Tessitura EU Box Office User Group
Friday 01 February 2019, Nottingham Playhouse

Attendees
· Hannah Gill – Hampstead Theatre
· David Knight – Sadler’s Wells
· Donald Graham – Birmingham Hippodrome
· Kyle Jarvis – Somerset House
· Simon Roberts - Nottingham
· Alice Hands - Nottingham
· Ellie Griffiths – Tessitura Network
· Claire Zammit – Tessitura Network
· James Orr – Royal Academy of Arts
· Kerry Britnell – Nottingham Playhouse
· Chris Millar – Donmar Warehouse

[bookmark: _GoBack]Direct Debits – David Knight, Sadler’s Wells
David wanted to know how other organisations manage the direct debit process in environments where both box office and fundraising teams are processing memberships. He highlighted the challenges Sadler’s Wells face around interdepartmental communication and the reliance on independent spreadsheets. 
The feedback from the room was that having a strong relationship between box office, fundraising, and finance is key, as well as having well documented processes, nominated process owners and well-trained staff. 
Examples of best practice were the National Portrait Gallery (Anna Maria Foster), the Royal Albert Hall (Katherine Osborn) and the City of Birmingham Symphony Orchestra. These venues process direct debits in-house (seen as very positive in comparison to using a bureau service) and have clear, consistent processes that they follow, overseen by a single expert member of staff. A company called Bottomline supply direct debit processing to the majority of organisations processing in-house. 

TNEW and Microzoning – David Knight, Sadler’s Wells
Sadler’s Wells are embarking on a redesign of their website and are considering TNEW as a purchase path solution. Concurrently, they are working with Baker Richards on microzoning their larger venues. David asked what people’s experiences were with microzoning when using TNEW.
The consensus was that TNEW v6 does not handle this satisfactorily. Feedback was that it looks confusing, primarily because it colours every zone (rather than section) a different colour. Depending on naming conventions, customers can become confused between zone names (for example, “Stalls (zone) F”) and row letters (for example, “Stalls (row) F”) so consideration should be given to that at setup.
Reports were that TNEW v7 doesn’t pull through zone names so does handle microzoning more effectively, but that multiple colours were still confusing for customers. 

TNEW: the Good, the Bad and the Ugly – David Knight, Sadler’s Wells
Following on from his specific question about TNEW and microzoning, David requested more general feedback on TNEW as a purchase path solution. 
The consensus was that TNEW is on the whole and effective solution. One major benefit is its support of new functionality in Tessitura, which has allowed organisations instant access to pricing and messaging rules and package functionality online, with good results. 
Shakespeare’s Globe are currently working on a customisation to offer upsells through TNEW, which will include sophisticated restaurant bookings. 

Ticket touting – Alice Hands, Theatre Royal Nottingham
Alice reported that Nottingham Theatre Royal had recently managed to cancel tickets from a prolific ticket tout, who had been buying several hundred tickets a year to resell. This turned into a general discuss about tactics used to deter and act on secondary sellers.
Measures in place included: staff screening orders for suspicious orders, lists to look for high volume customers, attributes against suspected/confirmed sellers to suppress them from on sale emails, encouraging and supporting unwitting buyers to pursue refunds from their point of sale when tickets are cancelled, and having a clear, documented process that can be followed by all staff in case of any formal objections on behalf of secondary sellers.
Some of the challenges cited included: automated bots reserving (but not buying) tickets in orders to force keen buyers onto the secondary market early, getting senior management buy in to prioritise action against secondary selling organisationally, offering exchanges and refunds to dissuade genuine customers from selling on secondary sites for externally promoted events where refunds are contractually prohibited in the primary market, and simply the amount of administration time used up on this process. 



WordFly Triggered Emails – Kerry Britnell, Nottingham Playhouse
Nottingham Playhouse and Somerset House are keen to start sending our pre-visit emails to customers and were seeking advice on how to offer this in WordFly.
Donmar Warehouse offer this service to customers and is going to send all materials to interested parties so they can too. 

Version 15 progress
A general chat about which version of Tessitura organisations are on, and their intended upgrade schedules to v15.
· Nottingham – halted due to staff changes
· Royal Academy – v15 in test, live e/o February (Raiser’s Edge migration next)
· Somerset House – delayed, scheduled May/June (not in test)
· Birmingham Hippodrome – TNEW 7 upgrade imminent, then v15 next 2-3 months
· Sadler’s Wells – second test server with v15, live early spring
· Hampstead – not in test yet, from summer
· Donmar – v15 in test, scheduled upgrade March 

Large orders printers – Alice Hands, Theatre Royal Nottingham
Alice asked whether anyone has overcome the inbuilt Tessitura logic that prints tickets prioritised by zone rather than by row letter. With microzoned seating plans, this is problematic particularly with group bookings, where tickets print out in a seemingly non-sensical order.
The consensus was that this was an annoying, but known feature. The Royal Opera House may have amended the standard stored procedure called when printing tickets to make it more efficient, so perhaps one avenue to explore would be altering that procedure to prioritise row (although extreme caution would need to be taken altering such a fundamental procedure). 

Customer Service handling across organisations – Donald Graham, Birmingham Hippodrome
Donald asked what people’s experience was with ZenDesk, and what the most effective way to manage customer contact is. 
The consensus was that Customer Service Issues in Tessitura can be harnessed to track customer feedback effectively. Emphasis was put on the importance of training, getting buy-in from the whole organisation (particularly front of house), and supporting CSIs with softer tactics like customer service-related meetings to handle feedback collaboratively. 
Examples of best practice were given as the Southbank Centre (a report delivered to front-facing teams) and Bridgewater Hall. 
ZenDesk was described as clunky and not brilliant from a customer experience perspective, but that Salesforce have a product that is recommended as an alternative. 

Next meeting
Our intention to have alternating regional/London quarterly meetups was reconfirmed. This would place the next meeting in London around June.
Kyle reported that Somerset House would like to host the next meeting if possible. He will check and report back to the User Group organisers in due course. 
