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INTR
This SMG Box Office Manual is designed to help you and your staff function more effectively.  It was written by Box Office Managers from various SMG facilities.  Each section is a result of their extensive experience with the numerous tasks and responsibilities entailed in the management of arena, stadium, theater and convention center Box Offices.

The Manual has been divided into four sections in order to group related topics in a logical manner.

· Section A covers the procedures of the Event Cycle.  It contains the procedures, that the Box Office performs between the time that official notification of an impending event is received and the settlement with the promoter after the event.  The section includes an Event Control Checklist, which lists the tasks to be performed before, during and after an event in the general sequence in which they should be performed.

· Section B contains control procedures that are performed by the Box Office on a daily basis (or other regularly scheduled basis) regardless of whether or not an event is taking place that day.  The topics covered include Seller’s Daily Reconciliation, Bank Deposits, Vault Reconciliation and Executive Sales Reports.

· Section C explains the requirements for properly handling each of the specialized types of transactions for which a Box Office is responsible.  Among others, the transactions covered include Group Sales, Consignment of Tickets, Handicapped tickets and Complimentary Tickets.

· Section D includes a number of very important, but diverse, topics that did not fit logically into one of the other sections.  Some of the topics included in this section are Customer Service, Physical Design of the Box Office and Box Office Security.

You will benefit from the manual only to the extent that you utilize it.  It provides the proper guidelines for the various Box Office related tasks and controls that you are responsible for.  Follow the procedures outlined in each section closely and you will be able to complete assignments in an efficient manner.  The manual is more than a collection of guidelines and regulations.  It is a training tool.  It will ensure that your staff and facility conform to the highest industry standards.

The success of your facility depends upon you and your staff.  You must address the needs of the event presenters and patrons, and your staff must be able to service patrons courteously.  This Box Office Manual is a valuable resource.  It allows every member of your staff to benefit from the cumulative knowledge of SMG – the world’s leading facility management organization.

In some sections, forms are included as examples to aid you in organizing, performing and documenting Box Office activities efficiently.  These forms should be adopted at every facility, tailoring them only to the extent of adding the facility name.
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In order to manage any event effectively, it is necessary for all segments of the SMG organization to complete many interdependent procedures in a highly organized manner.  Section A of this Manual contains the event-oriented procedures for which the facility’s Box Office is responsible.  This Overview contains a brief summary of each of the procedures in Section A, indicating both their content and their relationship to other procedures.

Procedure A-2 -  EVENT RESPONSIBILITIES CHECKLIST

The Event Responsibilities Checklist contains a detailed listing of steps to be performed from the time that the Box Office is notified that an event will occur until after we have settled with the promoter at the end of the event.  The Checklist is a form indicating the sequence and interdependencies of the tasks, as well as the Box Office’s interactions with the promoter, artist and other SMG departments at the facility.  The Checklist is a recommended tool for controlling every event.

Procedure A-3 – MANIFESTING THE EVENT

This procedure explains several key processes that are necessary to controlling the ticketing for each event.  Each facility must define standard seating manifests for each major type of event conducted at the facility.  The ticketing company stores the detailed content of each standard manifest in its computer.  When the Box Office notifies the ticketing company to initiate ticketing for an event, it specifies which standard manifest is to be used.  Once the ticketing company has completed the basic setup for an event, the Box Office is able to make minor adjustments independently, by establishing “Holds” for seats that either cannot be sold or are being reserved for some specific reason.

Procedure A-4 – PAPERING THE HOUSE

In cases where tickets for an event are not selling well, the promoter may make a decision to give some or all of the remaining seats away.  This procedure describes the steps that take place when a decision is made to take the action known as “Papering the House.”  “Papering the House” typically occurs very near the day of the event.

Procedure A-5 – CASH ADVANCE TO PROMOTER

This procedure describes the steps that the Box Office must follow in order to comply with the promoter’s request for a cash advance.  The Director of Finance must approve the advance and arrange for transfer of the necessary funds to the Box Office vault fund.

Procedure A-6 – DAY OF PERFORMANCE WALK-UP

At any facility, activity intensifies on the day of an event.  This procedure explains a number of activities that must be planned for and executed properly at that time.  These include advance preparations that can lessen pressure on the event day, coordination with the act’s production manager, deployment of personnel and preparation of the lobby, signage and security.

Procedure A-7 – WILL CALL

This procedure explains actions that need to be taken to insure that distribution of tickets to customers through “Will Call” windows is performed satisfactorily and under proper control.
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Procedure A-8 – RELOCATION PASSES

This procedure contains guidelines to be followed when a customer’s tickets have been lost, stolen, mislaid, mutilated, etc.  When certain requirements are met to insure that the customer is actually entitled to attend the event, a Relocation Pass is issued.  A customer is also relocated by the Box Office to an alternative seat when the seat they were originally issued cannot be made available to them for some reason.

Procedure A-9 – SETTLEMENT PACKAGE

This procedure summarizes the process by which the Box Office accounts to the Promoter for the proceeds from an event.  The Box Office Statement form, which is the key document in this process, summarizes the potential revenue from the event and the reductions to that amount because of unsold tickets, discount tickets, complimentary tickets, etc.  Detailed documentation supporting all sales and reductions must also be provided.

Procedure A-10 – VAULT RECONCILIATION

Vault Reconciliations are performed by the Box Office in order to formally account for the Petty Cash/Change fund for which it is responsible.  This procedure contains instructions for performing the tasks and preparing the required Vault Reconciliation form. The Box Office is responsible for performing a Vault Reconciliation after every event (at a minimum).

EVENT RESPONSIBILITIES CHECKLIST






A-2



A. INTRODUCTION

The sequence and timing of event-driven procedures is, in many cases, as important to achieving the desired results as the tasks themselves.  The Event Responsibility Checklist contains a detailed listing of steps to be performed from the time the Box Office is notified that an event will occur, until the event has been settled with the promoter.  The Checklist is broken down into four major timeframes (i.e. as soon as possible before the event, on the day before the event, on the day of the event and on the day after the event).  Within each timeframe, the list indicates the sequence of the tasks and the interdependencies among them.  The Checklist identifies Box Office interactions with the promoter, artist and other SMG departments at the facility.  It is designed as a form and is a recommended tool for use in controlling activity for every event.

EVENT RESPONSIBILITIES CHECKLIST

EVENT:___________________________________________________________ DATE:________________ PAGE 1

AS SOON AS POSSIBLE BEFORE THE EVENT:
____1.  Receive official notification of event from General Manager.

____2.  Set up Event File. Produce a scaling of the house for the promoter or General Manager.

____3.  Coordinate with Promoter & General Manager to determine “on-sale” date and time.

____4.  Obtain show information from Promoter.


____a.  Day, date, and time of event


____b.  Ticket text


____c.  Ticket price(s)


____d.  Ticket limit (i.e. maximum number of tickets to be sold to one person)


____e.  Type of set-up (i.e. End Stage, In the Round, etc.)


____f.   Promoter holds – number and location


____g.  Artist holds – number and location


____h.  All other holds (i.e. record label, promotional, trade, etc.)

____5.  Issue on-sale memo with show information to all departments (See example – Exhibit A-2-1)

____6.  Send written instructions (Set-up Sheet – Exhibit A-2-2) for setting up ticketing for the event to the Ticket Company 

              Representative.

____7.  Arrange with Operations Manager and the performers’ Production Manager for the Production & Mixer kills required for the 

             event.

____8.  Put the following holds in:


____ Building (1-hold)


_____ Artist (2-hold)


_____ Promoter (3-hold)


_____ Record Label (4-hold)


_____ Sponsor (5-hold)




*All holds should have a repname associated

_____ Groups (6-hold)



  
with them: (i.e. 1-BLDG, 2-BAND, 3-SFX, etc.)

_____ Media or Marketing (7-hold)


_____ Accessible Seating (8-hold)



* The holds categories used may vary depending 

_____ Suites or Premium Seats (9-hold)


   upon the event

_____ Relocation or Trouble Seats (D-hold)


_____ Production Kills (===)

_____ General holds (Hold)

EVENT RESPONSIBILITIES CHECKLIST

EVENT:___________________________________________________________ DATE:________________ PAGE 2

____9.  Check set-up by Ticket Company when completed.  Obtain an Audit Report and Map Report from Ticket system.  Advise Ticket 

             Company of revisions/corrections, if necessary.  The following information should be checked:


____a.  Ticket text info

____b.  Pricing


____c.  Holds


____d.  Selling Order (Only necessary when a new generic Manifest is being used).

____10. When corrections (if any) are completed, file Audit Report and Map Report, showing status of Ticket system 

               before tickets go on sale, in the Event file.

____11. When there are two or more ticket prices, prepare colored maps to show sellers how each section is priced.

____12. Have Ticket company put show on sale at the correct time, and ensure that there is ample staff to handle first day of sale.

____13. Add event data to Executive Sales Report system (if your venue utilizes the ESR system) files (gross dollar sales potential and

              seating capacity).  

____14. Review holds periodically to make sure the appropriate number of seats are on hold.

____15. At a Manager’s Meeting prior to the event, discuss the event, any unique aspects and any problems that may arise.

____16. Schedule Box Office employees for day of event based on available information indicating number of people needed and 

               hours when needed.

DAY BEFORE THE EVENT

___1.  Check with Finance to confirm approval for and amount of cash advance(s).

____2.  Make a color-coded map for Operations, indicating sold seats, seats held and production kills.

____3.  Run an audit to give to Operations for the Production Manager at load-in.

____4.  Confirm that comp and consignment records are up to date.

____5.  Review schedule of Box Office employees for the day of the event.  Make adjustments if necessary.

DAY OF EVENT

____1.  Pull phone orders taken by Ticket Company for Will Call.

____2.  Fill requests for tickets from list provided by artist/group.  Put tickets into “Will Call.”  Release any “Hold” tickets not needed.

____3.  Review all “Holds” to determine which tickets are to remain on Hold.  Release the remaining tickets from hold that can be 

             released for sale.

____4.  Organize tickets for distribution through one or more “Will Call” windows.

____5.  Check seating after the show has set up to make sure that all seats sold are available and that no last minute relocations or

             other adjustments are necessary.

____6.  Finalize Holds

EVENT RESPONSIBILITIES CHECKLIST

EVENT:___________________________________________________________ DATE:________________ PAGE 3

____7.  Prepare Event Settlement


____a.  Box Office Settlement


____b.  Comp List


____c.  Balance consignments


____d.  Balance out group sales (Group Sales may provide this information directly to Finance)


____e.  Balance out suites


____f.  Bring cash advance slips to settlement

DAY FOLLOWING EVENT

____1.  Re-deposit unused cash advance, if applicable.

____2.  Finalize organization and content of Event file.

____3.  Complete Post-Event Checklist (Exhibit A-2-3).
MANIFESTING AN EVENT
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A. BASIC MANIFESTS

A manifest is a seating chart of a facility, reflecting all seats that can be ticketed for an event.  The Manifest omits any areas that cannot be used for seating at a specific event because the space is to be used for other purposes.  The Box Office at each facility must maintain a generic manifest for each of the basic types of setups held at the venue.  At many facilities, this would include, but not be limited to, manifests for end stage concerts, center stage concerts, basketball, hockey, and half-house theater type events. From these generic manifests, a manifest can be tailored to the special requirements that are necessary because of the nature of the event or because of unique equipment and/or presentation techniques that the performing group uses.

B. PROGRAMMING OF BASIC MANIFESTS BY TICKETING COMPANY

1. The generic Manifests are a vital element in communication between the Box Office Manager and the Ticketing Company each time it is necessary to initiate ticketing for an event.

