BOX OFFICE/FRONT OF HOUSE SOP        2/09

BOX OFFICE/FRONT OF HOUSE 
Standard Operating Procedure Manual

The Box Office Manager is responsible for organizing and arranging all aspects of ticket sales, ticket order recording and retrieval, as well as all aspects of preparing the Mary Baldwin College Theatre is prepared to receive patrons.  Specifically, she is responsible for:

· Fully staffing the Box Office phone line from 10-5 from one week before opening throughout the run of the show;

· Fully staffing each performance in ushers, concession workers, and assistant ticket takers;

· Fully briefing all box office and front of house volunteers in correct procedures;

· Making sure all concessions materials are fully stocked throughout the run of the show;

· Processing phoned in ticket orders for each night of the show;

· Selling tickets the night of the show;

· Ensuring the accuracy of ticket receipts and the security of all money collected each night;

· Processing credit card orders after each show, including following up on any bounced credit numbers;

· To attend strike and to ensure that the lobby and kitchenette area are returned to a “show neutral condition.”

STATEMENT OF THE THEATRE DEPARTMENT

Mary Baldwin College Theatre is an academic theatre.  ITS PRIMARY PURPOSE IS TO PROVIDE OPPORTUNITIES FOR TEACHING AND LEARNING the arts and crafts of the theatre and to provide practice in them under approximations of professional conditions and to professional standards.  Its secondary purposes are to enrich the learning of all students and provide the finest theatre for the college and the community that is consistent with the goals of teaching and learning.  Every person who works in Mary Baldwin College Theatre is a teacher, a learner, and a theatre artist who is entitled to respect and encouragement in the process of teaching, learning, and artistic creation.
BOX OFFICE / FRONT OF HOUSE MANAGER RESPONSIBILITIES
1. You must attend production meetings as scheduled by Stage Manager.  Deadlines are serious.  Notify the producer as soon as you think there is the slightest chance you won't meet a deadline.  The work of another crew may be awaiting your completion of a necessary task; the producer will not strangle you for giving notice that you are having a problem and will help you find ways to get the job done.

2. The Box Office is officially open one week before and the week(s) of performance.  The Manager must arrange to have the Box Office phone consistently staffed, Monday through Friday, 10:00 a.m. to 5:00 p.m. as well as 6:30 p.m. to 8:00 p.m. each night of performance.  The Manager must brief box office staff on Box Office policies and procedures, particularly those concerning: 
· courtesy to customers; 
· ticket policies;

· ticket prices; 
· phone orders

· in-person sales

· and record keeping.  
Make sure the above polices are written out and posted by the greenroom phone.

3. Check the phone message on the Box Office phone to be sure it has been updated.
The Box Office number is (540) 887-7189.

Check with the producer before recording to get the password.  
To record: dial 7200.  When the system asks, hit “#.” When the system asks for your number, dial 7189.  Then follow instructions to delete old message and change to new one.  

Before the Box Office opens and after the show closes the phone message should say:

“Hello, you have reached the Mary Baldwin College Theatre Box Office line.  Our next production is _(Production name)_ running from _(show dates and times)_.  The Box Office will be open __(date of the week before)__.  If you wish to reach a member of the Mary Baldwin College Theatre Department please call either Sam Koogler or Clinton Johnston at 887-7191.  For Terry Southerington call at 887-7192.  Or for Dr. Virginia Francisco call 887-7031.  Thank you.”

When the Box Office opens the phone message should say:

“Hello, you have reached the Mary Baldwin College Theatre Box Office line.  We are now selling tickets for _(Production name)_ running from _(show dates and times)_.  The Box Office is open from 10 a.m. to 5 p.m., Monday to Friday, and one hour before each performance.  If you wish to reach a member of the Mary Baldwin College Theatre Department please call either Sam Koogler or Clinton Johnston at 887-7191.  For Terry Southerington call at 887-7192.  Or for Dr. Virginia Francisco call 887-7031.  Thank you.”

Listen to the recording to be sure it sounds polite, helpful, and accurate. 

4. If orders are taken by phone be sure that Ticket Reservation Forms are filled out completely.  BILLING ADDRESS OF CREDIT CARD AND SIGNATURE MUST BE AS IT APPEARS ON THE CARD. 
**BE SURE TO INFORM PATRONS THAT: 
· Tickets will be charged unless they are cancelled 24 hours in advance, 

· Tickets that are not picked up by 15 minutes before curtain may be released to waiting patrons.  
· Patrons must take their seats by 5 minutes before curtain or their seats my be released to waiting patrons.

