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Welcome from Justin
Martin Perks, Cheltenham Festivals – first time co-chairing
Terms and conditions
· The Globe
· Changes instigated by SOLT. Trying to get industry to come together to get principles together to reassure customers. Making exchanges and refunds policies more robust. Difficult for The Globe as they didn’t want people to abuse more flexible options (i.e. if it rains vs. if it is Covid-related).
· Exchange fees per ticket and a resale fee. With new safety guidelines and making it as easy as possible, The Globe have decided to remove them all. Loss of income generation. When can we reintroduce them? Or has audience behavior got so used to this flexibility that they wouldn’t revert back?
· How have you found instigating changes to your terms and conditions? Has audience behaviour changed?
· Sarah Berryman – Southbank Centre
· We’ve always had exchanges up to 48 hours before a performance. More lenient now though.
· Credit vouchers no longer have expiry dates. Looking to reintroducing a cap again though.
· Exchange fees were £3 per ticket. Likely to be lenient during Covid though.
· Annabel Robson, Theatre Royal Newcastle
· Still charge fees
· Covid related – credit note offered
· Mix of policies at the moment
· Not asking for proof of covid, so difficult to manage abuse
· Not sure how long offering a credit note will go on for
· How is everyone facilitating exchanges? – Sarah Berryman
· Manual task for everyone on the call
· Roles simply created for this purpose
· Concerns that self-service will cause income loss/lack of control
· Jess, Gulbenkian – shows got moved and doing lots of BACS refunds
· Sophie, Roundhouse – same issue, getting harder
· Justin Giles – Has anyone introduced memberships to offer more flexibility?
· Jan Lier, National Theatre of Norway – always offered members cancellation 7 days prior
· It’s on Tessitura’s roadmap for online exchanges in TNEW. Timeline TBC.
· Tessitura has completed a regional benchmarking survey. Results got back in about a month ago. Likely to host an event beginning of February to share results.

Live streaming events
Martin Perks, Cheltenham Festivals 
· Covid has resulted in the creation of lots of hybrid events – in person and virtual
· What did you do during the pandemic and what are your plans going forward?
· Sarah Berryman, Southbank Centre
· Have done live streaming, as have partner orchestras
· Plans going forward is to continue hybrid offer
· Planning to work with Vimeo 
· Not just live streaming but content available online afterwards as well
· Accessibility has been key – audience has grown as people can watch from anywhere
· Justin Giles, The Globe
· Education workshops moved online – really successful
· Financial model in place – fixed price, as well as a + donation price
· Interesting to see how much income was generated on that model
· Did the same for live streaming – different price points offered based on how many people in your household were viewing.
· Use Vimeo – three versions – standard, audio description and captioned
· Could have done more to push the fact that there was different options to view the live streaming. Overall they were quite pleased with the uptake however.
· Initially hard to sort the logistics to deliver this, but once you get going its ok.
· Massive access scheme at the globe – communicated to them to let them know what was on offer
· The uptake could be higher though and The Globe need to work on this.
· Still a lot of people scared to come back and be in a theatre again
· For them, it was a real lifeline
· Overseas customers are desperate for The Globe to keep it going
· James Broderick, Sadler’s Wells
· Digital Stage programme launched. Audio described, not captioned.
· Departments have been re-structured to launch a Digital Content department.
· Plan is to do a digital stage season next year. Negotiating with visiting companies as to how they can do this.
· Pricing models tbc – likely to do a lot of this on trust
· Sadler’s Wells – want to continue with accessibility as audiences globally are accessing their offer.
· Digital offer likely to be selective rather than for all of the programme.
· What are the pros and cons of working with companies facilitating digital programmes?
· Visiting company provided filming – meant that the visiting company were ‘bought into it’.
· Negative was that they didn’t understand the venue so camera positions weren’t held correctly.
· Pricing model was amended to reflect the quality of the filming work.
· Unlikely to create only online offer. Will always be live performances recorded
Meeting in person
End of Feb, beginning of March
Hybrid meeting – in person and people joining online?
Well-being
How are people finding the management of well-being in the past few months compared to previously?
· James Broderick, Sadler’s Wells
· Biggest challenge has been time
· Have instigated well-being initiatives to help those who are facing challenges. Creating a supportive environment to empower, without taking on too much responsibility
· Martin Perks, Cheltenham Festivals
· Now going back into offices, still a lot of reliance on emails and the ‘work from home’ behaviours
· Level of email traffic still in existence.
· Impacting well-being – work time, communication
· Chris Campbell, Mayflower Theatre
· Went through a period of recognising that when people were coming back into the building, everyone was at a different stage of adjustment, especially FOH.
· Mental health first aid courses coming
· Are teams in the office now? Are there set numbers of teams in the office?
· James Broderick, Sadler’s Wells
· Still working to get a consistent service to connect to someone working from home
· Using Mitel – had issues with calls
· Caryl Jones, Royal Albert Hall
Recruitment/Training
· How are you onboarding new teams and training them on Tessitura?
· Sarah Berryman, Southbank Centre
· Finding it hard to recruit across all departments
· Application numbers low, quality of applications poor also
· Advertise via Arts Jobs, Linkedin etc.
· Training
· In-house training plans that they follow
· Justin Giles, The Globe
· Refresher training, 45 mins max
· Perhaps we could advertise ‘no ticketing experience required’. Removing ‘Tessitura experience required’ from adverts.
· Coming from a non-ticketing background is refreshing.
· Tessitura can be trained, experience/personality can’t.
· Need to promote ‘careers in theatre’
· Mayflower Theatre
· Recruitment and training done on Zoom during pandemic
· Theatre Royal Newcastle
· Lots of redundancies, casual staff don’t work
· Internal training plan (3 consecutive days of training with laptops)
· Staff now on fixed term contracts

Mobile tickets
· Sophie Beckwith, Roundhouse
· March 2021 – Digital tickets only
· Currently using Tessitura PAH tickets
· Working with a 3rd party to deliver better tickets
· Like the E-ticket delay release
· Looking to monetise a merch ticket
· Chris Campbell, Mayflower Theatre
· Honoring original requests for postal tickets
· Swapping tickets where possible to PAH
· All PAH, not TNEW mobile tickets
· Keen to rationalize / standardize ticket designs
· Annabel Robson, Theatre Royal Newcastle
· Emails going to junk
· Period of adjustment but working well for them
· Justin Giles, The Globe
· Crowd Engage – order interval drinks/hospitality
· Send text messages
· Functionality is great, but it’s expensive – 
· People still want physical tickets as momentum
· Pre-visit emails sent 6 and 2 days before – pre-orders can be made via these emails – directs them back to TNEW.
· Need to think more about groups and digital tickets
AOB
Donmar Warehouse – FOH Manager went on stage to ask people put masks on – went from 20% to 85%.
Signs don’t work.
Should staff be responsible for checking Covid status on the door?
International visitors returning – not aware of NHS covid pass?
Mayflower – kiosks going well but have had to re-open counters again based on the current climate.