2. In order to expedite that set-up process, the Ticketing Company programs each of the generic Manifests into its computer.  The information placed on file for each manifest includes:

· Each available seat identified by Section, Row and Seat Number.

· The sequence in which the tickets are to be sold, based on their desirability for the particular type of event involved.  This is the selling rotation for the event.

3. As a result of the advance programming of a generic Manifest, the Box Office Manager is able to request a Seating Map for that Manifest.  The Map (a portion of which is in Exhibit A-3-1) contains a detailed representation of each section.

C. SETTING UP TICKETING FOR AN EVENT

1. When the Box Office Manager is advised that an event has been scheduled, one of the first steps is to determine which of the generic Manifests will be used.  For an unusual event, it may be necessary to initiate a completely new Manifest.

2. When appropriate, the Box Office Manager should refer to the Event file from the last time the same act appeared to see if there is any information available there that will be helpful when planning for the event.

3. As soon as possible, the Box Office Manager needs to talk with the Promoter for the purpose of:

- “Scaling the house” (establishing prices for specific areas of seats).  Scaling the house is the Promoter’s responsibility.  For the first-time Promoters, the Box Office Manager and/or the Building Management may offer suggestions on how the building should be scaled.





b) Determining the information content to be printed on each Ticket.

NOTE:  ALL communication between the promoter and the Box Office must be done in writing so that it is properly documented and cannot lead to later misunderstandings.

MANIFESTING AN EVENT
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4. When all necessary information is assembled, the Box Office Manager is to contact the Ticketing Company in order to have them set up ticketing for the event.  This is done through an event set-up form.

- Advise when a generic Manifest is to be used (or submit the necessary information if a new Manifest must be programmed).  

- Submit the exact content and layout to be used on the ticket.

- Advise in sufficient detail regarding the pricing of the tickets.  Use a color- coded diagram of the building or a “Map” printout of the generic Manifest.  Arrange for any known discount pricing requirements to be set up in the system.

- Make sure all fees and charges are correct.

5. When the Ticketing Company advises that the set-up for an event has been completed:

· Print out a test ticket(s) to make sure that all aspects of the ticket content are correct.  A copy of the ticket should be kept in the event file.

· Print out a Map of the Manifest to confirm that the correct generic Manifest has been used and that the pricing of the tickets, as shown on the Map, is correct.

· For Ticketmaster venues, print a SECDAT to insure audit pricing and exit portal information is correct.

· Advise the Ticketing Company of any discrepancies and follow-up to insure correction.

· All correspondence with the Ticketing Company should be in writing.

6. Once the Ticketing Company has completed the initial set-up for the event, the system provides the Box Office Manager with the ability to prevent the sale of specified tickets that need to be held for some specified purpose.  A number is assigned to each type of “Hold” so that the purpose for which each ticket is being held can be identified.  When 

       holds have been entered; the “Map” printout shows the numeric “Hold” code for each seat held.  The following is a typical 

       list of “Hold” types.  All holds and ticket types must have a repname associated with them.

· Handicapped – (Hold) – seats in areas that are designed for handicapped seating – held to prevent the system from automatically selling them.

· Production – (===) – seats that would normally be sold but which must be set aside for this event for use to place equipment or to handle other physical requirements.

· Relocation/Trouble Seat – (D-Hold) – seats set aside because of the possibility that people will have to be moved from seats that have been made available for sale.



      The following categories are held until the Box Office is either given instructions for issuing them or is advised to make   

                    them available to the general public.

· Marketing – (7-Hold) – seats held for use by the building’s Marketing staff.

· Promoter – (3-Hold) – seats held at the Promoter’s request.

  ** All Bldg. Holds must be 
· Artist/Group – (2-Hold) – seats held at the request of the Artist or Group.
      Approved by the GM.
· Building – (1-Hold) – seats held at the request of the building’s management.



     Enter as many “Holds” as possible into the system, BEFORE tickets go on sale.  Check on this by pulling and reviewing an 



     Audit report (Exhibit A-3-2).  The person who checks the reports should sign it and place it in the event file.

7. An audit should be pulled 5 minutes prior to the on sale & placed in the event file.

PAPERING THE HOUSE
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A. PURPOSE

There are times, unfortunately, when a show has poor sales.  In some instances, the Promoter, along with the General Manager and the Director of Marketing, will decide to paper the house on a slow show.  This is only done when it is agreed that there is little or no potential for last minute sales.  Under those circumstances, tickets are given away to help fill the seats.  In addition to filling seats, papering the house will generate some additional revenue by increasing the audience who will purchase food, parking, and novelty items.  It is also a good public relations move to give tickets to charities and schools, which can spur some positive publicity.

B. TICKETS

1. The tickets will usually be distributed to companies and organizations that conduct business with the building.  Schools and charities are other potential target groups.

2. When pulling the tickets used in the papering of the house, it is important to know the Promoter’s intentions as to how many tickets are to be given away, and from where they are to be pulled.  In papering, tickets can be pulled equally from everywhere to help dress the house.  In the instance that the event is to be televised, tickets may all be required to be pulled from a specific area to make the event look sold out on TV.

3. The Box Office Manager must receive a memo, for the Event File, from the General Manager, Promoter or Director of Marketing to authorize pulling tickets to paper the house.  If a memo is not received, the Box Office Manager must write a memo to the event file documenting the transaction.  The date and amount of tickets pulled must be noted.  This memo must be retained as a permanent record in the event file.

4. All tickets pulled to paper the house must be pulled at zero value.


- All complimentary tickets pulled must have signed support documentation (i.e. comp form).




5. The Box Office Manager must keep a record of who received the tickets.  The easiest way to accomplish this is to record all tickets distributed, at zero value, on the Complimentary Ticket Log.

C. CONCLUSION

Papering the house usually takes place at the last minute, so everyone involved must exercise cooperation and understanding.

CASH ADVANCES
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A. PURPOSE

The Promoter usually requests cash advances.  Promoters often request cash payments the night of the event.  This cash is used by the promoter to pay off certain bills associated with the performance.  A Box Office Cash Request Form (Exhibit A-5-1) must be completed by either the Box Office Management or the Finance Department.  If the Box Office Manager prepares the form, the Director of Finance must approve it.

B. FACILITY POLICY

Cash advances will be given in accordance with SMG policy.  The decision to release funds and the dollar limit should come from a designated management person, such as the Director of Finance or the General Manager.  Cash advances should not be released prior to the beginning of the headlining act beginning the set.
C. ORDER, HANDLING & DOCUMENTATION

The Finance Department is responsible for the actual ordering of all cash advances.  Once received at the Box Office, a Box Office representative should verify the cash.  The cash should be stored in the vault and recorded on the Vault Log to properly reflect the total amount of cash in the vault.

D. PROMOTER ADVANCES

1. If the advance is for the purpose of satisfying a promoter request, the actual transaction should take place between the Box Office Manager and the Promoter (or an authorized representative).  Cash must be counted with both parties present.  A cash receipt must be signed by the recipient and retained by the Box Office, along with the Cash Request Form until settlement with the Promoter.  If a check is received in exchange for cash, the Director of Finance should first approve it, a copy of the check and the receipt should be maintained for settlement.  The check should then be used to pay back the amount of cash received from the bank.  Once the transaction is completed, an entry must be made on the Vault Log to indicate the final disposition of the cash.

2. If the Promoter does not take possession of the entire cash advance, the remaining funds should be returned to the bank immediately.  This redeposit should be documented on a separate deposit slip.

3. The vault lot should show the amount received by the Promoter and any amount returned to the bank.

E. BOX OFFICE CHANGE FUND ADVANCE

1. A temporary increase in the vault fund may be required when an unusually high volume of activity is expected or when an event is cancelled or postponed.  The generalized language on the form provides the Box Office Cash Request Form flexibility that is necessary for its various uses.

2. After completion of the event(s) that caused the high volume of activity, or after the cancelled event was scheduled, the Change Fund should be returned to the bank by armed security.  The fund must be returned in the full amount in which it was received.  The fund should also be made up of all cash when returned to the bank.

3. If another event is expected the following week and an advance Change Fund will again be needed, the original fund should still be returned in full.  Another fund can be obtained when needed.

4. If the Box Office is expecting a high volume of activity for an extended period of time, the vault fund should be increased for the duration of that period.  This will eliminate the repeated request and return activity of cash advances.  The Director of Finance must agree to the increase and appropriately adjust the general ledger account.

5. Upon return of the cash advances to the bank, the information must be entered on the Vault Log.

DAY OF PERFORMANCE WALK-UP
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A. ADVANCE PREPARATION

On the day of a performance, it can be quite hectic, so it is advisable to prepare in advance as much as possible.  These preparations can include:

1. Verifying and pulling all complimentary tickets. (See Section C–6)

2. Arranging to complete settlement of all outstanding consignments or verifying that all tickets are sold and will be paid for on or before the day of the event.  (See Section C-8)

3. Prepare a colored seating chart (Exhibit A-6-1) for the Production Manager, which identifies show sales, kills and potential saleable seats.  The Production Manager uses this information when working with the artist or group to finalize the physical set-up for the show.

4. Provide an audit to Production Manager.

5. Make sure there is adequate staff scheduled for the potential Box Office workload of the event day. 

6. Pull all tickets that are to be picked up at the “Will Call” window.

B. COORDINATION WITH PRODUCTION MANAGER

1. As soon as the Production Manager arrives on the day of the event, the Box Office Manager should be in contact and discuss what (if anything) must be done by Box Office employees to help out for the performance.  For example, it may be necessary to relocate a number of people because their seats are in a space that is needed for the artist/group’s equipment.

2. Once the equipment is in place, the Box Office Manager should again get in contact with the Production Manager to determine whether any of the seats that have been held for production, sightlines or for the artist/group have become available for sale.  If the show was previously reported to be sold out, it may be advisable to contact local radio stations so that they can announce that tickets are now available.

C. EVENT STAFFING

As the Box Office staff for the event arrives, advise each person of his/her assigned duties.  This will ensure a smooth night of operations.  Event duties in the Box Office can include:

1. Ticket sellers for walk-up.

2. Will Call Employees.

3. A relocation person, if needed, preferably situated in the problem seating area.

4. A designated person to work the advance sales and information window.

5. A receptionist may also be needed.

D. LOBBY

It is also the Box Office Manager’s responsibility to make sure that the lobby is set up to handle the walk-up.  This preparation will include setting up stanchions and making sure signage is appropriate.  When appropriate, a recorded message should be provided which will play in the lobby and outside the building to keep the customer’s informed.

E. SIGNAGE

Proper professional signage is very important for the Box Office.  It is used to keep the patrons informed, indicating entrances, selling windows and Will Call windows.

DAY OF PERFORMANCE WALK-UP (continued)
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F. SECURITY
On the day of an event, just like any other day, the security of the Box Office is of utmost importance.  Event days can be very hectic with a larger than normal number of patrons utilizing the Box Office. For this reason, upgrading of security measures for the Box Office may be advisable.

G. BOX OFFICE SETTLEMENT
The final aspect of the Box Office Manager’s job on the day of an event is to settle out the day’s activity and prepare the Box Office Settlement package.  See Section A-9 for specific instructions.

WILL CALL
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A.  PURPOSE

The “Will Call” or Reservation window is used on the day of an event to hand out tickets that have previously been arranged for.

B. TYPES OF TICKETS DISTRIBUTED THROUGH WILL CALL
“Will Call” tickets may include:

· Reservations set up by a Band or Promoter; usually complimentary.

· Tickets arranged for by the Building Management.

· Tickets ordered by mail or phone within one (1) week of the show date.  At that point, it is too late to mail the tickets.