COMPLETED FORMS SHOULD BE IMMEDIATELY PLACED IN THE ENVELOPE ON THE BULLETIN BOARD BY THE PHONE.

If tickets are picked up in person and are paid for by cash or check –  DO NOT fill in a Ticket Reservation Form.   
If tickets are picked up and charged to a credit card – fill out a Ticket Reservation Form with the credit card information BUT clearly mark the form "TICKETS PICKED UP". 

5. Remind each worker of her obligation the evening before or the morning of the day she is to work.  Call each person and/or put notices in each mailbox.  Ushers should arrive by 6:45 p.m. (1:15 p.m. for matinees).

6. Check the supply of Ticket Reservation forms (for phone orders, comps, and tickets paid for by credit card); order more if needed.

7. On the Green Room mirror, post a schedule of all ushers (with their phone numbers) and all phone staff (with their phone numbers).  By the Production Calendar deadline give a list of box office staff and ushers to the producer for the program.  These should be in alphabetical order.  Check all spellings with the students (even your friends) to make sure we know how they want their name to be written in the program.
8. Every day the Box Office is open, pull tickets for the performance.  Check the number of seats available and put tickets through that number in front of the ticket rack as active stock. (Remember that missing tickets are season tickets and those seats are already taken.)  Put remaining tickets in rubber bands for backup.

9. Collect telephone orders for tickets from the Box Office Envelope daily. These should only be VISA or MASTERCARD or comps unless approved by a theatre faculty member.  IF A TICKET ORDER IS AN EXCHANGE, THE PATRON SHOULD DESTROY THE TICKETS SHE ALREADY HAS BUT DOES NOT WANT.  THE SEATS THOSE DESTROYED TICKETS REPRESENT ARE NOW AVAILABLE SO BE SURE TO MOVE THE SAME NUMBER OF TICKETS FROM BACKUP TO ACTIVE STOCK.  Likewise take replacement tickets from backup stock, since they do not represent additional seats sold.  
10. Complete envelopes for each order (see below), and insert tickets.  Put filled ticket envelopes in the cash box, arranged by each night, alphabetically.

 TICKET ENVELOPE:

	FRIDAY
	
	
	JONES, MRS. THOMAS

	
	
	2 @ $4
	VISA  Total $8
	

	
	or
	2 comps
	
	

	
	or
	2 @ $4
	PAID
	

	
	or
	2 exchange
	From Sunday
	

	
	
	
	
	


11. Keep all filled Ticket Reservation Forms in a notebook organized by each night, alphabetically.  Each performance, take the notebook with you to the lobby ticket table.  
12. At the door, patrons may prefer to pay for their tickets right there rather than leaving them on their credit card.  If they choose to do that, cross through credit card information on the Ticket Reservation Form and mark it “PAID.”  If the tickets are left on credit card, mark each form with a check as the tickets are picked up.  
Checks should be made out to “MBC Theatre.”
13. Actors and crew chiefs receive two complimentary tickets (“comps”) each.  Crew members receive one complimentary ticket each. COMPLIMENTARY TICKETS MAY NOT BE USED ON FRIDAY OR SATURDAY, except for out-of-town guests who live too far away from Staunton to attend another performance.  Board members from Oak Grove Theatre and from Waynesboro Players also receive comps.  Honor scholars receive one complimentary ticket to each production.  These must be picked up in person during box office hours.
Check with faculty to determine if freshmen receive a comp for the first production of the season.   If available, freshmen comps may only be used for Wednesday, Thursday, or Sunday, and must be picked up in person during box office hours.

Comps are not guaranteed, but are filled on a first come, first served basis with other ticket orders.  Actors, and those on running crews who will not need their tickets for themselves are free to give them away.  Exceptions to the above must be approved in advance by a theatre faculty member. 
Comp tickets must still be reserved!!

Those eligible for comp tickets should fill out a Ticket Reservation Form, clearly mark them as "COMP", and place them in the ticket order envelope on the bulletin board by the phone.  Tickets will be held at the door.  Ask the director or stage manager to announce this in advance, so each person may determine for which night tickets are needed.  Ask director/actors/crew to stress  that we may  turn away paying customers to hold comp reservations, so we expect guests to show up as arranged or telephone to either release their seats or change their reservation AND THAT TICKETS MUST BE PICKED UP BY 15 MINUTES BEFORE CURTAIN OR THEY MAY BE RELEASED TO WAITING PATRONS.

Inform each of your crew members of these rules and let her know she should make a reservation for her comp.

