cus)

Owigin: (All)
Created By: (all)
Season: Hippodrome Theatre (15/16) Performance: (All)
Show Open Issues Only:Yes Show Action Steps: Yes Sort Options: Category
List: (None)
Const ID Constituent Name Date Issue # Category Activity Type Contact Type Status Created By
Category: 6- Customer Services
2683340 Mr Gary Walden 07fosf201: 31872 6- Customer Services Comment (Cus) Phone: Inbound M mgilmore
Origin: Other Perf: TBO70815E Fri ~ 07/08/20157:30PM  Pkg:

Notes: Lady has requested to move from circe as she's broke her leg. Told her about the stairs to box but she felt it would be better, plus she can elevate her leg on the 3rd seat, She
krows to take her time but if any foh staff could assist if they need it please do.

Thanks Marina
26965830 Mr Robert Woods 21fo8/201F 32541 6- Customer Services Comment (Cus) Fhone: Inbound M mgilmore
Origin: Disability / Access Perf: LT260515M Sat  26/09/2015 2:30 PM Pkao:
Notes: Lady arriving in a wheelchair but then transferring to front cirde aisle. Husband says she can manager the 10 or sho steps to seats.
2356908 Miss Anne Yiend 1ifo7f201: 31544 &- Customer Services Comment (Cus) In Person M dsangha
Origin: Patron Issue Perf: BA110715M Sat 11072015 2:30 PM Pko:

Notes: Mark {(FOH) rang through to ask to put CSI on this booking, as customer was filming & taking photo's all the way through the show. FOH told him not too, then he was very rude &
aggresive towards FOH staff at the end of the performance. Deb

Total for Category 6- Customer Services: 10

Grand Totals: 10
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Bl BIRMINGHAM Tesmial Lol
HIPPODROME Usgr:dscott

Wednesday 14 October 2015 (2:00 PM)

Circle Restaurant

Total number of covers for this performance: 13

Hame Time Oty Phone Order # Cust# Pkg? Wch Fri Last Update Info

Price Type Information

Mr R Downing 12:00:00 2 01902897153 7562811 2174823 1 M rallen (15/07/M15)

Gentlemen is in a wheelchair. Please can they have a nice table. AWH

2x Standard (Hospitslity) /¥

ﬁMrsThelmaEeﬂs 17:30:00 3 01683221971 7606666 2689482 VIP Experience 0 M rallen (11/08/15) 32 VIF Experience (Rest Allocate) /Y
Mrs T Guest & Family 17:30:00 3 01215503813 7321606 2515187 0 ¥ rallen (30/01/15) 3x Standard {Hospitality) 4 ¥
VEGETARIAN

BIRMINGHAM
HIPPODROME




From: Hannah Still Sent: Thu0&/10/2015

To: Jonathan Thompson; Hippodrome Information and Sales Supervisors; Hippodrome Duty Managers
]
Subject: RE: Oxygen therapy for Swan Lake/Nutcracker

Morning all,

I just wanted to let you all know that a booking for this gent has gone ahead this morning.

He's booked in for Tuesday the 1% of December at 2pm and we've got three spaces in lounge AA for himself, his wife and his nurse.
Katie is aware the two oxygen tanks need to be delivered to Thorp Street on Monday the 30" of November.

I have added the following CSI for the day;

“IT and team are aware of this booking, customer will be coming with his wife and carer and will be receiving oxygen therapy
throughout the performance, JT advised for the three to be in the lounge-his 2 oxygen tanks are being delivered to TS 24 hours before re

IT's request HS”

His order number is; 7711545

Thanks for your help!

Hannah

Information and Sales Assistant
Birmingham Hippodrome
www. birminghomhippodrome.com

BIRMINGHAM
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' Customer Service Issue || =B !

Constituent ID: 2693122 Owner: Katy Power
Issue #: 82734
Issue Date: 08/10/2015 | Urgent:

Contact Method: Phone: Qutbound [+] cCategory: 4- Front of House [=]

Activity Type: Access Request (FoH) [=] Origin: (none) [=]
Season: Performance: Package:
BRE (15/16) [+]| BRBO11215M =] [(none) [=]

BRBE - Mutcracker

MNotes: Tue 01/12/2015 2:00 PM

1T and teamn are aware of this booking, customer wil be coming with his wife and carer and will be receiving
oxygen therapy thoughout the perforrmance, 1T advised for the three to be in the lounge-his 2 oxygen tanks are
being delivered to TS 24 hours before re 1T's request HS