· Radio stations and record labels may also use “Will Call” to deliver the tickets that they are distributing to promote the event.

C.  WILL CALL WINDOW
1. The “Will Call” window should always be separate from the selling windows.  Adequate signage should indicate its purpose.  It is advisable to always use the same window(s) for Will Call.  This consistency will assist employees and customers in locating the Will Call window and in directing others to the correct location.  It is a simple way of preventing confusion during an event.

2. When the quantity of Will Call tickets is large enough to justify using more than one window, it is necessary to assign a separate alphabetical grouping to each window and to mark the windows to that effect in a prominent manner.

D. DISTRIBUTION
1. When giving out a will call,  proper photo identification must always be requested to verify that the proper individual is receiving the tickets.

2. When there is a Will Call envelope that has money due, the envelope must be distinctively marked to indicate how much is due.

3. It is also very helpful to have a printout listing the tickets at the Will Call window.  It is used to rectify any problems that might arise.  Normally the band, radio stations and record labels will provide a list showing their ticket recipients.  Check with your ticketing representative to see if there is a system generated will call list available to you.

RELOCATION PASSES
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A.  PURPOSE OF RELOCATION PASSES

The Relocation Pass (Exhibit A-8-1) is used to replace a customer’s tickets that were lost, stolen or otherwise misplaced.

B.  REQUIREMENTS FOR ISSUING RELOCATION PASSES
1. This pass can only be issued to a customer when the Box Office is able to verify all of the following:


- The tickets were purchased by the customer and an account exists with their information.


- The precise location (Section, Row & Seat No.) of the missing tickets.


- The fact that the customer actually purchased the tickets.


- That the customer has a legitimate excuse for not having the tickets in their possession.

2. Obviously, it can be difficult to verify all of the above.  In most cases, customers who buy their tickets with cash, either at the Box Office or at an outlet, will not be able to supply exact seat locations or even a proof of purchase.  In many cases, the customer will even have difficulty remembering when they purchased the tickets.  Thus, it is usually impossible to issue relocation passes to people who have bought their tickets in this manner.

C. VERIFICATION OF ENTITLEMENT TO RELOCATION PASSES
1. Some relocation passes are issued to replace damaged (washed, chewed up by dogs or kids, etc.) tickets.  In such cases, issuing a relocation pass is not a problem, as long as the remnants of the tickets are brought to the Box Office.  With a discerning eye, you can usually tell by what is left that the tickets are indeed for the event in question.

2. There are a great many customers for which the Box Office will have a record of their purchase and seat location.  These include season ticket holders, group sales customers, patrons with house seats, patrons with comps they obtained through the facility, and event phone/mail order customers who have their name logged in an account on the ticketing computer.  The ticketing system provides the ability to inquire for a person’s name and to print out a report of the ticket(s) issued to them for the event.  Exhibit A-8-2 is an example of that report.  With these patrons, the purchase and the seat location can be verified; all that remains is to have the customer provide identification and to find out the reason for the misplaced tickets.

3. Many relocation passes are written due to an error in mailing the tickets.  If tickets are mailed, most Box Offices will have written backup stating the customer’s name and seat locations.  With this information, it is easy to pinpoint the rightful owner of the seats if the tickets happen to show up after a relocation pass has been issued.  Thus, it is OK to write a relocation pass when there has been a mailing problem, as long as you have paperwork that confirms the purchase of the tickets.

4. Although most buildings have a policy that states that tickets cannot be replaced if lost or stolen, and normally make exception only if there is positive proof of a patron’s exact seat location, other exceptions can be made at the discretion of the Box Office Manager

D. STOLEN TICKETS
In the case of stolen tickets, it is best to require the customer to present a police report.  Most people will not go to the trouble of contacting the police and paying the nominal fee required to obtain a copy of the report, if they in fact have not had their tickets stolen.  This method weeds out those that are trying to pull a fast one, or needed a convenient excuse for misplacing the tickets.

RELOCATION PASSES (continued)
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E. DEPOSITS
When a customer has temporarily misplaced the tickets or has simply left them at home, you can issue a relocation pass in return for a deposit of the price of the ticket.  This deposit will be refunded to the customer when he/she brings the tickets back in a reasonable amount of time.  This method can be used even though it is not possible to confirm the location of the customer’s seats, etc.

F. COMMON USES OF RELOCATION PASSES

1. The two most common uses for Relocation Passes are for phone/mail orders not received and for season ticket holders.

2. Most season ticket holders are aware that the Box Office has a record of their seats, therefore, they don’t make as great an effort to search for their missing tickets or to turn around and drive a few miles back home to get the tickets that they forgot.  To save time and effort, it is sometimes effective to have a relocation pass charge for season ticket holders.  By charging a refundable deposit, you will ensure that season ticket holders are more careful and conscientious with their tickets.  This will also aid in ensuring that the season ticket holder does not gain double access due to the use of the original ticket and the Relocation Slip.

G. DISTRIBUTION OF RELOCATION PASSES
All Relocation Passes must be kept in Will Call and issued just prior to the event as the customer enters the building.  The customer should receive two copies of the Relocation Pass, one copy for himself and the other will be handed to the ticket taker upon entering the facility.  The third should be maintained in the Event file with appropriate documentation relating to the issuing of the Pass.  For Relocation Passes that involve the exchange of physical tickets, the tickets must be attached to a copy of the pass and maintained in the event file as backup.

H. CONTROL OF RELOCATION PASSES
A Relocation Pass in the wrong hands can be used as a ticket.  Thus, the Box Office must maintain strong control over access and authorization of all Relocation Passes.  Thus, Relocation Passes must be pre-numbered and a log should be maintained of their usage.

I. RELOCATION CUSTOMERS WITH INACCESSIBLE SEATS
On occasion, some unanticipated circumstance makes it necessary to move customers to different seats than those that they were originally assigned.  For example, their original seats may have become obstructed when the performer’s equipment was set up.  In such cases, a representative of the Box Office, or Customer Service meets the customers when they arrive to claim their seats.  They are issued a relocation pass for new seats.  When this is necessary, the Box Office should upgrade the customers’ seats in order to offset their inconvenience.

THE SETTLEMENT PACKAGE
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A.  SETTLEMENT PACKAGE

After all transactions are completed for an event, the settlement package should include:

1. AUDIT

After the event is taken off sale, a final audit is printed from the ticketing computer system.  Copies of this audit are given to the Promoter and Finance Department.  A copy is also placed in the Box Office Event File. (Exhibit A-9-1 is a sample of an Audit printout for a completed event)

2. DISCOUNT COUPONS

The coupons are counted and separated into price categories.  The number of coupons must agree with the number of discounted tickets that appear on the Audit.

3. GROUP SALES FORMS 

May be issued by Group Sales with a settlement package.  Each Group Sales form must list the quantity of tickets discounted to the group price.  The forms are separated by discounted price category.  The total quantity of tickets in each discounted price category must agree to the quantities of group-discounted tickets that appear on the Audit. (Exhibit A-9-2 is an example of a Group Sales Order-Invoice)

4. COMPLIMENTARY TICKET LOG

For every complimentary ticket that is issued, a properly authorized Complimentary Ticket Request form must be on hand.  These are individually logged on a Complimentary Ticket Log, which is also to be included with the Settlement package.  All the “Comp” Request forms that are listed on the Log must be available if the Promoter asks to see them. (Exhibit A-9-3 is a sample Complimentary Ticket Log). The log should be totaled and reconciled by number and price to the final audit report.  Included on the log should be tickets given to radio stations and those printed to paper the house.  An account should be created to each complimentary ticket request.

5. BOX OFFICE STATEMENT

The Box Office Statement is used to summarize all ticket activity for an event.  The Box Office Manager prepares it as soon as ticket sales are ended on the day of the event so that it can be used for settlement with the promoter.  Detailed instructions for preparing the Box Office Statement are in Section B below. (Exhibit A-9-4 is a sample Box Office Statement).  The promoter is also required to sign the Box Office Statement.  

B.  PREPRATION INSTRUCTIONS FOR BOX OFFICE STATEMENT
1. Heading – The following information is entered in the Heading

a. Event – Name of event

b. Date (of event)

c. Weather

d. Perf. No. – If this event has multiple performances, enter the number of this performance and the total number of this performance and the total number of performances in a “____ of ____” format.

e. Day – Day of the Week

f. Time – Starting Time of Event

THE SETTLEMENT PACKAGE
(continued)
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2. Sales Summary Section

a. The information in this section is obtained from the final Audit printout from the Ticketing system and substantiated by other documentation in the Settlement package.

b. Price column – Set up a separate line for each full Ticket Price.  Enter the price(s) in the designated column.  On each price line, enter the information called for in the columns below.

c. Capacity column – Enter the total number of tickets offered for sale at that price.

d. Deadwood column – Calculates the capacity less comps, discounts and sold tickets.

e. Passes column – Enter the number of complimentary tickets.

f. Discounts column – Enter the total number of discount tickets.  Include all discount tickets even though the discount amounts may differ.

g. Sold column – Calculate and enter the number of tickets sold at full price by subtracting the Deadwood, Passes and Discounts amounts from the Capacity amount.

h. Gross $ Sales column – Calculate and enter the Gross $ Sales for full price tickets by multiplying the Tickets Sold amount times the Price.

i. Total line – Add the amounts in each of the above columns and enter the total on this line.

3. Discounts Section

a. Set up a line in this section for each combination of Original and Discount price.  On each line, enter the information called for in the columns below.

b. Original Price

c. Discount Price

d. Description – Enter the nature/sponsor of the discount promotion.

e. Tickets Sold – Enter the number of tickets sold for the original/discount price combination.

f. Gross $ Sales – Calculate and enter the Gross $ Sales by multiplying the Tickets Sold by the Discount Price.

g. Discount Totals – Enter the totals of the Tickets Sold and Gross $ Sales columns on this line.

4. Cumulative Gross Sales Recap Section

a. Today’s Total Gross space – Add the full price Gross $ Sales total (from the Sales Summary section) and the discount Gross $ Sales total.  Enter the resulting totals in this space.  This amount should agree with the total sales figure on the current day’s Audit.  Always make this comparison to confirm that all figures are correct.

b. Previous Total space – If the event has had multiple performances, transcribe the Cumulative Total amount from the last previous Box Office Statement to this space.

c. Cumulative Total space – For multiple performance events, add the Today’s Total Gross and Previous Total amounts.  Enter the resulting amount in this space.  When preparing the Box Office Statement for multiple performances, it is always advisable to obtain an Advance printout (also called Caudit – See Exhibit A-9-5).  Use the Caudits to make sure that all previous cumulative amounts were carried forward correctly.

THE SETTLEMENT PACKAGE
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5. Today’s Ticket Recap Section

a. This section provides for a comparison of the number of tickets issued with the number of persons admitted through the turnstiles.

b. Full & Discount Sold – Add the totals of Full Price and Discount Tickets Sold (per the Totals line above).  Enter the resulting amount in this space.

c. Comps space – Transcribe the Passes total to this space.

d. Total Sold & Comps space – Add the amounts on the two preceding lines and enter the total in this space.

e. Total Stile – Transcribe the consolidated total of the turnstile meters to this space.

6. Reconciliation With Supporting Details

a. All amounts on the Box Office Statement should correspond to the final Audit printout from the ticketing system.

b. The Comp totals on the Box Office Statement must correspond to the number of entries on the Complimentary Ticket Log and to the quantity of approved Complimentary Ticket Request forms attached to the Log.

c. The Discount Tickets Sold quantities on the Box Office Statement must correspond to the quantities of discount coupons (or other supporting documentation) available for the promoter’s inspection.

