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This is the 
‘why didn’t I think 

of that’ 
session!

• CONTENT PLANNER
Matthew Ingham : Mayflower Theatre

• PRESENTERS
Ryan Allen : Birmingham Hippodrome
Rachael Magson : Birmingham Hippodrome
Phil Gietzen : Garsington Opera
James Orr : Young Vic

Share your favourite
content and photos! 

#TECDublin16



Customer Service Issue

Ryan Allen

Birmingham Hippodrome

@rallen91



The Basics
Customer Service Issues 

(CSIs) are objects in 

Tessitura that can be used to 

record and internally 

communicate constituent 

responses, requests, and 

special needs. CSIs have 

four user-defined dropdown 

fields for categorizing the 

CSI. There are also fields for 

associating CSIs with 

performances or packages. 

All of these fields can be 

used for reporting, searching 

and/or recording the primary 

data of the issue.  - Tessitura 



System Tables



Visitor Services 

Hospitality Education 

Memberships 

Gift Vouchers 
Group Bookings 

Ticket Sales 

Fundraising 



Ticket Sales

Age Guidance 12+ Potentially Restricted View 

MINI MAGIC!

10th October 2017 – 7:30pm





Groups 

& CSIs

















Visitor Services & Hospitality 



Access





Fundraising 







To Recap…

• A great way to cross communicate (with the right reports) 

• Perfect for departments to keep an eye on important info 

• Customable to suit your organisational needs –

especially if you’re running a specific campaign  



Any Questions? 

Ryan Allen
ryanallen@birminghamhippodrome.com

0121 689 3196

@rallen91  



BIRMINGHAM HIPPODROME

A world-class Birmingham arts scene, 

with the Hippodrome centre stage.

Rachael Magson

Fundraising Manager



Main Stage Stats

• c.400 performances a year

• 500,000+ visitors

• Main Stage: 1,843 seats

• Patrick Centre: 206 seats

Hippodrome CREATIVE Stats

• Artistic commissions

• Strategic creative learning programme

• 300,000+ audiences and participants

• 100’s of volunteers

• 1000’s of discounted tickets for schools





MINI MAGIC - PLANS



THE PROBLEM







TRUSTS & FOUNDATIONS

Pre Application Research
Meetings
Emails 
Telephone Calls

Application
Chasing
Outcome
Awards
Cheques/BACS

Thank You
Stewardship 
Re-application

Spreadsheet
Notepad
Emails
Outlook

More spreadsheet
Word document
Postal Service
Emails/ Telephone Calls
Outlook Reminders
Finance cash cheque direct to bank

More Spreadsheets
More outlook reminders





THE SOLUTION!









Or as The Police sang:

‘Every Step You Take, 

I’ll Be Watching You…’











Reminders, Portfolios and Reports





RECAP: USEFUL FEATURES

• Assign tasks to yourself or to colleagues

• Set yourself advance steps and reminders

• Set yourself fundraising targets, goals and results

• Stores all your information in one place

• Attaches documents and emails

• Link to another key person in the relationship

• Follows the relationship from research to result

• You can link a plan to a contribution

PLUS….    If I win the lottery and leave, its all in one place!



THE RESULT?





In the Fundraising Team we have rolled out plans to:

• Current Patrons

• Prospective Individuals

• Gala Prize Winners

Other areas of the organisation are going to use plans for:

• Marketing: steps taken for on-sale of new shows

• Box Office: Group booker prospects

• Business Development: Corporate Partnerships

WHAT ELSE COULD PLANS DO?



Questions? …………….I’m happy to help

Advice to give?.............I’m all ears!

Want to visit? … ………We’ll give you a warm welcome

Rachael Magson

Fundraising Manager

Birmingham Hippodrome

rachaelmagson@birminghamhippodrome.com

0121 689 3067

Twitter: @rjgriffin12

mailto:rachaelmagson@birminghamhippodrome.com


Garsington Opera

Phil Gietzen
Box Office Manager



Garsington Opera

• 1989 – Garsington Manor,
Oxfordshire

• 2011 – Moved to Wormsley Estate, 
Buckinghamshire

• 2017 – 4 Opera Productions, 
33nights + People’s Opera



Fidelio - 2014



GO≤35 Membership

• £10 Membership Fee

• 2 Subsidised £30 
tickets

• Half price programme

• Free minibus transfer  
from train station

• Champagne reception



Modes of Sale

• “Used to define which 
performances or 
packages can be added 
to a ticket order”



MOS/Price Type



Allocation Codes
• “Allocation codes are 

used to control the seats 
available to a particular 
group of bookers based 
either on Mode of Sale 
or Constituent Rank”



Allocations and Garsington Opera

• Only present subsidised 
tickets on seat map in TNEW

• Allocation associated with 
Train Transfer – changes price 
type



Allocation Codes – The Problems

Modes of Sale 



Allocation Codes – The Problems

Messaging



Promo Codes

• “ A promo code is a word or 
phrase that has been associated 
with a source to facilitate more 
user-friendly communications 
with customers, such as telling 
customers to enter Pumpkin for 
a special Halloween deal 
instead of source 123.”



TR_WEB_SOURCE_NO



Next steps for Garsington 

• Modes of Sale – More!

• Allocation codes – More!

• Promo codes – (Hopefully not) 
more!



Ticketing Mini Magic

TICKET DESIGN

JAMES ORR – YOUNG VIC



Young Vic



Young Vic



Young Vic



Young Vic



Young Vic

18 Productions

555 Performances

163,000 Audience Members





Problem 1



Problem 1



Problem 1



Problem 1



Problem 1

Case(val When '1','2','3','4','5','6','7','8','9','10','11','12','13','14','15','16','17','18','19','20','21','22','23','24','25','26','27','28','29' Then 

'NORTH' Else '')

Case(val When '31','32','33','34','35','36','37','38','39','40','41','42','43','44','45','46','47','48','49','50','51','52','53','54','55','56','57','58' 

Then 'EAST' Else '')

Case(val When 

'61','62','63','64','65','66','67','68','69','70','71','72','73','74','75','76','77','78','79','80','81','82','83','84','85','86','87','88','89' Then 

'SOUTH' Else '')

Case(val When 

'90','91','92','93','94','95','96','97','98','99','100','101','102','103','104','105','106','107','108','109','110','111','112','113','114','115','116','1

17','118' Then 'WEST' Else '')



Problem 1



Problem 1



Problem 2

Under Pressure



Problem 2



Problem 2



Problem 2



Problem 2

Row Letter

Case(val When 'U' Then 'Standing' Else '')

Seat Number

Case(val When 

'101','102','103','104','105','106','107','108','109','110','111','112','113','114','115','116','117','118','119','120','121','122','123' Then '' 

Else val)

Section

Case(val When 'Gallery' Then 'Unreserved Standing' Else '')



Problem 2



Problem 2



Thank You

JAMES ORR – JAMESORR@YOUNGVIC.ORG

YOUNG VIC

mailto:jamesorr@youngvic.org


If you can’t appreciate what you’ve got, you’d better 
get what you can appreciate.
George Bernard Shaw, Pygmalion

QUESTIONS?



WHAT’S NEXT?

LUNCH 12.00-13.00
Hogan Foyer / Hogan Suite 
Sponsored by:

BREAKOUT SESSION TWO
13.00-14.00