Created: 08/10/2015 10:45:50 by hstil at HIPWS079 Maodified: 08/10/2015 10:45:50 by hstill
Issue Actions:
User | Date Action Date Action System Date Resolved
Add Action
Z: |
BIRMINGHAM HR§AA|
HIPPODROME HAA! >




Tesira BiminghamHppod

ile GoTo Tools Window

rome

Help

R ENT PEEIRN 20 LK)

. Constituents - Mr A Complaint E@
2566016 Mr A Complaint . A Complaint
@ Birmingham Hi Customer Service Issue E@
ConstituentD: 2566016 Owner: A Comphaint ON Seating Plans:0
Issue #: 80589
General Issue Date: 12/05/2015 | Urgent: }ﬁomps Research Attrbutes
History Contact Method: Erail [«] Category: 6- Customer Services = = e

@ Customer Service () §

Issue No. | Issue Date |

A Complaint

82662 30/09/2015 6f
MNotes: 29/08/2015 Car

82415 11/09/2015 6
Notes: Melanie Faulkner

82369 09/09/2015 6
Notes: Jo Q'Sulivan Pat

82366 09/09/2015 6
Notes: EMMA BAYLISS-

82282 02/09/2015
Notes: DEBBIE MILLS-P

Activity Type: Complaint (Cus)
Season:
C5I- Board Report

Notes:

JULTA BIRD Patron unhappy with having

Created: 12/05/2015 13:35:05 by gmorg

-]

Action: | GEN; Closed

[v] ActionDate: 12/05/2015 |

m

Letter Printed Date:

Closed:
Notes:
Apologised and explained why it is an 08 number. Advised tickets can be booked online.

Issue Actions:

Created: 12/05/2015 13:36:00 by gmorgan at HIPWS100 Modified: 12/05/2015 13:36:00 by gmorgan

User | Date |

BIRMINGHAM
HIPPODROME

gmorgan  12/05/2015 13:35:13 12/05/2
gmorgan  12/05/2015 13:36:00 12/05/2015  GEN: Closed
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Date Production Contact Category

Method
Peter Radcliffe
18/08/2015 Event Email Compliment - Conference &
Events
Patron complimentad fantastic event.
20/08/2015 The Bodyguard | Email Compliment - Staff Comments

Positive
Patron praised staff on how well they dealt with a First Aid issue.
Julie Everett

21/08/2015 The Bodyguard Email Complaint - Production Negative
Paitron unhappy that Alexandra Burke was not performing.
Apologised and explained when the tickets were booked the cast had not been announced.

Kristy Turner

24/08/2015 The Bodyguard Email Complaint - Patron Issue
Patrons’ performance inferrupted by another audience member on their mobile.

Apologised and explained staff members are happy to intervene if they are made aware.

Jane O'Neill
24/08/2015 The Bodyguard Emuail Complaint - Patron Issue
Patron’s performance interrupted by involuntary noises from disabled patron.

Apologised explained our access for all policy. Offered complimentary tickets as a gesture of good
will.

Michelle Feaver

22/08/2015 The Bodyguard Email Complaint - Patron Issue
Patron’s performance interrupted by rowdy party.

Apologised and explained that vast majority of audience members behave appropriately and staff will
intervene when possible.

BIRMINGHAM
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CANOLFAN
MILENIWM
CYMRU
WALES
MILLENNIUM
CENTRE®

Customer Service Survival

Part 2
How to Graduate With
Honours
Chloé Shafto Chloé Hearne

Application Specialist Visitor Operations Manager
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Cardiff Prifysgol
Metropolitan | Metropolitan
University Caerdydd

CANOLFAN
MILENIWM
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WALES
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CENTRE®



Objective

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



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

SeatTypes | Price Zones | BestSeating | Sections | Allocations | Holds Housemap Best Seat Zones Legend (¥)

—
=
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Graduations | Step 2: Create Spreadsheet

Student No gprefix  pgfname g mname - WENE o

perf_code pgperf_no BJzone B zone_no [ section B section_ .
KLl [l 15VETGRADS 59921 Lower Stalls 16706 Level 1 Lower Stalls Glanfa P rICE_type
15METGRADS 59921 Lower Stalls 16706 Level 1 Lower Stalls Glanfa oo c

15METGRADS 59921 Lower Stalls 16706 Level 1 Lower Stalls Glanfa
15METGRADS 59921 Lower Stalls 16706 Level 1 Lower Stalls Glanfa

15METGRADS 59921 Lower Stalls 16706 Level 1 Lower Stalls Glanfa
15METGRADS 59921 Lower Stalls 16706 Level 1 Lower Stalls Glanfa
15METGRADS 59921 Lower Stalls 16706 Level 1 Lower Stalls Glanfa

notes o mmmm | Number of Guests g

Print at Home
Print at Home
Print at Home
Print at Home
Print at Home
Print at Home