7. When the Box Office Manager is satisfied that the Box Office Statement is complete and correct, he/she is to sign in the designated space.

8. Once the promoter is satisfied with the Box Office Statement and its supporting documentation, he/she is to sign in the designated space.

VAULT RECONCILIATION
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A.  PURPOSE & SCHEDULE
 A Vault Reconciliation is prepared by the Box Office Manager or Assistant Manager in order to account for the Vault Fund, which has been issued to the box office operation to permit it to conduct business.  At the end of each event, after the proceeds of the event have been deposited, a Vault Reconciliation is prepared by following the procedure in B. below.  In addition to the Vault Reconciliation, which is required after each event, Vault Reconciliations may be performed at other appropriate times.  Access to the vault is restricted to the Box Office Manager, Assistant Manager and Director of Finance, when appropriate. No other facility personnel should have access to the vault or vault area.

B.  PREPARATION PROCEDURE
1.   Refer to the Vault Reconciliation form (Exhibit A-10-1).

2.   Heading

3.   Change Banks – Verify the contents of each Change Bank and list each Bank’s total amount in this section.  Add the amounts of the Banks and enter their total on the “Total Change Banks” line.

4.   Coin – Count all coins by denomination and enter the counts in the spaces provided.  Add the amounts for the denominations and enter the total on the “Total Coin” line.

5.   Currency – Count all bills by denomination and enter the counts in the spaces provided. Add the amounts for the denominations and enter the total on the “Total Currency” line.

6.   Total Cash On Hand – Add the amounts of “Total Change Banks”, “Total Coin” and “Total Currency.”  Enter the resulting amount in the “Total Cash On Hand” space.

7.   Cash advances in the Vault – Count all advances currently in the vault and provide “date ordered”, “purpose of the advance” and a brief explanation of the advance.

8.   Total advances on hand – Add the amounts of all advances and enter the total on the “Total Advances on Hand” line.

9.   Total All Funds in Vault – Add the “Total Cash On Hand”, “Total Vouchers” and “Total Exp. Reports and Checks” amounts.  Enter the total in the “Total All Funds in Vault” space.

10.   Total Manager’s Fund To Be Accounted For – Enter the amount of the Manager’s Fund, which must be accounted for.


11.   Even/Over/Short – Subtract the “Total All Funds in Vault” from the “Total Manager’s Fund To Be Accounted for” and enter the difference (if any) in this space.  Circle the word EVEN, OVER or SHORT as applicable.  The Fund is OVER when the “Total All Funds in Vault” exceeds the “Total Manager’s Fund To Be Accounted For.”  The Fund is SHORT when the “Total Manager’s Fund To Be Accounted For” exceeds the “Total of All Funds In Vault.”

12.   A copy of the Vault Log must be verified to the total of all items in the vault.

13.   Remarks – Space is provided for comments by the person who performs the reconciliation and/or by the Box Office Manager.

14.   Provide a brief answer to the four questions on the Vault Reconciliation.

15.   Box Office Manager’s Signature – The Box Office Manager is to review the Vault Reconciliation Report and enter his/her signature and the date.

VAULT RECONCILIATION (continued)
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C.  CONTROL OF VAULT ADVANCES
1.   The Box Office vault fund has a fixed amount.  It may be permanently increased or decreased upon authorization of the Director of Finance.

2.   The vault fund is temporarily increased when the promoter or an act requires an advance.  Procedure A-5 contains instructions for handling such advances.  Temporary increases may also be required when the permanent fund amount does not provide adequate change funds for a specific event.

3.   A Vault Log form (Exhibit A-10-2) is used to maintain control over all temporary advances to the vault fund.

a. When an advance is received from the bank, the Box Office employee who receives the money completes the following columns on the Log.

· Date Received

· Amount Received

· Purpose of Advance

· Received For Box Office By (Signature)

b. When an advance is returned to the bank, the following columns on the Log are completed.

· Date Returned

· Amount Returned

· Received For Finance By (Signature)

OVERVIEW OF DAILY & OTHER PROCEDURES
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The procedures in Section A must be completed for each event at the facility.  However, there are a number of procedures that must be performed on a daily (or regularly scheduled basis), on both event and non-event days. Section B of this Manual focuses on daily Box Office procedures. This Overview contains a brief summary of the procedures in Section B, indicating both their content and their relationship to other procedures.

Procedure B-2 – SELLER RECONCILIATION
At the end of each workday, each ticket seller closes out the day’s work, counting their cash and other receipts and reconciling their total to a “Cash Card” total obtained from their Ticket Machine.  During this process, they record information on a Seller Reconciliation form.  As a result of these activities, which are described in detail in Procedure B-2, the seller determines whether he/she is Even/Short/Over for the day.

Procedure B-3 – OVERAGES AND SHORTAGES
The objective at each Box Office is to keep both Overages and Shortages at an absolute minimum.  To provide consistent attention to this objective, all Shortages and Overages are recorded on a Daily Report that the Box Office Manager submits to the Director of Finance.  The entries on the Daily form are also transcribed to a Cumulative Over/Short Log that is maintained for each Ticket Seller.  The purpose of focusing daily attention on Overages and Shortages is to encourage accuracy and to discourage dishonesty.

Procedure B-4 – PREPARATION OF DEPOSITS
It is standard procedure for each seller to prepare a separate Bank Deposit (or set of Deposits) for their receipts at the end of their shift.  This procedure presents that policy and discusses handling of deposits after the Sellers turn them in.

Procedure B-5 – EXECUTIVE SALES REPORT
The Executive Sales Report is a daily-computerized report that provides all levels of management with complete sales results as of the end of the previous day for every event that is currently on sale at the facility.  The report also includes a module, which confirms that the receipts for all sales made at the facility’s Box Office have been accounted for.  Procedure B-5 contains detailed instructions on the preparation, printing and distribution of Executive Sales Reports.

Procedure B-6 – STANDARDIZED CASH PICK-UP PROCEDURES
This procedure contains instructions that must be followed by every SMG Box Office when Deposits are being picked up by its armored courier. Unlike the other procedures in this Section, armored pick-ups are not necessarily scheduled to occur every day.

Procedure B-7 – CONVENTION CENTERS / STADIUM BOX OFFICE PROCEDURES

The following procedures were developed to provide a strong control environment for the infrequently used Convention Center and Stadium Box Offices.  The procedures reference various areas of the Arenas/Theaters procedures.

SELLER RECONCILIATION
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A. COMPLETION OF SELLER RECONCILIATION
1.   It is important for the Seller Reconciliation to be filled out in its entirety.  Following are instructions for filling out each line on the form.  Please refer to Exhibit B-2-1.

B. HEADING
1.   Seller Name – The ticket seller should print his/her name in this space.

2.   Date – Enter the date of the day for which selling activity is being recorded.

C. Beginning Cash Bank – Enter the amount of the cash bank that the seller is given for their cash drawer at the beginning of their shift.

D. Seller’s Initials – The seller is to count their cash bank and verify that the amount is correct.  Once this procedure is performed, the seller is to initial this space in the Heading.

E. Total Cash Card Gross (Line A) – Enter the gross sales amount from the Cash Card printed by the ticket system.

F. Payments For Consigned Tickets (Line B) – Enter the total amount received in payment for tickets, which were previously issued on consignment.  Back-up paperwork should be attached.  These are often referred to as vault sales.

G. Miscellaneous (Line C) – Enter the total of any miscellaneous amounts received.  Include a brief explanation of the nature of the transaction(s).  This would include receipts for non-ticketed transactions ( i.e. parking deposits).

H. Total Refunds (Line D) - Enter the total amount of refunds issued for the day.

I. Total Due (Line E) – Add the amounts on lines A, B, C and D.  Enter their total on Line E.

J. Total Cash – Per Cash Count Recap (Line F) – Transcribe the total cash amount from the Cash Count Recap on the reverse side of the Settlement form. See instructions for preparing the Cash Count Recap in Section Z below.  This total represents actual cash in the drawer.

K. Checks (Line G) – Enter the total amount of checks received.  Checks should be copied and account numbers should be noted on the check.

L. Visa/Master Card (Line H) – VISA and Master Card Charge slips may be combined on this line.  Run an adding machine tape of the Charge Slip Total amounts.  Enter the total on this line.  Attach the adding machine tape to the Charge Tickets.  If credit card refunds were given, this amount will be the net total of all transactions.  Run an audit list from the credit card machine and verify the total to the receipts.

M. American Express (Line J) – Repeat the procedure in Section L for all American Express charge Slips.

N. Discover  (Line K) – Discover or some other cards may be accepted at some facilities.  Follow the procedure in Section L above for those Charge Slips.

O. MAC/Debit Card (Line L) – Repeat the procedure in Section L for all MAC/Debit cards.

P. Consigned Tickets (Line M) – Enter the total value of consignment tickets pulled during the Seller’s shift.  These tickets will be paid for later, if sold.  The other consigned ticket procedures must also be followed.  Attach the consignment form to the Seller Reconciliation.  See Procedure C-8.
Q. Consignment Returns (Line N) – Enter the total value of consignment tickets returned to the system during the Seller’s shift.  The Consignment Return procedures must be followed.  Attach the consignment return form to the Seller Reconciliation.  See Procedure C-8.
R. Flex Coupons (Line P) – Enter the total amount of all flex coupons processed during the shift.

SELLER RECONCILIATION (continued)
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S. Check Requests (Line Q) – Enter the total amount of all check requests issued during the shift.

T. Reason for Overage/Shortage – Provide a detailed explanation for any overage or shortage that may have occurred during the shift.

U. Total Credits (Line R) – Add the amounts on lines F through Q.  Enter their total on Line R.

V. Total Due (Line S) – Transcribe the Total Amount Due from line E above.

W. (Shortage) or Overage (Line T) – Subtract the Line S amount from Line R.  Enter the Difference on this line.  If Line R is greater than Line S, place the resulting amount, which is an Overage on Line T.  If Line S is greater than Line R, place the resulting amount, which is a shortage in brackets on Line T.

X. Seller’s Signature – After completing the form the Seller is to sign it in the designated space at the bottom.

Y. Verified By – The Box Office Manager (or a designee) who confirms the accuracy of the form, the attachments and the receipts, is to sign in the Verified By space at the bottom.  No Ticket Seller should be relieved from their post until a management representative has confirmed the accuracy of their form and receipts.  Seller cash banks must be returned to the vault in full.  Any overages/shortages must be reflected on the seller reconciliation.

Z.  Cash Count Recap

1.   The reverse side of the Seller Reconciliation contains a Cash Count Recap (Exhibit B-2-2) that is to be completed according to the instructions below.

2.   Count each denomination of coin and currency and enter each amount in the designated space on the Recap.

3.   Add the coin and currency amounts and enter the total on the Total Counted line.

4.   Enter the Change Bank amount on the designated line.

5.   Subtract the Change Bank amount from the Total Counted amount and enter the difference on the Total Cash line.

6.   Enter the total of checks received on the total Checks line.

7.   Add the Total Cash and Total Checks amounts and enter the total on the Total Receipts line.

Z. Deposit Slip – Prepare a Deposit Slip for the Total Receipts amount.  Place the receipts and the Deposit Slip in the proper envelope or bag.  Attach one copy of the Deposit Slip in the designated space on the front of the Seller Reconciliation.

NOTE:  Some banks require that checks be deposited separately from cash.  If so, prepare separate deposits and attach both deposit slips.

AA. Cash Card – Attach all Cash Cards, printed by the Ticketing Machine on the front of the Seller Reconciliation.  Seller receipts must agree to the cash cards and be verified to the ticketing reports.

