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Organisation Attendees
James Broderick – Sadler’s Wells
David Knight- Sadler’s Wells 
Sarah Berryman – Southbank Centre
Justin Giles – Shakespeare’s Globe
Alice Hands – TRCH
Emma Terry – TRCH
Matt Hosdon – Shakespeare’s Globe
Annie Scally – TNEM
Sophie Beckwith – Roundhouse
Ian Perry – Lakeside Arts
Kerry Britnell – TNEM
Carly Mills – OAE
Lucy Court – Southbank Centre
Simon Humphrey – Southbank Centre
Adam Try – Southbank Centre
Monika Ciesla – Southbank Centre

Tessitura Network
Chloe Hearne – Tessitura Network
Nicola Blackburn – Tessitura Network
Claire Zammit – Tessitura Network

TEC feedback 
https://mona.net.au/ taking deposit for free events that are then refunded or donated from the TEC forecasting session
https://www.tessituranetwork.com/Support/Resources/Videos 
https://www.tessituranetwork.com/en/Items/Videos/Webinars/2020/TEC_2020_21st_Century_Communicator 

Supporting returning teams after furlough or time away from the building
Sadler’s Wells – David & James 
Creating framework to share with staff 
· What processes will be in place
· What does the training structure look like?
· More hubs for cross working rather than silos 
· Weekly drop in 
Ensure channels of communication worked out before the team return to site 

TRCH – Alice & Emma 
Most BO staff not furloughed, have 5 currently on furlough
Communication from senior leadership was vitally important early on – the team wanted to hear news from the top with weekly emails for key facts. An email with no news was equally important as one with news. There was panic about redundancy because people have not heard anything – comms that were honest helped alleviate this 
The team wanted phone calls, especially older members of the team – the BO team that are working are giving their colleagues a call.
They plan to have the first training for returners as training on how to use Teams 
The emotional wellbeing was more important early in the pandemic rather than technical training 
The team have responded better to the personal touch 
Sometimes folding ticket wallets for a few days is enough intro!

Southbank – Sarah 
Having experienced furlough its difficult to get back into work after 3 weeks off 

OAE – Carly 
Communication is key and feeling like you are still involved in things like birthdays and the social element of working in a team 

Sadler’s Wells – David 
Communication from the leadership team was incredibly important 
Leadership send a newsletter weekly about what happened in the organisation and in the industry over the last 7 days but also has the human element 
Bi-weekly meeting – submit questions in advance or ask on the call has proved really popular 

Lakeside – Ian 
Comms that talked about the organisation were not as effective as telling people where they stand 

Roundhouse - Sophie 
People need time when they return, to adjust
They want an opportunity to ask questions and not feel like they are pestering 

Mayflower feedback from Claire Z
They were keen not to furlough staff and helped provide them with volunteer opportunities 
When coming back they concentrated on passwords and security codes as there were things that people forget after being away from their normal role for a time. Helping to cover simple questions that people may not want to ask. 

Summary
Communication is key
There may not be news but the comms are still important 
Emails progressed as time has gone on to refine what is most useful for the teams 
Need for dialogue – calls with teams very effective 
Often all people wanted to know was do they have a job
Have a plan and it will take time for people to get back into the swing
Be patient 

Changes in Box Office Practices 
TRCH – Alice 
Progressed projects that haven’t moved forward for years such as changing to e-tickets, implementing scanning, WordFly gift vouchers, progressed the their use of WordFly also rebuilding the way they sell tickets for social distance performances 
No longer have excuses not to progress things 
Took the phone handsets from the organisation and used them in people’s homes as they were using the internet 
When finally got phones sorted the number of letters dropped off as customers just wanted a conversation with someone 

TNEM - Annie
Kerry developed code for Surveys in WF and writing back attributes to Tessitura – used for returns and for memberships – do you want to extend or renew
Have had some projects that haven’t worked and have to work back through it 
Worked more closely together than if had been in the building together 
Needed to be more efficient and the pace was challenging 
Also had a migration for the Playhouse to another system 