Print at Home




Excel 3
G rad uations I Step 3 Data Check R Source & Update for Performance Debug

¥ _
Name [l ¢» Data Conversion
D i i
I

142676

Mailing Address

Salutation 1: Mrs Chloe Shafto
Salutation 2
Business Title: Application Specialist
Street 2: Wales Millennium Cenftre
Street 1: Bute Place
Street 3:

Locale: CARDIFF Cardiff CF10 SAL
Country: United Kingdom Buckinghamshire -
Caerphilly

Catthness E
Cambridgeshire

Dear: Mrs Shafto

Carmarthenshire

Lookup Match Cutput

l} OLE DE Destination

Make sure that data within the spreadsheet is entered
correctly and matches fields already within Tessitura.




Graduations | Step 3: Temp Table Created

master_id  student_no

2
3
4
b
6
7
8
9

- 4 4 a4 a4 a4 a4 o
LD B3 =] & on ke L R 3

prefic

MULL
Miss
Miss
MULL
Miss
Miss
Mizs
Miss
Misg
Miss
Miss
Mizg
Miss
Miss
Mizs
Mrs
MULL
MULL
MULL

fname

Marshal
Muzhda
Sania
Marshal
Tahmina
Bryanie Jade
Hanan

Dilshana
Jessica Leigh
Bethan Sian
Marshal
Marshal
Marshal

Iname
Marshal

BAKER
BARNLEY
BARRETT
BAYLEY
BEES
BEGUM

city

Cardiff
Cardiff
Cardiff
Cardiff
Cardiff
Swansea
Cardiff
Cardiff
MNewpart
Abadare
Wrexham
Cardiff
Cardiff
Cardiff
MNewpart
Cardiff
Cardiff
Cardiff
Cardiff

state

MULL

Cardiff

Cardiff

MULL

MULL
Pembrokeshire
MULL

Mid Glamorgan
MULL

MULL

MLULL

MULL

MULL

MULL

MULL

MULL

MULL

MULL

MLULL

postal_code
CF5 2YB

country

United Kingdom
IUnited Kingdom
United Kingdom
United Kingdom
IUnited Kingdom
United Kingdom
United Kingdom
IUnited Kingdom
United Kingdom
IUnited Kingdom
United Kingdom
United Kingdom
IUnited Kingdom
United Kingdom
United Kingdom
IUnited Kingdom
United Kingdom
IUnited Kingdom
United Kingdom

eaddress
graduationtickets @candiffmet .ac.uk




Graduations | Step 4: Allocate Best Seating

8 Tessitura 1IN [mpresario V11 DEVELOPMENT SERVER (Update as of Aug 10 2015 10:56AM) MM - [House Vi... o2 o= i Sowel
&) File GoTo SeasonManager Tools Window Help
) > @ B2 ™ =5 kRl AR
Product Catalog Seat Map ”
Seat Types | Price Zones Best Seating Sections | Allocations Holds Perf List : Housemap Seat Type Legend ()

4 Title > 4 Date > 4 > Upgrade Mode




Graduations | Step 5: Run Import Utility

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

Import the orders using €Xisting Tessitura functionality (first
as a test, then on LIVE).

_ ----- % Order Import Utility
w A q.._._ _*— }
. Ente-rl parameters to run Order Import Utility in the current window
Import Set (Required) Cardiff Met Graduation Import

Run Mode (Reguired) Review Only
SEESI0N ID tereirennsenssenssnnssnnsnnnsnnnsnnnsnsnsnnnen (Disabled) (Mone)

Show failed only on reprint? ..ocvveeeeceeeeeeenn, (Disabled)

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



Graduations |Step 6: Send Print at Home Email%a}éi:fmiaetropo|itan University

Cardiff
Metropolitan
University

Prifysgol
Metropolitan
rd

Graduatuon Tlckets Attached
Tocynnau Graddio Atodedig

Your Graduation tickets are attached to this Mae eich tocynnau Graddio wedi'u hatodi

email. Please bring your tickets with you to
the Centre.

If you have any questions or concerns
regarding your tickets, please contact our
Ticket and Information Office on
ficket.contact@wmec .org.uk quoting your
order number and customer number.

Order Number \ Rhif archeb:
51532967

Order Date \ Dyddiad yr Archeb:
03/07/2015

Customer Number \ Rhif Cwsmer:
1238339

-150 Met

Miynedd Caer dydd

i'r ebost hwn. A wnewch chi ddod a'ch
tocynnau gyda chi i'r Ganolfan.