14. Make sure that the cash box is NEVER left alone.  Return it to Terry at 5:00 p.m. each day, and after each performance.  NO money should ever be left in the theatre.

15. Have the cash box stocked with ticket envelopes, pencils, remaining tickets, etc.

16. Inventory available supplies for concessions, including cups, spoons, coffee, Sanka™, tea, sugar, creamer, and napkins.  For a  regular five-performance run we need:
· 400 8 oz white foam cups 

· 400 paper napkins

· 300 stirrers (not straws!)

· 5 lbs. sugar or 400 packets, 400 Sweet & Low™, 400 creamer
· 100 Sanka™ packets

· 100 tea bags

· 10 lbs. percolator ground coffee (not instant)

CHECK SUPPLIES BEFORE ORDERING. WE MAY ALREADY HAVE SOME ITEMS.   

Report inventory to your producer and fill out a Food Service Order Form.  (Sanka™ and Tea are not available from Food Service.)
17. Check lobby kitchenette for equipment.  You should have all the ingredients listed above plus …

· coffee maker, with cord, basket, stem, lid

· two small coffee pots for pouring

· one small coffee pot for hot water for tea and Sanka™

· can opener

· clean tablecloth

· baskets to hold coffee supplies
18. Be at the theatre by 6:30 p.m., (1:00 p.m. matinees). Check in waiting customers. 
19. Brief ushers and any assistant you may have on ticket policies and their duties.  They need not dress elaborately, but should dress nicely.  Remind them they are representing the theatre.  
Ushers should: 

· Always be courteous and polite;

· Take tickets; 

· Give out programs; 

· Assist audience members in finding seats if the theatre is crowded;

· Remind audience members with cameras that no photography is allowed during the performance.  Explain to them that it distracts actors and other members of the audience;

· Help seat late-comers in a manner to be determined by the director;

· Assist with coffee at intermission;

· Assist checking to see that all patrons are seated at the end of intermission;

· After the performance, assist in cleaning up the kitchenette (removing trash, emptying and washing up coffee maker, etc.) and the theatre (picking up cups, programs, etc.)

· And help keep order in the lobby. 
20. Doors should be closed at 7:30 p.m. and left closed so that late-comers do not disturb the audience.  
21. Managing the house during performances:  
· Sweep and straighten the lobby beforehand; 

· Turn on lobby track lighting and turn off fluorescent lights;

· prepare coffee maker with water for 60 cups and 1 lb. of coffee to be plugged in and turned on at 7:00 p.m.  Use the socket located on the wall behind the stove-- not into the plug on the front of the stove.  Be sure the stem is secure or the coffee will not perk.  Be sure as you prepare coffee that you are not heard in the theatre;

· Make sure you and your ushers maintain order in the lobby.  Keep exits clear at all times; 
· Before intermission set out the coffee and heat hot water for Sanka™ and tea.  Make sure you know when intermission is!  
22. Two minutes before the end of intermission, announce that the show will re-start in two minutes.  Time will come from the stage manager.

23. At the end of intermission, be sure, with your ushers, to check the upstairs hall, check outside, and check the bathrooms to be sure all patrons are in the theatre.  
24. Immediately after each performance, clean up the kitchenette and wash the coffee maker.  Please do not postpone this task, as the area is used during the work day.  

25. Maintain safe practices.  With the producer, plan emergency procedures and attend a fire drill at tech rehearsal.  Immediately notify faculty and stage manager of danger in the lobby or the house.  Instruct ushers of their duties in case of fire or other emergency. Know where the fire extinguisher is, and know how to use it.

26. Count the house nightly.  At the end of the show report the number of tickets sold and the number of people in the house each night to the producer.

27. When only 15 tickets are left for any performance notify a theatre faculty member.  Do not announce a sellout or turn away orders or patrons without consulting a faculty member.  Keep a countdown by the phone to be marked as phone orders come in.  Consult a faculty member before releasing any tickets not picked up.  
28. When tickets are sold out, keep a Wait List including name, telephone number, and number of seats wanted.  Request that patrons on the Wait List come to the theatre by 7:00 p.m. (1:30 p.m. for matinees) and check in with box office staff.  Reassure them that we expect to be able to seat them when we release reservations that have not been picked up.  Telephone waiting patrons if seats become available prior to performance night and hold seats for them on the usual system if desired.
29. After last performance review the Ticket Reservation Forms.  Make a list of VISA orders and a list of Master Card orders which still need to be charged.  For example:

· VISA

· Name: signature as it is on card

· Card number

· Billing address

· Expiration date
· $ amount
At the end of each list give the total number of charges and the total dollar amounts.   
Next, put our Theatre Department account number on all checks.  (There is a stamp in Terry's desk.)  Make list of all checks by patron last name and dollar amounts.  At the end of the list give the total number of checks and the total dollar amounts.  
Give both lists to Terry.