SBC - Lucy
Drafted in to support ticketing from customer service so has learnt new skills such as refunds and seen the organisation from another perspective

Sadler’s – James
4 in the team currently, have had to step in and help out where would not normally be involved which gives an interesting viewpoint 
Biggest challenge at the beginning was moving to remote working 
Still have one person going into the office for an aspect of refunding 
They are reviewing what can continue to be actioned outside of the venue environment
People do miss being in the office and being able to see people and have a conversation – looking to improve this virtually 
Have been working with a plan of outbound calls and inbound emails 
The venue had Breaking Convention in at the weekend and would normally have had between 4-6 staff in the Box Office for this event but instead they had 2 Managers – it was mainly just for customer reassurance about e-tickets as they were first time users. James and David were on a screen in the back office on a Teams call to support.
Sending tickets by post was a 45 minutes job each day – they has now moved to e-tickets and would prefer not to go back 
Also looking at going cashless – need to consider a couple of groups that will need some assistance with this. They may struggle with programmes possible 

SBC - Sarah
They have trialled being cashless at Royal Festival Hall and Haywood Gallery and it wasn’t as successful as they hoped (pre-covid) however the expectation has now changed and it may be more successful – still need to be able to take cash if there is no other choice a good example of a group that may struggle with being cashless are their Dementia customers 

Globe - Justin 
What is now actually classed as the Box Office?
Never imagined that a customer facing team could work remotely. The view point has changed and now could we give people the option of working remotely in the future?
Still offer a personal service, we have changed the model of working 
Finding the balance between what is an onsite need and how can we offer more flexible working 
Could offer better options for people’s wellbeing and mental health 
Recognising that people have worked consistently from March at a rapid pace but teams that are returning need time to adjust to this new pace. 
They were in the process of changing their phone system just before lockdown and postponed this instead got a new system where staff can have an app on their phone where calls are directed to their mobiles and their number looks like BO number if they call out. Now rolling this out across organisation 3CX https://www.3cx.com/ 
Managed to convert 60% of donations/credit vouchers for refund – down to being able to speak to customers personally
Tessitura utilities were a great help to facilitate a more automated approach when they had a smaller team 

Globe - Matt 
Looking to go cashless however need to think of the ramifications for donations and cash boxes 

Claire Z
ROH integrating contact centre into Tessitura – CZ will share details when this is complete 

SBC - Sarah
looking at webchat and omnichannel suppliers
Speaking with crowdEngage (Sadler’s also using this)
Reviewing if they still need 5 or 10 staff on site
Can they process everything in advance e.g. ticket by text or email the morning of the event and just have a couple of Manager’s on site to manage queries 

crowdEngage can send out tickets when you set them, bespoke messaging, interval drinks etc 
Text tickets rather than – etickets 
Can order drinks from their phone from their seat 
https://www.crowdengage.com/ 

Lakeside - Ian
Still taking cheques and struggling to get customers to move away from this 

Cashless discussion
More of a risk for customer and staff to have cash available 
Multiple cashing up procedures can be difficult and going cashless can make the process simpler
Payments for cash collections add to expenditure
If there is revenue that is always cash how do you deal with this, are their income streams you might need to turn down?
Do you encourage cashless but still take cash when needed?
The Globe have contactless donation points for volunteers and static locations in other locations. Sadler’s trialled mobile units for donations but they did not bring in a huge amount of money
Still have customers that write letters, use cheques etc how do we proceed with this group
Some customers you can re-educate and others where you may not be able to convert them
E-tickets – has been a big change for orgs who were not using them pre-covid
All Swedish venues have gone cashless – CZ will get some feedback on this 

Summary 
What have we achieved during this time?
What can you celebrate? 
A lot of things we have just made happen because it was a necessity 
Will there be changes across the industry that are national or will it be driven differently in each organisation
How can we best prepare and support our teams for their return? 
Some orgs have been ringing customers who would require a refund and converting these to donations – BO team had some training from the Development team to assist with the ask 
Thinking about what you will need next year 
People learning new skills and changing roles has been an important lesson