OVERAGES AND SHORTAGES
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A. ORIGINATION

Two distinct types of overages/shortages can occur.

· The ticket seller may develop an overage or shortage due to their cash handling activities during the shift.

· The cash bank that is maintained in the vault may develop an overage or shortage through an error in issuing change banks or making change for sellers.  An overage or shortage resulting from issuing a change bank should cause an offsetting variance in the seller’s reconciliation.

B. DOCUMENTING SHORTAGES AND OVERAGES

1.   All seller overages and shortages must be recorded on the Seller Reconciliation (Exhibit B-2-1) or on the Seller’s Rolled Ticket Settlement forms (Exhibit B-3-1).

2.   Any time an overage or shortage occurs, a complete review of the seller’s activity should be performed. If the transaction in which the error occurred cannot be identified, the overage or shortage should remain on the Settlement form.  The seller may recall the reason or the circumstances that brought about the difference.  The seller should record the explanation on the Settlement form.

C. SELLER’S RESPONSIBILITY

A seller must not be required to reimburse the Box Office for shortages resulting from their ticket sales activity nor are they permitted to keep overages.  Such a policy would only promote dishonesty.  If a seller is required to pay back all shortages out of their own pockets, they may also be tempted to keep the overages realized.  In addition, a seller may purposely short customers so they can make up for past shortages or to keep overages.  Although sellers are not held financially accountable for shortages, their ability to avoid both shortages and overages is one of the major criteria in evaluating their performance.

D. MANAGEMENT’S RESPONSIBILITY

Management is responsible for monitoring seller performance in the area of overages and shortages.  Each day, a Weekly Over/Short Log (Exhibit B-3-2) listing the seller’s name and any shortage or overage amount is updated.  The Weekly Log is reviewed by the Box Office Manager and is used to make entries to a Cumulative Over/Short Log (Exhibit B-3-3) for each seller.  If a pattern develops, the seller should be more carefully trained.  A simple progressive disciplinary process should be established. At management’s discretion, an oral warning can be given to a ticket seller who is continuously over or short. A written warning can follow the oral warning and, if necessary, termination of the employee may follow.  The Box Office Manager should discuss each of these actions with the Director of Finance before it is administered.  A copy of the Weekly Over/Short Log is routed to the Director of Finance at the end of each week.  Documentation is most important in this area.  The Director of Finance should establish a dollar threshold, which if exceeded, will result in disciplinary action taken by management.  

E. VAULT DIFFERENCES

Overages and/or shortages that occur in the cash bank maintained in the vault should be recorded on the Vault Reconciliation each time the vault’s cash bank is counted.  This should be performed after every event (and at other times, as necessary) by Box Office management.   See Section A-10 for detail of vault reconciliation.

OVERAGES AND SHORTAGES (continued)
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F. RESTORING DIFFERENCES
If the difference between the cash on hand in the vault and the cash fund total charged to the Box Office becomes greater than $50.00, Box Office management should request Finance to either reimburse the Box Office for the shortage, from its petty cash fund, or take the overage from the vault to even out the cash bank.  Any major overage should be deposited in the location’s operating account.  If a single difference in excess of $500 occurs in either the vault cash count or a seller’s settlement, the Director of Finance Director must notify the Director of Internal Audit and the Executive Director of Facility Accounting at SMG.  

Such an occurrence is considered an exceptional situation and thus requires further attention.  Notification to SMG Corporate will most likely not initiate a facility visit.  It will, however, require a review of the circumstances surrounding the difference and the control procedures that are currently in place.

Immediate notification increases the chance for recovery and ease of reconciliation.  Corporate staffs are experienced in resolving cash differences and can be of great value to facility management.

PREPARATION OF DEPOSITS
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A. INDIVIDUAL DEPOSITS

Each Box Office employee should prepare his/her own bank deposit to accompany his or her settlement documents.  Sort bills by denomination and face them the same way.  The employee is to fill in the deposit slip completely and initial it.

B. PROCESSING OF DEPOSITS

The following procedure must occur daily to properly secure the Box Office deposits:

1.   The Box Office Manager or Assistant Box Office Manager must verify all the Ticket Seller’s daily settlement packages at the completion of each shift, prior to the Seller leaving the facility.

2.   The Box Office Manager or the Assistant Box Office Manager must verify all individual deposits.  Grouped deposits should be prepared by a manager and verified by the other manager or another senior person.

3.   All receipts, once verified, must be placed immediately in the vault.  Daily receipts and prepared deposits are not to sit out unattended.

4.   The Box Office Manager or Assistant Box Office Manager is responsible for placing all daily deposits in a bank bag, sealing the bag and placing it back in the vault until armed security picks it up.  Each day’s deposits must be bagged separately.  All daily receipts must be bagged that night or the following morning.   No more than one day’s receipts should be unbagged in the vault.

5.   The Box Office Manager or Assistant Box Office Manager must record the bank bag total in the armed security log book and initial the amount.  A copy of the logbook is to be included with the daily documentation and forwarded to Finance.  The copy of the logbook should be forwarded to Finance even if pick-up doesn’t occur daily.

6.   Armed security pick-ups are to occur consistently, according to schedule.

7.   A copy of all checks received through the Box Office should be copied and forwarded to Finance with the daily documentation.

C. GROUPED DEPOSITS


In some instances, Management may choose to compile all deposits into one large daily deposit.  Occasionally, bank charges are based on the number of deposits and thus this method is more cost effective.  Although either method may be used, it is recommended that the individual deposits be kept separate.  This creates a comprehensive audit trail of each employee’s work.

D. CHANGE FUND REDEPOSITS

All Change Funds/Cash Advances must be re-deposited in total after the completion of the event.  A separate deposit slip must be prepared for the re-deposit of each Change Fund.  Change Fund re-deposits should be made up of cash and should be for the original amount of the change fund withdrawal.

EXECUTIVE SALES REPORT
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A. INTRODUCTION

The Executive Sales Report is a daily-computerized report that provides all levels of management with complete sales results as of the end of the latest completed day of Box Office activity.  This report covers every event that is currently on sale at the facility.  It also includes a module that confirms that the receipts for all sales made at the facility’s Box Office have been accounted for.  For most facilities, the Ticketmaster audit information is automatically downloaded into the SMG Corporate Mainframe.  Each facilities mainframe files are updated on a daily basis.  In those facilities that do not have access to the download, the information should be manually entered from the ticketing systems audit.

B. STRUCTURE AND CONTENT OF REPORTS

1.   The Executive Sales Report includes 4 different report modules, which are produced each time the report is printed.  The content of each report module is summarized below.

2.   The first module has the title “Executive Sales Report” (Exhibit B-5-1).  It contains the following information for each event on sale at the facility, followed by totals for all dollar and statistical columns.

· Ticket Number – System Identification Number for the event

· Date and Name of Event

· Gross Potential – Dollar amount collected if all seats set up for sale are sold at full price.

· Current Day’s dollar sales at facility’s Box Office

· Current Day’s dollar sales at remote sales locations

· Cumulative dollar sales at facility’s Box Office through previous day

· Cumulative dollar sales at remote sales locations through previous day

· Cash Total – Total of all sales-to-date for which payment has been received

· Cash Percentage – The percentage of the Gross Potential amount which the Cash Total represents

· Non-Cash Consignments – Dollar Value of Tickets issued on Consignment and still outstanding.

· Non-Cash Percentage – The percentage of the Gross Potential amount, which the Non-Cash Consignments total represents.

· Total Sales – The total of the Cash Total and Non-Cash Consignment total amounts.

· Pulls – Tix – The total number of tickets pulled to date from the Ticketing system for sale or consignment.

3.   The next module entitled “Executive Ticket Report” (Exhibit B-5-2).  It has essentially the same structure as the “Executive Sales Report” except that Ticket Counts appear in place of Dollar Amounts.  The number of Complimentary Tickets Pulled to-date is shown in “Comps” column.  The Percentage columns are omitted.

4.   The next module is titled “Box Office Worksheet” (Exhibit B-5-3).  It contains a more detailed analysis of the Dollar Sales and Ticket Count for each event, in a vertical columnar format.  In the section on Box Office sales, the breakdown includes Pass Returns, Vault Sales, Vault Pulls, and Other categories. Group Sales and Secondary Sales are shown separately. Remote Sales are broken down between Phone Sales and Outlet Sales.

5.   The final module is titled “Box Office Daily Reconciliation Report” (Exhibit B-5-4).  It contains a breakdown of the payments turned in by each Seller, showing Cash, Checks, Master Charge/Visa, American Express and Other, with corresponding totals for all Sellers.  After deduction of Service Charges (where applicable), the Sellers’ total Net 
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Receipts are compared to the Box Office Total Cash Sales figure on the Executive Sales Report to determine whether the Box Office, as a whole, was Over, Short or Even for the day.

C. INSTRUCTIONS FOR USING EXECUTIVE SALES REPORT SYSTEM

The Box Office User Guide, produced by the SMG Information Systems department, has been issued to each facility to provide detailed instructions on how to use the Executive Sales Report system.  The sections below contain very general instructions on the same subjects.  

SETTING UP AN EVENT

Before an event can appear on the Executive Sales Report series, two procedures must be completed.  

· The General Manager of the facility must initiate addition of the event to the facility’s Schedule file on the SMG mainframe computer.  Until this step is completed, the Box Office is unable to make any entries to the system for the event.

· The Box Office must enter the following data into the system through the “Event Master Entry & Maintenance” procedure:

· Gross Sales Potential of each show

· Ticket Potential of each show

· Ticket master event code

· Ticket master system number

· Date & time of each show (event identification #)

· The Performer Name and Number of Shows that will appear automatically since it was previously entered into the scheduler.

D. DAILY DATA ENTRY

1.   Run audits and/or caudits for all events currently on sale in the venue.  For those box offices that operate as a secondary box office, a secondary sales report may be run for those events. 

2.   The sales information that is required to produce the Executive Sales Report series is downloaded directly from Ticketmaster into the SMG Mainframe.  This includes cumulative, as well as the current day’s activity.  If the download feature is not functioning or the facility is using another ticketing system, the information would be entered using the audits from the ticketing system through the Box Office Worksheet Entry & Maintenance procedure (Exhibit B-5-5).  The format and content of the screens is similar to that of the Box Office Worksheet Report.

3.   In preparation for entering the required data, the following steps are performed.

· All daily and cumulative information has been entered through the Ticketmaster download process or via manually.  If the download is working correctly, the only information that needs to be updated is complimentary ticket activity, consignments, vault sales or returns, group sales and consignment returns.  

· If the download function is not available, an Audit Report (Exhibit A-3-2) can be obtained from the Ticketing system for each event at the end of the day’s Box Office activity.  This report shows the current day’s total Box Office, Phone and Outlet dollar and ticket sales for the event.  Complete the following steps to enter all data.

· Summarize the following information from the Seller’s Reconciliation (SR) forms and their attachments:

EXECUTIVE SALES REPORT (Continued)
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· Non-Cash Consignments – See Line M “Consigned Tickets” on SR forms and attach Consignment Request forms.

· Pass Returns / Refunds– See Line D  “Refunds/Today’s Returns” on SR forms and attached returned tickets.

· Vault Sales – See Line B “Payment for Consigned Tickets” on SR forms and attached Consignment Settlement forms.

· Complimentary – See Complimentary Ticket Request forms attached to SR forms.

· Group Sales – See Group Sales forms attached to SR forms.

4.   Enter the data obtained in Section E.1 and E.2 above into the Box Office Worksheet Entry screens for each event.

5.   Enter the following data from each Seller’s Reconciliation (SR) form into the Box Office Daily Reconciliation screen.