Os oes gennych chi unrhyw gwestiynau
neu bryderon am eich archeb, cysylltwch
&'n Swyddfa Tocynnau a Gwybodaeth ar
cyswiit.tocynnau@wmec .org.uk a
dyfynnwch eich rhif archeb a'ch rhif
cwsmer.

Print at Home Tickets (Please print out the
tickets attached in this email and bring
them to the ceremony)

Tocynnau i'w Hargraffu Gartref
(Argraffwch y tocynnau sydd wedi'u hatodi
atyr e-bost yma adewch 4 nhwi'r
seremoni os gwelwch yn dda)

www.cardiffmet.ac.uk/graduation
www.gownhire.co.uk
@cardiffmetqrad

#cardiffmet

This page is your ticket | Y dudalen hon yw eich tocyn

Graduation

Cardiff School of Education

Student

Level 1 Mid Stalls Angorfa

Centre customers
Save on parking
(book I advance)

{Great value food and
drink at the Cenira
Card it Walsraide
Thera aveen

Gwerth gwych am
arlan ar fwyd a dlod
yny Ganoifan

vmc.org.uk/ffresh

Arcedion ar barcio |
gwsmerlaid y Ganoltan
{archebweh o Naen law)

vme.org.uk/waterside

Wales Millennium Centre
Bute Place, Cardiff Bay, CF10 5AL

Dear Student

Cardiff Metropolitan University looks forward to welcoming you to your
graduation ceremony at Wales Millennium Centre. | am pleased to
gutiine the important information below:-

Students graduating in the moming ceremonies may collect gowns
from 7.30am and for the afterncon ceremony from 11am orwards. All
gowns will be issued on level § at Wales Millennium Centre on the day
and must be returned by Spm.

If you have not yet booked your gown from www.gownhire.co.uk you
will need approcimately £85 fo hire one on the day.

Al students will be required o take their seats 45 minutes before the
ceremony for a rehearsal. Students are advised to leave all handbags
with their guests as you will not be able to carmy them across the stage.
Guesis will be seated 15 minutes before the start of the ceremony
The ceremony will run for approximately 2 hours.

Flease continue o check www.cardiffmet ac uk/graduation and follow
us at [@eardiffmetgrad #cardiffmet

Many congratulations and enjoy your special day.

Ben Rogers
Assistant Registrar (Student Administration Services)

99000008056398599388

F17
10:30 AM

nmw Smdh"‘ﬂs"*‘

i

Canolfan Mileniwm Cymru
Plas Bute, Bae Caerdydd, CF10 5AL

org Uk yourvisit

Anrwyl Fyfyrivr

Mae Prifysgol Metmpolitan Caerdydd yn edrych ymlaen at eich
croesawu i'ch seremeni raddio yng Mghanoifan Milenmm Cymru.
Mae'n bleser gennyf amlinellu'r wybodaeth bwysig isod:-

Gall myfyrwyr sy'n graddio yn y bore gasglu eu gynau o 7.30am ac ar
gyfer seremoni't prymhawn o 1 1am ymizen. Caiff yr holl ynau eu
dosbarthu ar lefel 5 yng Nghaneifan Mileniwm Cymru ar y diwrnod ac
mae'n rhaid eu dychwelyd eryn Spm.

Os nad ydych wedi archebu sich gwn efo o www.gownhire.co.uk bydd
angen tua £65 amoch i logi un ar y diwrmod.

Rhaid i bob myfyriwr fod yn eistedd yn ei sedd 45 munud cyn y
seremaoni ar gyfer ymarfer. Caiff myfyrwyr eu cynghori | adael pob bag
llaw yng ngofal eu gwestai gan na fyddwch yn gallu eu cano ardraws y
Bydd y gwestai yn eu seddi 15 munud oyn dechrau’r seremoni.
Bydd y seremoni'n para fua 2 awr.

Parhewch i edrych ar wenw.cardiffmet.ac.ukigraduation a'n dilym yn
([@cardiffmeigrad #cardiffmet
Llongyfarchiadaw mawr a mwynhewch eich diwmod arbennig.

