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DIGITAL 
INNOVATIONS & 
EXPECTATIONS
Keeping Up with the 
Geek on the Street

• CONTENT PLANNERS
Ruth Harris : Royal Shakespeare Company
Lloyd Stringer : Donmar Warehouse
William Gregg : Philharmonia Orchestra

• MODERATOR
Rhodri Morgan : Roundhouse

• PANEL
Louise Halliday: Royal Albert Hall
Bruce Wood: Sadler’s Wells
Joe McFadden: Royal Opera House

Share your favourite
content and photos! 

#TECDublin16



EMBEDDING DIGITAL IN A 

HERITAGE ORGANISATION



• Moving from transaction to relationships

• Understanding our customers’ needs

• Giving excellent customer service 

• Surprising and delighting visitors
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REACH AND ENGAGEMENT
150,000

reached

through  

Education

691 Events 

beyond the

main stage

140M

FB page

impressions

101,000
Twitter

followers

8.6M

Visits to  

website

500,000

Email

subscribers

1.6M

Tickets issued

55,000

tour visitors

238,000

Facebook

likes

388

Events in the

main auditorium



DIGITAL STRATEGY

• To sell more tickets, with less waiting

• To create new opportunities for more 

interaction in more places

• To tell the full story of the Hall



DIGITAL COMMS
• Website

• Email

• Social channels
• Moving Customer Services to contact centre. 

Creating conversations.

• Content which has

• Newsworthiness

• Novelty

• Name (celeb)

• On site



ON SITE
Challenges 

• Grade I listed building

• Lack of space

• No wifi

• Culture - it’s all about LIVE



DESIGN PRINCIPLES
1. Be open to all

2. Consider more than just the auditorium

3. Design once, use lots

4. Embed our hi(story) in experiences

5. Consider the value

6. Make data driven decisions

7. Empower our staff

8. End to end experiences

9. Extend the sphere of the Hall



WEBSITE



UNRIVALLED HISTORY 

OF  PERFORMANCE



WEBSITE

• More tickets, less waiting

• 77% more tickets in first hour of on-

sale for BBC Proms than 2015)

• More interaction in more places

• Responsive / multi-device

• Telling the full story

• News, history, events driving to 

deeper content



MORE TICKETS, 

LESS WAITING



LESS WAITING 

ONLINE BUT…



MORE INTERACTION IN 

MORE PLACES

http://appearing.royalalberthall.com/quiz
http://appearing.royalalberthall.com/quiz


TELL THE FULL STORY

’Twas the Night Before Christmas

359,556 total views 

Possibly the best Christmas Card ever!

What a splendid thing you've all done! I 

loved it. Thank you. Happy Christmas

Fabulous - and it's the story we read 

every Christmas Eve to our children (now 

aged 13 and 10!) Merry Christmas x

What a festive surprise. Thank you so 

much and a "Merry Christmas to you all."

This really is a WOW!

BRILLIANT! Happy Christmas to you all!



BE HUMAN!



FIND WAYS TO ENGAGE 

NEW AUDIENCES



FOR 

APP’S 

SAKE



IN CONCLUSION
• Define your goals – 3 or 4 things

• Find out what makes your audience tick

• Create some design principles (and stick 

to them)

• Keep referring back to your goals 

• Exploit your strengths

• Be true to your brand

• (but push the boundaries a little)



THANK YOU

Louise Halliday

Head of Marketing and Communications

Royal Albert Hall
www.royalalberthall.com

@royalalberthall

/royalalberthall

@royalalberthall

/royalalberthall



TEC 16

API and Agencies

































BRUCE WOOD
Sadler's Wells Theatre
bruce.wood@sadlerswells.com



Joe McFadden: Royal Opera House



“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?

BREAK 14.00-14.15
Hogan Foyer / Level 6 Foyer 

BREAKOUT SESSION THREE
14.15-15.15