6.   On the next screen, enter any Miscellaneous Adjustments (to the amount of money collected), and any Miscellaneous Deposits (additional sources of income not already accounted for) and Cash Advances.   From the information on the two screens, the program will calculate Net Sales, Net Receipts and Over/Short.  This step must be performed by all Box Offices.

E. INITIATING REPORTS

After daily data entry has been completed, the reports in the Executive Sales Report series may be run.  Follow the instructions in the Reports menu section of the Box Office User’s Guide.

F. REVIEW OF REPORTS

Before distributing the Executive Sales Report series, it is advisable to scan them to detect possible data entry error or omission.  The system permits correction of such conditions.  A comparison should be made from the audit totals to the totals on the report.  Be sure to check ticket totals, complimentary ticket totals, gross dollar amounts, consignments, etc.    Refer to the instructions on Changes in the Box Office User Guide.  Always review the information downloaded from Ticketmaster carefully.  If the information appears incorrect, call your Ticketmaster representative.

G. DISTRIBUTION OF REPORTS

1.   The reports in the Executive Sales Report series are to be distributed each day to the General Manager of the facility and to the Finance Manager.

2.   Each day’s Executive Sales Report series is to be maintained on file in the Box Office and the Finance Department along with the supporting documentation (Seller Reconciliation’s, Audit Reports, Consignment Forms, etc.)

3.   The General Manager must authorize additional distribution of all or part of the Executive Sales Report series to any additional managers.

STANDARDIZED CASH PICKUP PROCESSING
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A. INTRODUCTION

Armed courier should transport all cash transactions between the box office and the bank.  The following standard procedures should be performed when a cash pickup is made at the Box Office by the building’s armored courier service.  These procedures will assist in the maintenance of a strong control environment.

B. PROCEDURES

1.   Identify the person picking up your cash as an employee of your armored car services.  The Box Office should have, on file, a signature card with signatures of all authorized personnel who pick up deposits.  If an unfamiliar person comes to pick up our deposit, check their signature against the file card.  If the guard cannot be identified, call the armored security service and verify the guard’s information.  It is very important not to give your cash to anyone unless they can be positively identified.

2.   Prior to giving the guard the cash, the Box Office employee should confirm that the bags are properly sealed and labeled as to their contents.  The label should include the facility’s name, department, receiving bank’s name, date, and amount.  These should be clearly marked on the tag.

3.   When giving the deposit to the armored car personnel, be certain to obtain a receipt.  The receipt is normally written in a Log Book, which is kept in the Box Office vault.  The Log Book should include the following information:

- Date and Time of pick-up

- Signature of armored car personnel

- Correct amount of deposit being picked up

- Box Office Manager or Assistant

4.   A copy of the Log Book should be forwarded to Finance with the daily work.  If this does not occur daily, it should occur at least every day the armed courier has been present at the facility.

5.   No cash is to be taken to the bank by an SMG employee. All deposits and pickups are to be handled through an armored car service.

6.   The Finance Director and Box Office Manager can determine frequency of pickups and deliveries.  This will depend on the ticket sales activity and the need for additional change funds and cash advances.  A predetermined pickup schedule is recommended (i.e. two or three times per week).

7.   If possible, the related courier and bank fees for a pickup or delivery should be charged back to the Promoter during the settlement.

CONVENTION CENTERS/STADIUM – BOX OFFICE PROCEDURES 
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A. FUNDING

1.   The Box Office Cash Request form must be prepared, in accordance with Section 4E of the Accounting Policies and Procedures Manual, for all cash requests for both operating and promoter advance needs.

2.   All vault fund cash orders must be requested from the bank by the Finance Department representative and someone independent of the Box Office function.

3.   When cash is delivered by an armored car service, a Finance and Box Office representative must verify it.

4.   The amount of the cash fund received should be recorded on a vault log and initialed by both persons.  The funds should be stored in a secure room in a locked safe.

B. DAILY PROCEDURES

1.   If the facility uses a computerized ticketing system, the daily procedures, as outlined in Section B1, should be followed.  The Seller Reconciliation (Exhibit B-2-1) should also be completed.

2.   Daily sales activity for rolled ticket events or non-computerized ticketing should be reported on the Seller’s Rolled Ticket Settlement.  See Section C-10.

3.   The Box Office representative should record daily sales activity on the Executive Sales Report (ESR).  This report can be accessed through the Mainframe or the PC spreadsheet version should be used.  The ESR should be forwarded to Finance on a daily basis.

4.   All deposits must be placed immediately in the vault.  Deposits are not to sit out unattended.

5.   The Box Office representative is responsible for placing all daily deposits in the bank bag; sealing the bag and placing it back in the vault until armed security picks it up.  Each day’s deposits must be bagged separately.

6.   The Box Office representative must record the bank bag total in the armed security logbook and initial the amount.  A copy of the logbook is to be included with the daily documentation forwarded to Finance.

7.   Armed security pickups are to occur consistently, according to schedule or as requested by a Finance representative.

8.   A copy of all checks received through the Box Office should be copied and forwarded to Finance with the daily documentation.

9.   The following items should be forwarded to Finance daily:

· Executive Sales Report or Daily Sales Report

· Seller Reconciliations

· Refund Report/Void Ticket Journal

· Refunded or Void Tickets

· Deposit Slip

· Copy of checks

· Armed security log book copy
C. FINANCE REVIEW

1.   Validated deposit slips must be received from the bank at least on a weekly basis, and verified to the daily Box Office documentation.

2.   The Finance reconciliation procedures for the Box Office daily documentation should include a comparison of the armed security log book amount, to the Executive Sales Report and the validated deposit slips.

CONVENTION CENTERS/STADIUM – BOX OFFICE PROCEDURES 
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3.   The Advanced Ticket Sales account and the ESR must agree to the bank account balance. 

4.
A Finance representative, at least monthly, on a surprise basis, should verify the Vault fund.  The vault log should document the review.

D. EVENT COMPLETION

1.   The Box Office representative should complete the Box Office Statement, which summarizes all the event activity.  See Exhibit A-9-4 or the Accounting Policies and Procedures Manual Exhibit 4-F-2.

2.   A Finance representative should verify the final vault with the Box Office representative and prepare a deposit.

3.   Management must change the vault combination whenever box office management staff changes occur.

E. EMPLOYEE SCHEDULING AND OTHER RESPONSIBILITIES
1.   Box Office Management is responsible for scheduling all Box Office Ticket Sellers and approving time sheets, in writing, prior to forwarding the sheets to the Payroll Clerk.

2.   Ticket Sellers are never to make change for patrons, from their cash drawer, their pockets or purse.

3.   All employees who handle cash must sign a cash handling rules agreement.  Copies are to be maintained.

4.   Box Office Management, or the Finance Director, must document any violations as specified in the cash handling rules.  This is not discretionary.

PHONE ORDERS
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A. ORDERING

1.   Ticketing is computerized at all arenas and some stadiums and conventions centers.  At some buildings, phone orders are handled in-house, while at most, it is contracted out to a ticketing company.  In either case, when a phone order is received, all customer information is entered into the system by the operator for use in sending out the tickets.

2.   All phone orders must be paid for by credit card.  The seat location or account number, show date and time should be noted on the Credit Card Authorization Form.

3.   Responsibility for taking orders for accessible tickets is to be retained by the Box Office, in most cases. (See Procedure 15 – Accessible Tickets).

B. DISTRIBUTING TICKETS

1.   All tickets ordered within seven (7) days of the event should be held at the Will Call for the customer to pick up prior to the event.

2.   A phone order list, showing the tickets that were not mailed out or previously picked up, is to be printed from the system on the day of the event and placed at the “Will Call” window(s) to assist the employees working at that window. Check with your local ticketing representative as to the availability of this report.

3.   The patron must show identification and sign the ticket header card before any tickets are released to him/her.

4.   When a phone order has been entered into the ticketing system, a separate card (Header Card) containing the customer’s name and address is printed.

a. Initially, the card is attached to the ticket envelope to show who the tickets are for.

b. When the tickets are delivered, this card, which is referred to as the “Header Card” is to be removed and retained by the “Will Call” window.

c. When the “Will Call” window closes, the Header cards are to be turned in to the Box Office Manager.

5.   In the event that a patron does not receive tickets that were mailed to them, a Relocation Pass must be issued after verifying the information regarding the customer and the transaction. This Relocation Pass can only be issued and distributed on the day of the event at the Will Call window.

                              **Every effort should be made to build accounts for all tickets processed through the box office.  This 

                                 includes requests for the building, promoter, sponsor, record label, etc.

MAIL ORDERS
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A. PROCESSING

1.   Mail orders, if possible, should be processed by the Box Office the same day they are received.  If the volume is too great to process all orders in the same day, they must be secured over night and processed as soon as possible.

2.   All mail orders should be processed similar to phone orders by setting up each order on an account.  This process will provide a consistent approach and will enable easy retrieval of information regarding the order in case any questions arise.

3.   Always make sure customer’s address and phone number are noted on the check.  Also, all event information and seat locations should be marked on the credit card slip or check.  If the box office builds accounts for mail orders, the account number should be noted on the check and order form.

4.   If a mail order is received for an event that has not been built on the Ticketing system, a reservation or general admission event is the preferred setup method to enable the order to be processed.  The reservation or general admission event will enable orders to be processed timely without having to wait for the Promoter to establish dates, times and production holds for the event. Once the event is built, the box office can sell the new event into the existing account.  This will allow the box office to easily transfer the payment from the reservation event to the actual event.  An explanatory letter should be sent to each patron for which payments have been processed but tickets have not yet been printed.  

5.   Checks and credit card payments must not be held in excess of 30 days.  If held, the assets must be properly secured during the 30-day period.

6.   It is recommended that the on-line credit card authorization feature, offered by the Ticketing Company, be implemented in all facilities.

B. DISTRIBUTION

1.   In order to make certain that the tickets reach the customer in time for the event, do not put the tickets in the mail unless there are eight (8) days or more until the performance.  If there is less time than that, the customer should be advised that they may pick up the tickets either at “Will Call” at the time of the performance or on specified days and hours prior to that date.

2.   When accepting mail orders, it is a general custom to inform the public that there will be a nominal service charge that is to be included with a check (or added to a credit card charge).  They are also instructed to enclose a legal size self-addressed, stamped envelope, for proper return of the tickets.

PERSONAL CHECKS
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A. POLICY

The standard policy is not to accept personal checks in exchange for tickets at the Box Office window.  This verification process for checks is lengthy and the facility is vulnerable to loss if the check is returned for non-sufficient funds.  All NSF check information received by the Finance Department should be relayed immediately to the Box Office staff.

B. GROUP SALES

The Group Sales department receives corporate and personal checks with most of its orders. It is recommended that Group Sales not accept personal checks within ten (10) days of an event.  During that period, only cash, credit cards, money orders or cashier’s checks should be accepted.

C. INFORMATION NEEDED ON CHECKS THAT ARE ACCEPTED
When checks are accepted, be it through Group Sales, the Executive Office or other source, specific information must be documented on the check.  The individual’s name, address and phone number must be present.  Also record the event date, time and seat location or account number should be noted.  Finally, note why the check was accepted.  If it is a Group Sales check, the group sales number must be recorded.  Personal checks accepted through the Executive Office must indicate whose office the check was forwarded from.  This additional information will allow the facility to contact the customer regarding payment, if the check does not clear.  As a last resort, the customer can be confronted in their seat during the event if the Box Office becomes aware of the problem prior to the event.

