EU Ticketing TUG Notes 
Royal & Derngate, Northampton. 20 January 2020   

Chloe Hearne (Tessiture Network) gave a presentation on HTML Templates and how from Ticket Office and Sales departments we can utilise the application, mainly for
Order Confirmations, Login Credentials, Constituent Info and Tickets.
HTML templates use a Razor markup syntax (which consists of Razor markup, C#, and HTML). They can be used for Ticket Order Confirmations, Forgotten Log-In and will be also available for Mobile Tickets. (Mobile Tickets need you to be on Tessitura v15.1.6 and if TNEW will need v7). You can also use the templates for custom work and Constituent Information. This is part of Tessituras movement from SOAP to REST.
There are examples templates available for all of these in Tessitura. 
A main advantage for using HTML templates are that you are able to make edit to the templates in Tessitura, which could make teams more self-sufficient. The user would need to be able to use Razor markup syntax to make these edits. 
If you make your own custom email for an Order Confirmation or a Credential email, then to send these automatically you will need to configure T_FORMAT_INFO
You can add in your own custom parameters, and email or print out these templates in the client. 
There is documentation of HTML templates and set up online that can also help. 
Spoke about a potential GoToMeeting would be useful to answer and further specific questions about HMTL Templates. 
Recommendation to look at the New Technologies, Service & Sales Presentation from TEC 2019. Found on the Tessitura Network website Conference archives

Mobile Tickets (v15.1.6 needed to implement)
With Mobile Tickets, instead of sending only as a PDF attachment. They would send out in the body of the email and would also be available if you logged in online and went into your account history (TNEW users). 
These can be set up in Ticket Designs as they fall under a new option of Digital and Template Design of mobile tickets. 
Similar to the Print at Home (PAH) functionality you are able to forward the tickets to someone else and they are emailed out in a separate email from the order confirmation. You are also able to delay the sending out of the mobile tickets. 
They can be used in addition to PAH or replace it fully. 
Having account history online is in the TNEW roadmap.


N-Scan
Can struggle with WiFi issues in venues, there is an option to scan offline and run a utility afterwards to resync the data into tessitura. Can put messages onto the Scanners which can help relaying information to Front of House teams, can use if there is a suspected issue with touting and be more pre-emptive at handling potential customer issues. 
Consensus that no one is really using the scanning out functionality. 

Dynamic Pricing – Royal & Derngate – TRG

Erica gave a presentation about Dynamic Pricing with TRG for Royal & Derngate
Began work with TRG as the theatres have no council funding so need to be self-sufficient and work on building customer loyalty. 
Looking into the data saw that Ticket Buyers were stagnating and subscribers were down, a huge amount of the database were inactive as no contact permissions were being taken and stored. 
If they were able to reactivate 10% of the database they would have a potential of 1.9M of revenue. 
Looked at the average ticket price and demand management. Create a perception of success, the average ticket price increased as the house sells. Using pricing to motivate behaviour. 
Rezoned the theatres focusing on the stalls and made local productions the same price as touring productions. Use hold and release functionality to focus people into a specific area, though this gave challenges to customers who want and are used to booking specific seats that are no longer available. The pricing rezone was done in a way that the average ticket price was still there. If a show sells out of the initial allocation, release more seats at top price. Helped with breaking out attendance across the run of the show overall. 
Now have standardised pricing. Royal has one price frame and Derngate has three. Creating a more consistent message. They have a weekly meeting to look at sales. 
Added a new drama subscription and have offers to reward loyalty, change to the marketing, Box Office attitude and Price bands. 
Analytics – an Implementation Story and Dashboard Show and Tell
Somerset House have begun to implement dashboards, by having initial workshops with individual teams. Holding the creation of dashboards to within the systems team. Showed through their dashboard created for their Marketing Department for their winter ice-rink sales and patterns. 
Ticketing Post Brexit
General discussion that the has been a slow down in sales for January and after. Noticing that less people are buying in advance, and people tend to be buying fewer shows but spending more. Shakespeare’s Globe have noticed that tourist purchases have increased.
Current Projects

· Sadler’s Wells – are joining TNEW and Substrakt as they launch a new website. They are also launching a new Young Person’s scheme. Moving from Mastercard to Windcave Summer 2020
· Birmingham Hippodrome – have new contact centre software and future-proofing by moving emails across to it. Looking into Analytics and Booking Protect. Moving towards going paperless. Working on Training Documentation. 
· The Almeida – mobile ticketing and launching the cross-selling plug-in. 
· The Royal Academy – Analytics, making a dashboard for attendance. Begun a WordFly integration. 
· Royal & Derngate – Upgrading Tessitura soon and beginning to use Analytics. 
· Southbank Centre – New purchase path, new website. Moving from Mastercard to Windcave. 
· Old Vic – Developing an app. Making 2020 the year of automation looking at merging. Using packages in TNEW v7. Integrating their FoH till. Going Carbon Neutral over the next 5 years. Moving their access ticketing online. 
· Glyndebourne – web development, working on an online forum for members with Made Media. Looking at exchanges, gift aid and Direct Debits. 
· Orchestra of the Age of Enlightenment – TNEW integration. 
· Shakespeare’s Globe – doing a pricing review, and working on a payment portal that gives customers a link to pay for tickets. Upgrading to v15, mobile tokens. Working on upsells – building in fees and addresses to the page.
· Young Vic – moving from having customers credit on account to giving them gift vouchers. Going online with Direct Debit. Improving access and increasing relaxed performances.  
· Roundhouse – working on a new website, mobile ticketing and getting agents on digital. 
· Somerset House – starting Direct Debits, launching a membership scheme. Using dynamic content in WordFly. VAT receipts in Tessitura. Nexudus and Priava integrations. Working with MHM on a segmentation project, want to get the information back into Tessitura. 

AOB
Discussion about getting attendees on to each others industry fillers lists, potentially through a Google Group. James to follow up
Keep your eyes out for TEC 2020 planning committees, registration should open up in April. 
Next Ticketing TUG, hoping to be in June/July before TLCC 2020. If you would be able to host, please email ticketing.tug@gmail.com

Draft Email for if you want forcasting in Analytics – send to hello@tessituranetwork.com 
Hello, 

We would be interested in Analytics having the functionality to forecast sales for future events. 
Attendees

Numan Ahmed – Royal Academy
Sophie Beattie – The Old Vic
Sophie Beckwith – Roundhouse
James Broderick – Sadler’s Wells
Robert Byrne – Southbank Centre
Carly Mills – Orchestra of The Age of Enlightenment
Tom Clarke – The Old Vic
Sarah Conroy – The Old Vic
Lucy Court – Southbank Centre
Donald Graham – Birmingham Hippodrome
Tina Farguson – The Almeida
Justin Giles – Shakespeare’s Globe
Kirstyn Goodchild – Glyndebourne
Matthew Hodson – Shakespeare’s Globe
Kyle Jarvis – Somerset House
David Knight – Sadler’s Wells
Aaron McGregor – The Almeida
Erica Mynard  - Royal & Derngate
Michal Obuchowski – Southbank Centre
Sarah Berryman – Southbank Centre
Kayley Spindler – Somerset House
Tom Waters – Royal Academy of Arts
Claire Zammit – Tessitura Network
Chloe Hearne – Tessitura Network
                                          
