TEC15 ENHANCING CUSTOMER SERVICE WITH EFFECTIVE COMMUNICATION DISCUSSION
WMC asked how best to communicate with FOH casuals within a short time span. They currently have a 15 minute pre-show briefing but not a follow-up debrief.
Rhian (National Theatre Wales) likes to speak to staff face to face rather than find out about incidents by email or in a show report so finds a post-show debrief very useful. Staff are provided with information sheets on how to react to certain situations as most of their work is performed off-site.
Alison (National Theatre) provides staff with written as well as verbal information as people take in information in different ways. She has an extended call time for FOH staff to allow time for staff to talk to managers, making them feel more involved.
Mayflower have FOH staff clearing the building, using different routes and locking up as they go, they all finish in the foyer for a debrief. If staff wish to talk with managers they request to do so in advance so that their door position can be covered while they’re with managers. They also send weekly emails to all casual FOH staff with info on shows.
Cheltenham Festivals have a lot of casual and volunteers for each festival so use Freedcamp to communicate with staff in advance of each festival and prior to actual festival briefing sessions.
Birmingham Hippodrome offer FOH staff a 15 minute break but have it at the start of their call time, so there is time for them to talk to managers about any matters arising. Debriefs are very important.
Some audiences require different levels of attention. While the Roundhouse have excellent customer service, they recently hosted an event in conjunction with the Royal Opera House so had an entirely different audience who had different needs. 
Rhian suggested to not rely on emails as the most effective form of communication as they are not always opened. This applies to audiences as well as staff.
Liverpool Everyman & Playhouse Theatres have problems with audiences turning up at the wrong venues and wonder how best to communicate with them in advance. They have considered sending a venue image within the email confirmation.
Rhian uses images for audiences. As a lot of their work is site specific they send images of landmarks so people can find the location, using visual directions rather than maps.
Cheltenham Festivals have problems with audiences crossing from one festival to another as some festivals are held in different but similar temporary locations in close proximity. Those used to a particular festival will head to the location they are familiar with already.
Emails sent from Tessitura can be tracked to see if they have been opened but must always remember not to bombard people with emails as they will start to be ignored.
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