RETURNED TICKETS







C-4

1

A. GENERAL

For a variety of reasons, tickets may have to be returned to the system after they have been pulled.   The procedure for returning tickets to the system must be handled carefully and completely documented.  One small mistake can cause many problems both in inconvenience to customers and in settlement of the event.

B. AUTHORITY TO ENTER RETURNED TICKETS

The Box Office Manager has the direction to determine which sellers may be permitted to return tickets to the system.  A Manager may allow the sellers to enter returns or may only want the Box Office Manager to be permitted to enter returned tickets.  This will vary in each building based on the skills and experience of the staff.
C. PROCEDURES FOR ENTERING RETURNED TICKETS

1.   The purpose of entering returned tickets is to let the computer system know that the tickets are again available for sale.  The specific procedure for entering returned tickets might vary slightly depending upon which computerized ticketing system is being used.  The following example is typical of a refund procedure on the Ticketmaster system:

· The command REFUND is used.

· The system requests entry of the following information that appears on the returned ticket.

- The event code, x #, row, seat number and check number.

- The system looks up the information entered.

- If it finds an exact match for that number, it restores that ticket to a REFUND status.

- If the check number has been previously entered, thus previously refunding the seat, the system will indicate the seat is currently not available.

- If the number entered is not found, the system will not REFUND the ticket.




This control helps to ensure accuracy and prevent tampering.

2.   Once the returned ticket has been refunded on the ticketing system, the ticket itself must be marked to indicate that the procedure has been completed and to prevent any possible attempt to use it.  The word “VOID” or “RETURNED” should be written or stamped on the face of the ticket or the ticket should be stubbed to indicate the void status.  If numerous tickets are refunded to the system at the same time, they should be banded or stapled together.   The top ticket of the pack should be marked to indicate how many tickets are in the pack and the total value.  This will assist Finance in the reconciliation process to the Refund Journal.  The ticket must also be re-opened for sale on the system.  The Manager or Assistant Manager may determine which sellers have the ability to re-open the returns for sale.  The Manager, on a daily basis, must review and open all tickets returned through the Box Office.

D. ACCOUNTABILITY FOR RETURNED TICKETS

All REFUNDED tickets are to be accounted for and explained when the seller settles out.  This can be done on the Seller’s Settlement form.  To further reconcile the returned tickets, at the beginning of each day, the Box Office Manager must print a “Refund Journal” (Exhibit C-4-1), “Void Ticket Journal” and “Reprint Journal” from the ticketing system’s computer, for the previous day’s business. The Refund Journal, Void Ticket Journal, Reprint Journal and all returned tickets are then to be forwarded to the Finance Department for verification.  The total dollar amount, as well as number of tickets should be verified by Finance.  Specific seat locations may also be verified.  Once this is done, with the exception of General Admission tickets, all returned tickets are to be destroyed by Finance, and the Refund Journal retained for further reference.   All General Admission tickets should be retained for possible review by the Promoter or tour accountant.

RETURNED TICKETS
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E. CANCELLED EVENTS

1.   When an event is cancelled or postponed, refunding tickets to patrons will be required.  All tickets should be refunded to the computer system as outlined in Section C above. All tickets must be refunded at the original point of purchase.  This maintains accurate reporting on the computer ticketing system.  Tickets must also be returned to the system prior to the patron receiving a cash or charge card refund.  Only the patron who originally paid for the tickets should be entitled to a refund.  The total daily amounts from the refunded tickets should reconcile to the Refund Journal, which is printed daily.

2.   Based on the circumstances of the event, a large number of tickets may need to be refunded.  This could cause a cash strain on the Box Office. If the amount required for refunds cannot be supplied from current receipts, a separate Refund Change Fund must be established.  The standard cash request procedures to obtain the required funds must be followed. (See Accounting Policies and Procedures Manual, Section 4E and the Box Office Cash Request form at Exhibit A-5-1).

· Determine the expected total amount of refunds to be made for the cancelled show.  Prepare a Box Office Cash Request form (Exhibit A-5-1) for that amount and submit it to the Director of Finance.  When the Refund Change Fund is received, place it in a separate container.

3.   When a customer presents a ticket(s) from the cancelled show for refund, obtain the amount due from the Refund Change Fund.  Record each refund on the Refund Fund Log (Exhibit C-4-2), Date, the number of tickets and the amount refunded.  Follow the normal procedure for entering the returned ticket(s) into the ticketing system (See Section C above).

4.   At the end of each day, update the Refund Log.  Add the amounts refunded today and enter the amount in the Daily Total column.  Subtract the Daily Total from the previous Fund Balance, entering the updated Fund Balance.

5.   When preparing the Executive Sales Report, enter the daily total paid from the Refund Fund as a positive Miscellaneous Adjustment.  (See Procedure B-5).  This is necessary to reflect the money taken from the Refund Fund on the Daily Reconciliation Report.  If this entry is not made, the Refund Fund payment will appear as a Seller’s overage, because they are given credit for the refunded amount when they enter the returned tickets into the Ticketing system.

6.   Each time a Vault Reconciliation is performed, also count the money in the Refund Change Fund and compare it to the Fund Balance on the Refund Log.

7.   When there no longer is a need for a Refund Fund, return any remaining amount to Finance, along with a copy of the Refund Log.

8.   It is recommended that an advertisement be printed in the local newspapers indicating a predetermined length of time for which refunds will be permitted. Legally, a refund cannot be denied to a patron after this date, but such an announcement should expedite the refund process.  The recommended refund period is two to four months.

9.   The event should remain on the Executive Sales report until very little activity is occurring.  When the event can be removed from the ESR, Finance should establish a separate general ledger account to track the liability and any further activity.

ACCESSIBLE TICKETS
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A. GENERAL

1.   The Box Office has complete responsibility for accessible ticket requests.  Dealing with the physically challenged community can be a delicate matter that must be taken seriously.  Based on the ADA regulations, certain minimum accommodations must be made available to physically challenged individuals.

2.   In addition to the minimums above, seating should be made available in all seating price ranges.  Based on your type of facility, please refer to the ADA regulations regarding wheelchair seating in your venue.

3.   To ensure compliance with the regulations that govern accessible tickets, all Box Office employees must be kept informed as to the latest procedures for processing accessible ticket orders.

B. PURCHASING TICKETS

Accessible tickets may be purchased in person, by phone or by mail directly through the Box Office, as long as the supply of accessible tickets is available.

C. LIMITING TICKETS

In order to accommodate as many accessible patrons as possible, a limit of two tickets is placed on each accessible order, providing seats for the accessible individual and a companion.  Exceptions may be made depending on the circumstances at the discretion of the Manager.  If at all possible, the Box Office should hold the row in front of the accessible row to accommodate other family members.

D. PROCESSING TICKETS

1.   Accessible seats should always be put into a certain hold in the ticketing system, so that only the Box Office has access to them.  This is to ensure that the seats are kept available for accessible use.

2.   When an accessible customer orders a ticket, an SMG Paid Ticket Request form (Exhibit C-5-1) must be completed so that there is a separate record for accessible seats.

E. PRICING

The Box Office managers must carefully consider how to price the accessible seats.  It is reasonable to price the accessible seats the same as the row directly in front of an accessible row.  In the instance where there are no accessible seats at the other prices at which tickets are offered and a customer requests a ticket at the other price, you must be able to accommodate the request.  This can be accomplished by putting in a discount price key on the system when you set up the event or stubbing the ticket (i.e. retaining a stub from the ticket to account for the discount given at settlement).

F. RELEASING ACCESSIBLE SEATS FOR GENERAL SALE
Accessible seats must always be kept available until all other seats are sold out.  When the show does sell out, accessible seats should be held for an additional 72 hours, and then released for general sale.

COMPLIMENTARY TICKETS
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A. GENERAL

The complimentary ticket is an important aspect of the settlement of a show and must, therefore, be tightly controlled.

B. COMPLETING THE COMPLIMENTARY TICKET REQUEST FORM

1.   The department requesting the complimentary tickets must complete the Complimentary Ticket Request Form (Exhibit C-6-1) and maintain one copy for their records.  The remaining 3 copies must be forwarded to the General Manager or Assistant General Manager for authorization.  Once signed and dated, the form is then sent to the Box Office to be filled.  The General Manager must approve all complimentary ticket requests.
2.   The Box Office is responsible for completing the bottom section at the time the tickets are pulled.

3.   All promoter and band tickets must be requested in writing.  Box Office personnel are responsible for completing all sections of this form and carrying out the instructions of the promoter.

4.   All authorized documentation received from the promoter or act must be retained and attached to the request form.

C. PROCESSING COMPLIMENTARY TICKET REQUESTS

1.   The Box Office should process the complimentary requests as quickly as possible, but no tickets should be distributed prior to the ticket seller settling their machine for the day.

2.   The tickets and all the necessary information should be placed in an envelope.  The envelope containing the tickets should be mailed or placed at Will Call, depending on the instructions on the Complimentary Ticket Request form (and the time remaining before the event.)

3.   Accounts should be built for all complimentary ticket requests.

D. COMPLIMENTARY TICKET LOG

1.   Each day, all Complimentary Ticket Request forms and both building and promoter complimentary requests are to be entered on the Complimentary Ticket Log (Exhibit A-9-3) by the Box Office management.  All copies of the Complimentary Ticket Request forms and Log are to remain in the Event file, in the Box Office until event settlement has been completed.

2.   The complimentary ticket log should reconcile to the total complimentary tickets stated on the computerized ticketing report.  Thus the log must include all individual orders, promoter and act orders and all tickets pulled if papering of the house is required.

3.   One copy of the Complimentary Log is required for preparation of the Box Office Statement.  The Complimentary Request forms that support the information on the Log must also be kept available for review during settlement.  One copy of the Requests and Log is available if the promoter asks to keep them.  The other two copies are to be kept in the Box Office and Finance Event files.

E. PULLING TICKETS

All Complimentary tickets are to be pulled at zero value.  Any hard tickets (with value) that are converted to complimentary must be stamped or hole-punched so that they cannot be used to obtain a refund.  It is not recommended that value tickets be used for comps, due to the discrepancy that will occur in the reconciliation of the gross ticket sales.
COMPLIMENTARY TICKETS
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F. COMPLIMENTARY TICKET PROMOTIONS

1.   When Complimentary Tickets are being distributed in conjunction with a sales promotion, the Request and Log form procedures are not followed.  In such cases, the customer usually has to present some type of voucher in order to obtain the ticket.  The Promoter requests the Box Office to follow a specified procedure in order to account for the number of promotional Complimentary Tickets distributed.  For example, the Promoter is likely to ask the Box Office to attach the voucher to a stub from the ticket issued and retain the vouchers/stubs in the Event file until settlement.

2.   It is the responsibility of the Box Office to follow any such procedure specified by the Promoter.  Similar procedures may be necessary when a promotion offers reduced price tickets.

3.   If complimentary tickets are given to a third party (i.e.: radio station) for further distribution, some type of documentation must be maintained in the event file.   It is recommended that the Director of Marketing write a memo to the event file describing the transaction.  These tickets must also be logged on the Complimentary Ticket Log.

G. PICKING UP TICKETS
For Complimentary tickets, just as with all other tickets picked up at Will Call, proper identification and a signature must be provided prior to the tickets being distributed.

GROUP SALES
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A. PRE-EVENT PLANNING

Communication between the Group Sales Manager and the Box Office Manager is very important.  In advance of a show going on sale, the two must meet to discuss the upcoming event and determine which tickets are to be held for Group Sales.

B. ORDERING, RECEIPT AND PREPARATION

1.   When Group Sales obtains an order, they are to prepare a Group Sales Order-Invoice form (Exhibit A-9-2) and present it to the Box Office for processing.  The tickets are to be returned promptly to the Group Sale representative for mailing to the customer.