See additional Season Ticket SOP if you are doing the first show.
30. A party for the cast and crew is held after the Saturday performance at a place announced by the stage manager.   Notify each member of your crew and encourage each to attend.  Dates, spouses, and/or family members are welcome.  Due to space limits, please do not invite other guests without the specific permission of the hostess.  Be sure to introduce any guests to the hostess immediately after entering the party.  A guest must see a performance in order to attend the party.  All cast parties end at 2:00 am.  Remember that you are a guest in the home of your hostess and act accordingly.  Food and soft drinks are furnished. Persons of legal age to consume alcohol should BYOL.  Please do not drink anything other than soft drinks that you did not bring. Persons under age 21 may not consume alcohol at cast parties, by Virginia Law.  Those who do will be asked to leave.  Please leave cars at school if the party is at the Southerington's.

31. You must participate in strike immediately after the final performance.  The goal of strike is to return all theatre equipment and spaces to an orderly condition, with everything in its place.  Strike continues until that goal is reached.  During strike you (and any ushers or assistants you can gather) must:

· Clean the coffee maker and return it to storage; 

· Store leftover programs – Six go to Terry's office.  The rest go to the marked box in the Prop Shop; 
· Wash and hang up the tablecloth; 
· Return the cash box to Terry; 
· Store leftover coffee supplies; 
· Clean the kitchen;

· Record a new phone message on the Box Office line.
Once you are finished, help another crew chief.  

You can make strike easier on yourself by planning the order of your tasks beforehand, recruiting help needed, acquiring needed tools and materials, and putting away in advance anything connected with your department that is not required for the run of the show, whether or not you got it out.

Faculty members are glad to help you plan your strike tasks and needed materials.

IN PERSON TICKET SALES

1. We take cash or checks made out to “MBC Theatre,” or charge (VISA or Mastercard only.  See #5 for the information to get.) 
2. MBC Student or Staff or  Senior Citizens -- $5  //  Adults -- $10.
3. Give the patron the tickets -- DOUBLE CHECK THE DATE

4. Inform the patron they must take seats by 5 minutes before curtain even with ticket in hand or their seats may be released.
5. Do not fill in a Ticket Reservation Form unless the patron wishes to charge.  If the patron wishes to charge clearly mark the Ticket Reservation Form “TICKETS ALREADY PICKED UP.”  Be sure to get the following information on the form:

· Whether the card is a Master Card or VISA

· Cardholder name as it is on the signature of the card
· Card Number
· Billing Address

· Expiration Date

· Total Amount of $

6. Honor Scholars get one comp ticket, but must pick it up in person during regular 10 a.m.-5 p.m. box office hours.

7. For the first show only: Freshmen get one comp ticket but only for Wednesday, Thursday, or Sunday.  They must pick it up in person.

8. Cast and crew comps – Have them fill out a Ticket Reservation Form and mark “Comps.”  Put in the box office envelope on the bulletin board by the phone.
TICKET SALES BY PHONE:

1. Completely fill out the Ticket Reservation Form.  DO NOT LEAVE BLANKS!!!
We must have the information to charge or to get in touch with the patrons if there are questions.

Double Check Credit Card Numbers!!  A credit card number is 16 digits long.  All VISA numbers begin with “4.”  All Master Card numbers begin with “5.”
No tickets may be held without credit card information, but tell patrons they may pay at the door if they want and we will cancel the charge.

2. Be sure to circle the performance night.

3. Be sure to give the patron ALL the information at the bottom of the form:

· Tickets will be held at door.

· Tickets must be picked up by 15 minutes before curtain or they may be released to waiting patrons.

· Tickets will be charged unless cancelled 24 hours in advance.

Immediately put the Ticket Reservation Form in the Box Office Envelope on the bulletin board by the phone.  Do not fold.
4. Actors and crew should fill out Ticket Reservation Forms and put them in the Box Office Envelope on the bulletin board by the phone.  Be sure they are clearly marked “COMP.”  Comps are on a space available basis, and are not useable for Fridays or Saturdays unless they are for out of town guests.  And even then, you need permission from a faculty member.

5. Honor scholars get a comp ticket but must pick it up in person during 10 a.m.-5 p.m. box office hours.

6. If freshmen get comps for the first show of the season they may only be used on Wednesday, Thursday, and Sunday.  They must be picked up in person.
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