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PHYSICALLY DISTANCED SEATING 

National Theatre 

· Self hosted 
· Set seat clusters 
· Arrival times 
· Maximise capacity 
· Work with custom website 
· Used a Java script overlay integrating in into the presentation layer of the website 
· Pop up if selected a seat, give number of seats in the bubble, arrival time and messaging e.g. restricted view 
· Use LifeBlue – separate software integration

Mayflower 
Initially went with the Bubble seating option in TNEW 
Added a Java script overlay to assist with functionality as an intercept 

Glydebourne & Sadler’s Wells
Have their own version with Made Media solution

Everyman and Playhouse 
Had issues and removed SYOS functionality and used Best Available instead 

Donmar Warehouse 
Flagged that however clear you make it audiences do not read information! 
Had distanced ‘seating’ in place for an exhibition 

DIGITAL CONTENT 

The Old Vic 
Content has been successful 
Challenging to manage audiences remotely as the team are still working from home 
The opening of the show was challenging when the audience are accessing the stream – queries coming in from customers and balancing that with admin 
They have been using Zoom for Live Streaming 
Difficult to manage individual audience member experience - a lot of the audience are not that tech savvy and you don’t know what device they are using so sometimes difficult to help them. 
Some School groups were not able to access around Christmas, difficult to troubleshoot remotely 
Have found that they do have an international audience and people worldwide are interested in seeing UK Theatre 
Send one link to one email address in zoom - if booked two tickets in separate orders could not control, they would get the link twice. Decided to send an email the following day for 
additional booker details for email address and name so then additional booker is then on the list to capture the data if more than one ticket booked. Then limited to one ticket per person to reduce admin 
Send email day before with link and then final email on the day of the show, sent a minimum of 3 hours before. 
Worked really hard to ensure customer comms were clear and detailed and still customers did not read the information. 
Did have a cut off for purchase so can ensure links are available but still had customers coming last minute 
Had a few customers contacting the day after the event and saying the link did not work. 

Roundhouse 
Kept some shows on sale until after the start time 

Shakespeare’s Globe 
Using TNEW functionality 
Link in confirmation and also link back to the Digital Content page behind login to save on administration 

WMC 
They have a separate portal 
Register with a company and then enter a code 
When selling not able to send them a code straight away, had to send email to individuals with specific codes 
Creates a very manual process 
Going on sale again and Made Media were able to include the code in the email 
Sadler’s Wells 
Pricing was an interesting discussion internally – How much to charge by location of audience?
What is a good price point for digital content? 
Looking at other options - Showcase with Showreel through Substrakt or Vimeo OTT 
Discussed having different prices in different regions but did settle on a flat price last time 

Donmar Warehouse 
Asked people for donations rather than ticket price for their content 
How much are people prepared to pay for digital content is an interesting question 

Shakespeare’s Globe 
Asked for a ticket price and then also got donations on top 
Started with a low base price of £5 but then moved it up and having £5 as the concession with a higher price for standard plus price with donation on top 
30-40% went for higher than standard price 

Roundhouse 
Used pay what you can 
Lots of people who went for a free ticket but some customers who paid up to £100 


ARE ORGANISATIONS CONSIDERING CONTINUING WITH DIGITAL CONTENT ALONGSIDE LIVE EVENTS? 

Shakespeare’s Globe 
Are going to continue 
Have seen good Global reach and want to continue to engage with that audience 
Also audiences outside of London may not want to travel for a while 
Scheduled 6 live stream performances during the season and may increase if they do well 

Sadler’s Wells
Are planning to launch digital content alongside new programme 

The Old Vic 
Want to continue to have the option however, would like to focus back on the Live experience 

National Theatre 
Drama and Teacher conference - tickets through Tessitura and delivered via Zoom 
Went well and considering having a combination option next year some in person other sessions on zoom 

WHO DOES DIGITAL CONTENT COMMUNICATION SIT WITH? TICKETING OR DIGITAL? 

Old Vic 
Marketing/BO for the time being due to resources 
Tech team have learnt a whole new skill set to help with delivery of content 

Shakespeare’s Globe 
Digital team looking after technical setup Live Stream events 
Problem solving, comms and troubleshooting with Box Office 

National Theatre 
NT at Home 
Digital and Broadcast team 
Enquiries through Box Office 

Everyman and Playhouse 
Marketing and Box Office responsible for Digital content 
Issues with sending out comms and links early on 
Changes in what the artist will allow and feedback from that 
Learned a lot along the way – developed a set of guidelines which has really helped the team 

HOW TO DELIVER HYBRID SHOWS WHERE THERE IS A LIVE AND DIGITAL ELEMENT - HOW CAN WE GET CUSTOMERS TO BOOK FOR THE RIGHT PART OF THE PRODUCT?
 
The Old Vic 
Have In person as SYOS and a general admission option for digital 
Messaging around ‘this is not a ticket for the Theatre’ for digital options 
Would only see the Theatre plan if attending the Theatre in person 
Relies on customers reading information though 
Looking at price types in the allocation - making it clearer for customers for example using ticket design 
TICKETING FOR FREE EVENTS AND TICKETING FOR MUSEUMS POST LOCKDOWN 
Previous events that were not ticketed - have you now started ticketing these events? 

Lakeside Arts, Nottingham 
Free Art Gallery spaces 
Still free but timed entry with one household per timeslot when they were open 
First time doing timed entry 

HOW ARE PEOPLE REACTING TO TICKETING FOR FREE EVENTS? 

Lakeside Arts, Nottingham 
Not really had any issues and given the situation people were fine with it.
Kept building locked until 5 minutes before each time slot to manage entry and stop people just wandering in.