Changing roles 
TRCH – Emma 
One of the BO Managers was furloughed so Alice, Emma (TRCH) and Annie and Kerry (TNEM) have been working together to run the BO, manage returns etc
Emma has picked up a lot of work from multiple teams which has been a steep learning curve 
Supervisor had to step up as a Manager was furloughed and he is covering the shared Manager inbox and picked up customer comms and has fund a new strength
This time has been useful for finding peoples strengths, try new things and what is more efficient 
Responsibilities have had to shift – the workload is still there, less people to execute the workload
Staff members using the time for self-development and really coming into their own
People stepping up for fear of being made redundant 
People have had the opportunity to drive their own development 
How can we make roles more rewarding and keep people engaged? 
People stepping up to roles that would never have existed – not always the role you expect, priorities have changed, and this can be challenging but equally rewarding 
Passing skills on to others and sharing. 
The way people work has changed and more collaborative 

TNEM – Kerry
Lines were blurred as they were not part of a specific organisation, they assist work with four different organisations, at the beginning there was a feeling that TNEM were there to support TRCH however that has now been resolved. 

SBC – Sarah/Simon/Adam
Head of ticketing left just before lockdown so had to work through this  
Opportunities have arisen that people would never had had the opportunity to take advantage of 
People more open to options and projects 
Some things have been quicker to push through in the current environment 

E-ticketing and scanning vs e-ticketing and not scanning 
SBC do both depending on the venue, getting buy in from Visitor Experience took a while – needs buy in from the top. Will be recruiting a lot of their VE team and will put scanning onto JD
Data – looking at who is entering, who did not arrive especially for Test & Trace
Example – at the beginning of covid how do we prove that someone did not use their ticket and was eligible for a refund – scanning fixes this 
If someone forgets they returned their tickets its dealt with at the door and not in the auditorium make it easier for FOH as they can direct someone to Box Office or have a roving BO person
V16 will include a way to report on scanning dates and times 
Admissions venue scanning on for front door, and a special exhibition – better reporting on how are people moving around their building 
National Gallery and SMG – both scan and they both discussed at TEC how much data they gather and how that helps with insight 
Venue where if you arrived before a certain time you got a discount off drinks – trying to train customers to arrive early
Scanner of ticket knowing whether a customer is a first time attender etc to help conversation and help manage the customer journey 
Birthday for free programme or ice cream 
FOH teams fear that it might make them less communicative with the customer but actually it does promote better customer service
Contactless scanning is being used across lots of sites – concerns about interactions however gives the opportunity to deploy staff around exhibition spaces not just scan tickets 
Improvements in customer services 
Globe implementing a scanning project in the new year when they get funding 
Lakeside looking to implement in the new year 


Kiosks 
Globe looked at them for guided tour options – however thought about how people would feel about having to touch screens, are they still good for consumer confidence? 
A lot of organisations are moving to use more QR codes so customers can use their own device – Globe considering 
Fitzwilliam museum and SMG use QR codes for ticket booking on site 

Social distancing for on sales 
Putting events on sale post May with social distancing in place or going onsale with all seating/tickets? 
TRCH on sale with everything post end of April if the situation changes they are events that would be postponed to alternative dates 
Sadler’s Summer and Winter shows at full capacity and one late spring (a reschedule from spring 2020, part standing and part seated, first socially distanced with standing)
Putting a show on sale in January with social distancing for February 
How managing socially distanced event with standing room?
Globe waiting for guidance from local government for standing as they are a no go at the moment 
Used deckchairs in the summer but this really limited capacity
Will look at using circles for standing distanced if possible, luckily their logo is a circle!
As restrictions relax more space will be opened up 
Start small and grow over time 
If decreased the social distance spacing to increase capacity would customers be entitled to a refund if they were not comfortable with the spacing?

Future meetings 
Agreed this meeting would be useful as a bi-monthly catch up it was really useful to come together and share thoughts, experiences and ideas. 

















 