Ben Rogers
Cofrestrydd Cynorthwyol (Gwasanaethau Gweinyddu Myfyrar )




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

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.
Step 3 - Data Check was invaluable
. Change what data Is entered

Be Cautious!
More automated process and confidence
next time



Graduations | N-Scan & Print at Home

Sefvll Sefvll
Standing |SEi== == Bt Standing

we wE [ [

CYLCH / CIRCLE




Graduations | Project Reflection

Cardiff Met should have full control of where students

are seated
" 4

Administration time should be reduced *
Administration costs should be reduced “*

The Customer Experience should be improved # ,
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Check Gift Certificate | Before

cash

1
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Archetiu Arden Swycafa Docynng
B0k Cnkne Tchet Office

WInC.Ory, Uk 029 2063 6464

Wales Millennium Centre

CREDIT VOUCHER
Amount:£1,234.56

Credit Voucher Number:E3FB=123456
Valid for twelve months from12 March 2002

P thiz Credit Vawher forficketz, Tours and gee and oot perforsance reals
pUrchaces theowwh Malex Milluwenius Coastre Tishe! DMfice in percan, seer
e Leleplone and win the webcite miy

LIOTE R RRTRTTRR R

QUL TR A TRTHTTN

Not redeemable for cHSH



Tessitura API

CANOLFAN
MILENIWM
CYMRU
WALES
MILLENNIUM
CENTRE"

Please Enter WMC Voucher Number
Please Wait... Validating Voucher.

12345678




Amount Tendered

Summary
Check Gift Certificate TRRamALL e

CANOLFAN
MILENIWM
CYMRU
WALES

M w‘tcoo VM‘W VMM.
MILLENNIUM
CENTRE®

3A8D-2064872




Check Gift Vouchers | In Tessitura

e 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.

Owner: 423876 ffresh Source: Hold D 23/06/2015 ||
nitiator: ChannekWMC Ticket Office  |w|  Soliator:webapi ||
Order No: 51513826 MOS: WMC ffresh Category:[(none)  [] AltAddress:Emal ||
Order Date: 23/06/2015  Delivery: Hold at Ticket Office Account. || PmtSched:No =[]




Check Membership | Before & After




Tessitura API

Ttem | Quantity | Price
Tahla £££ Homemade Soup 1 £3.680

WMC Member Lookup 1 £14.40

Snacks

CANOLFAN o] s Enber W

MILENIWM = L= B
CYMEU

WALES

\ . : MILLENNIUM
\ h CENTRE"

Remove Item

ity [Price | [

Query Member

I Special § Modify Item Description Print Guest Eil

Log OFf Pay / Close Kitchen Message Misc Item Assign 1o Seat




Check Membership | Totals

& N .

date_requested customer_no  esall_desc membership_ong can_receive_benefits  memb_start_dt memb_expr_dt status
2015-06-27 17:55:

2015-06-27 18:38:

o faial

000  Promise
000  Promise Gold M...
000  Promise Gold M...
000  Promizse Gold M...

LN
[S=]
LN
(=)

Promise A 20140803 22:03:31.730 2015-08-02 23:
2015-05-28 12:58:05.867  2016-05-27 23:

Lo U

[ %3]
(4 =]
(%3]
(4=

Promise Gaold Mew

N
(=]
N
(=)

2015-06-27 18:38: Promise Gold Mew 2015-05-28 12:58:05.867  201605-27 23

2015-06-27 18:43: Promise Gold Mew

LN
[ =]
LN
(4=

0141009 11:27:34. 313 20151008 23:
g

1
525283 2015

A
A
A
2015-06-27 15:03:28.757 Promise A 2005051112 5-10 23:55:59.000 | Promise
2015-06-27 15:03:43.377 Promise A 20050511 12:35:25.283 20150910 23:55:55.000 Promise
015-06-28 14:32: Promize Y 015-05-23 12:22:44 737 2016-05-10 23:59:55.000  Promize
2015-06-28 15:07: Promise A 201205-24 17:25:23.293  201605-31 23:55:59.000 Promise
015-06-30 11:26: Promize A 011-04-21 11:23:48.023  2016-04-20 23:59:59.000  Promizse
2015-06-30 18:44: Mo Membership M MULL MULL Mo Membership
2015-06-30 18:55: Promise A 012-10-10 14:16:06.030  2015-10-09 23:59:59.000  Promise
0150701 14:38: Promize A 015-04-06 00:00:00.000 2016-04-05 23:59:59.000 Promize
20150701 16:06: Promise Y 201505-23 122244 737 2016-05-10 23:55:55.000  Promize




DIOLCH



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

Questions?

Holly Clarke & Ryan Mason
7l Royal Shakespeare Company

g Jonathan Thompson
Birmingham Hippodrome

BIRMINGHAM
HIPPODROME

asw Chloé Hearne & Chloé Shafto

il ' CYMRU
M WALES

& \Wales Millennium Centre




— WHAT'S NEXT?

ura

(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

EUROPEAN K /
CONFERENCE 2015