Somerset House 
Wanting to ticketing for a while to gather the data. 
Internally people have been against ticketing free events in the past however most teams would like to continue - same for Lakeside 
Looking at options and numbers going forward 
Did have a lot of people turning up at the door in the Summer and people were booking online and then had to wait for the email to come through so shifted to HTML templates so could link straight to it in TNEW 

WHAT INCENTIVES ARE THERE SO PEOPLE WILL BOOK A FREE TICKET? 
Could there be discounts in shops/for food? 
Could we shorten the ticket path to be more like OPG just to give the day and email address? 

Southbank Centre 
When ticketed in the past people have not booked or not turned up but then people who really want to attend arrive but cannot attend as fully booked 

CONCERN FOR ORGANISATIONS AROUND CUSTOMERS NOT TURNING UP 
Are there clauses you can add to tickets to try and minimise the impact of customers not arriving? 
Could you use T&Cs saying if they do not arrive 10 minutes before it will be reallocated? 
Do you oversubscribed, first come first served? 
Does that then cause issues with queues and crowds? 
In some circumstances people are paying for tickets but still not turning up, can you estimate the no shows and what the absolute capacity could be for social distancing? 

SCANNING FREE TICKETS 

Using Analytics to analyse the trends 
Chloe will share information about the widget 
Use the attendance fields and conditional formatting to flag good and bad slots 
Is there some analysis to look around when free tickets go on sale? 
Does putting tickets on sale on the day make a difference? 

Could you use days prior vs attendance in a widget to analyse - Chloe to investigate 
Is ticketing becoming the new norm for free events/museums? 

REOPENING PLANS 

Mayflower Theatre 
Film series in the Autumn - poorly attended although there was some enthusiasm for returning to live events 
Managed to have 2 days of panto/ 4 performances before they had to shut again for the lockdown and this was much better attended for those 4 performances 
Assigned entrance doors rather than everyone coming through the front entrance to manage queue volume at entry points and giving people a suggested time to arrive at their assigned door although cannot rely on customers to read the information. 
Are implementing NScan - using contactless scanning 
Box Office - not planning to reopen it ever - replacing with kiosk so they can cost save and reducing person to person contact 
Will still have a call centre, online and kiosks 
If customers have issues with the kiosks have a dedicated number to phone from the foyer and will have a dedicated person to assist in the foyer. 
Use VOIP phones - setup VPN between laptops and network, using the network for the phones as they would in the office. 

How can we be more secure when taking card details from customers at home? 

Mayflower Theatre 
PCI DSS was an important topic prior to lockdown - use an external company PCI Pal - route phone calls through them, when take card payment their system listens for the DTMF tones from the customers phone and staff can see the * appearing in the payment window and stops the staff having to touch the card data. They do have some middleware to integrate into Tessitura. Still perfecting this and working on it 
Paul is happy to talk to anyone about it with anyone who is interested. 
Have a look at this thread 
https://community.tessituranetwork.com/topical_groups/uk-ticketing-tug/f/discussions/27254/phone-payments/75545#75545 

Liverpool Everyman & Playhouse 
Interested in how they can improve their PCI compliance 
Considering risk management 
Are organisations interested in having Live chat options and/or making payments by links? 

Southbank Centre 
Talking about live chat and one portal 
Many BO and FOH staff have been made redundant so looking at what the new roles may be 
Zendesk have said they can have a What’s App option 
Also looking at flexible hours - 10am-4pm are core hours the rest of their hours are more flexible 

Organisations are revisiting Box Office and thinking about what it might become 
If people continue to work from home considerations around compliance and risk 

Tessitura Network 
ROH are using Talkdesk and are integrating with Tessitura 
Birmingham Hippodrome and looking at PCI Pal too 

Southbank Centre 
Talking to CrowdEngage - mobile ticketing and drinks ordering solution not currently integrated however, Southbank Centre have given them access to the API and they are nearly there with an integration 

Sadler’s Wells 
Discussing how to go cashless and completely e-tickets 

Tessitura Network 
Belfast Waterfront and Ulster Hall are getting there 
For organisations that share customers, especially in London - if the organisations are on the same page it will be easier to encourage customers to accept change. 

The Old Vic 
E-tickets - moved over a few years ago and not much push back 
Some confusion over print at home needing to be printed 
For many events its the only option customers can choose 
Needed to be really clear with instructions in early days, still had customers going to collect tickets at Box Office even with PAHT. Refine communications and now its much better. 
Had issues with people not finding the PDF in the email 
If remove the standard BO function, how do you deal with issues especially when someone cannot find their ticket etc? 

Sadler’s Wells 
WiFi can be an issue 
Waiting for tickets to come through or waiting for people to find their tickets 

The Old Vic 
Had issues with NSCan because of Wifi in the building 
https://www.tessituranetwork.com/Support/Roadmap/Tessitura 

WHAT AREAS CAN TESSITURA ASSIST WITH FOR REOPENING - RE TRAINING ETC? 
NScan assistance 
Packages 

AOB 

Meeting planned for every 3 months 
Please suggest topics/subjects for the next meeting 

Get in touch with Tessitura if anyone would like more information for the TNEW Physically distanced seating customisation 

Works using hold codes and allocations and then a system table to tie everything together 
There is a configurable message that fires at basket and checkout to verify the Bubble is completely booked. 
TLCC 

Would anyone like to present? 
If you present there will be the offer of free registration 
We would like as many EU voices as possible 
Get in touch with Claire if interested. 
Doesn't just have to be functionality related.