2.   If a check is received as payment for the order, it should be logged on a check log by a Group Sales Representative.  The payee, check number, amount and event should be noted.  A copy of the check log should be forwarded to finance the same day the orders are presented to the Box Office for processing.

3.   All Group Sales transactions are to be handled by the Box Office through the Group Sales Manager or Representative, not the patron.  When a Group Sales patron contacts the Box Office, the call should always be referred to the Group Sales Manager or Representative.

C. DEADLINE

For each event, there should be a pre-determined deadline after which tickets will no longer be held aside for Group Sales.  After that date, any Group Sales orders that come in are to be filled from whatever supply of tickets is still available.  A deadline can be extended by mutual agreement between the Group Sales Manager and the Box Office Manager.

D. PROCESSING ORDERS

1.   Group Sales Orders that are taken before an event goes on public sale should be filled promptly, as time permits, during the early part of the public sale.  Group sales orders received thereafter are to be filled on a first come, first served basis, giving appropriate special consideration to repeat customers.

2.   Group Order forms should be prepared in quadruplicate, with one copy for the patron, the Box Office, the Promoter, and for the Event file.

E. SELLER’S PROCEDURES

1.   After a Ticket Seller has pulled a Group Sales Order, the Seller should retain the tickets until their drawer has been settled.

2.   If possible, one seller should be designated to process group sales orders. The entire order received from Group Sales must be processed in the same day.  A separate deposit slip should be prepared which includes group sales checks only.  This will assist Finance in the reconciliation process. All Group Sales transactions should be properly noted on the ESR worksheet.

CONSIGNMENT OF TICKETS
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A. GENERAL

1.   Consignment of tickets is the issuing of tickets without payments to an individual or organization that agrees to either, sell and pay for the tickets or to return any unsold tickets.  The recipient of the consigned tickets is referred to as the consignee.

2.   With the advent of the computerized ticketing system, consignment is used much less frequently as a method of distributing tickets.  If tickets must be consigned, the procedures in this section are to be used to maintain an accurate control over the tickets and money involved.

B. PULLING TICKETS

1.   When pulling tickets for consignment, it is advisable to use an alternative key to accurately record the tickets pulled.  This key, which is only to be used for consigned tickets, must be set up at the price at which the tickets are to be sold.

2.   In order to authorize a seller to pull consigned tickets, the Box Office Manager (or designee) must prepare and sign a Consignment Request form (Exhibit C-8-1).  This form specifies the Name, Date and time of the Event.  On each detail line of the form, the account number, the event code, the Price of Ticket, Number of Tickets, Total Value of Tickets and Consignee are specified.  The total value of consigned tickets is also entered.  The assigned seller attaches the Consignment Request form to his/her Seller Reconciliation form for that day.  

3.   All tickets consigned must be recorded on the ESR in the appropriate column.

C. RECORDING OF CONSIGNED TICKETS ISSUED

1.   All consigned tickets must be recorded and signed for, whether they are going to an agent, promoter, or group sales.  When the tickets are received, the person or organization receiving the consigned tickets must understand the ticket consignment policy and agree to it by signing a Consignment Request form.  If a Promoter has requested consigned tickets through a fax authorization, the form must still be completed and the fax authorization attached to it.

2.   The Agreement form also contains a detailed record of the tickets being issued.  The following information must be included:  The Account Number, Event Code, Name of Event, Date & Time, Price of Ticket, Number of Tickets and Total Value of Tickets.

3.    In addition to being signed by the consignee, the agreement must also be signed by a representative of the Box Office.  One signed copy of the Agreement (an attached sheet, if applicable) is given to the consignee.  Another copy is filed in the Event file.

D.  RECORDING OF TICKETS PAID FOR OR RETURNED

1.   When a consignee pays for tickets and/or returns unsold tickets, the transaction must be recorded on a Consignment Return/Settlement form (Exhibit C-8-2).

2.   The Settlement form contains separate sections for tickets being paid for and for tickets being returned unsold.  In each section, the following information must be included:  Account Number, Event Code, Name of Event, Date & Time, Price of Tickets, Number of Tickets and Total Value of Tickets.

3.   The Box Office employee who receives payment and/or tickets is to sign in the applicable sections of the form.  The consignee is also to sign to acknowledge the accuracy of the form.

CONSIGNMENT OF TICKETS (Continued)
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4.   A copy of the Settlement form is given to the consignee as a receipt.  One copy is sent to Finance.  Another copy is filed in the Event file.

5.   Tickets returned by the consignee are to be entered into the Ticketing system on the day that they are received, in order to make them available for sale as promptly as possible.  Follow all instructions in Section C-4 on processing Returned Tickets, including turning all returned tickets over to Finance on a daily basis.

6.   Those tickets paid for or properly returned to the system must be appropriately recorded on the ESR.

E.  CONSIGNMENT LOG

1.   In order to account for all consigned tickets properly, a Consignment Log (Exhibit C-8-3) must be kept for each individual event.  The Log contains all data pertaining both to the issuing of consigned tickets and to either payment or return of the tickets issued.

2.   Issuing of consigned tickets is to be posted to the Consignment Log from the Consignment Form on the day that the tickets are received by the consignee.

3.   Payment for and return of consigned tickets is to be posted to the Consignment Log from the Consignment Ticket Form on the day that the tickets are paid for and/or returned.

4.   The total dollar value of Tickets Remaining with Consignees, as shown on this Log, must always correspond to the non-cash consignment value on the Executive Sales Report.

F. DISTRIBUTION

1.   Tickets should not be consigned to individuals with poor or unverified credit.

2.   It is also extremely important to make sure that the tickets are pulled off the system at the price at which they are to be sold.

3.   Although the Ticket Release Agreement spells out the complete terms of the consignment, it is advisable to review the terms verbally when dealing with a new consignee.  Before giving the person the tickets, make certain that they understand that they are responsible to pay for all consigned tickets at the face value printed on the tickets or to return the unsold tickets by the date specified on the Agreement.

G. MONITORING CONSIGNEE PERFORMANCE
1.   Establish a time when you will call the consignee to see how many tickets they have sold.  This is necessary in order to provide a complete report of sales progress to the promoter.

2.   If the consignee is not selling the tickets as fast as expected or if the performance date is nearing and they have a large block of seats left, have the consignee return all the unsold stock.  This will enable Box Office management to get them back into the system because, most likely, the consigned seats are closer and better as compared to those that are on the system and available to the public.

EMPLOYEE TICKET ALLOTMENT
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A. POLICY

One of the benefits of being an employee of SMG is the opportunity to purchase a limited amount of seats from a designated allotment of house seats.  The opportunity to purchase these house seats is a privilege and not a right.  Each facility’s General Manager should decide on a General Policy for their facility.  Management contract limitations may need to be considered.  As a general policy, it is recommended that full-time SMG employees and all box office staff be entitled to purchase up to four (4) tickets per performance.  This, again, may be limited to specific performances by the General Manager or the Promoter, depending on the availability of tickets.  The procedure to procure such tickets is described below.

B. PROCEDURE
1.   The house tickets are available to purchase for a specified period after the show is placed on sale.  After that period, the employees are not guaranteed that tickets will be available.

2.   To purchase tickets, an employee must fill out a SMG Ticket Request Form (Exhibit C-5-1), attach credit card number, and forward the request to the General Manager’s office.  It is recommended that personal checks not be accepted for employee ticket orders.

3.   The General Manager, or their designee, prior to processing by the Box Office, must approve all orders.

4.   Once the Box Office receives the order, the tickets will be processed from a designated allotment of house seats.

5.   An employee can pick up the tickets three days after the order has been placed.  This three-day period is given to allow the Box Office to process the employee tickets along with their normal workload.  To receive the tickets, the employee may be asked to produce an identification card.  

6.   When the Box Office employee is filling the Employee Ticket orders, they are to be filled on a first come, first served basis, from the designated seating holds.  All seat locations and the Box Office employee for future reference must record the account number on the SMG Ticket Request form.  Also, tickets are not permitted to be distributed to the employees until the ticket seller’s daily settlement has been completed.

ROLLED TICKET SALES







C-10

1

A. PURPOSE

Although computerized ticketing is the predominant method in the industry today, there are some cases where old-styled pre-numbered Rolled Tickets must still be used.  Rolled Tickets are used to control admission or some other entitlements at Trade Shows and Flat Shows.  They also may be used when the computerized system is “down.”  To achieve the purpose of Rolled Tickets, it is necessary to have strong physical controls over stored tickets and accurate record keeping and accountability.

B. FORMS

The Seller’s Rolled Ticket Settlement (Exhibit B-3-1) and the Rolled Ticket Cumulative Box Office Report (Exhibit C-10-1) are designed to be used in conjunction with each other.  (See Optional Alternative Procedure in Section E below).  The Rolled Ticket Stock Log is to be maintained with the supply of undistributed tickets. (See procedure in Section F below).

C. SELLER’S ROLLED TICKET SETTLEMENT

The Seller’s Rolled Settlement is to be issued to each seller with his or her allotment of tickets.  It will assist in accounting for the tickets that have been issued and for the cash amount, which the seller will be responsible at the end of the shift.  Follow the instructions below in completing the form.

1.   Seller’s Name

2.   Window (Number or work location)

3.   Event – Name of the event at which the tickets were sold

4.   Day/Date – Day and date on which settlement takes place

5.   Depending upon the circumstances, multiple rolls of tickets, each representing a different price, may be used.  The following entries are required for each roll of tickets involved.

· Starting Ticket Number

· Ending Ticket Number – Enter the Number of the next Ticket on the roll after the last sale is completed.  If the last Ticket on the Roll was sold, add one to the Last Ticket Number and enter it in the Ending Ticket Number space.

· Number of Tickets Sold – Calculate by subtracting the Starting Ticket Number from the Ending Number.

· Refund/Comps – If any Tickets were issued as complimentary or any were returned for refunds, enter the total quantity of such Tickets.

· Net Tickets Sold – Subtract the Refunds/Comps quantity from the Number of Tickets Sold.  

· Ticket Price – Enter the Selling Price per Tickets.

· Sales $ Amount – Calculate the monetary value of the Net Tickets Sold by multiplying Net Tickets Sold by Ticket price.

6.   Total $ Sales – Add the Sales Amounts for all rolls of Tickets and enter the total in this space

7.   Deposit $ Amount – Using the section of the form at lower left, the Seller is to record his/her Cash Count, Change Bank and Deposit Amount.  Transcribe the Deposit amount to this space.

8.   Even/Short/Over – Subtract the Deposit amount from the Total Sales amount.

· If the amounts are equal, circle “EVEN” and enter zero in the amount space.

· If the Sales amount is greater than the Deposit amount, circle “SHORT” and enter the difference.

· If the Deposit amount is greater than the Sales amount, circle “OVER” and enter the difference.

ROLLED TICKET SALES (continued)






C-10

2

9.   All of the entries described above are to be made by the Seller.  After the Seller’s Rolled Ticket Settlement Form has been completed, the Seller is to turn in the form, the Deposit, the Change Bank, the unsold Tickets, any refunded Tickets and any written “Comp” authorizations.  The Box Office Manager or a designee is to verify the accuracy of the Settlement and is to sign in the Reviewed By space.  Any discrepancies found are to be noted on the back of the form and brought to the Box Office Manager’s attention (if a designee is performing the review).

D. ROLLED TICKET CUMULATIVE BOX OFFICE REPORT

1.   The Rolled Ticket Cumulative Box Office Report is used in conjunction with the Seller’s Rolled Ticket Settlement form to account for total ticket sales at the event.  As employees hand in their daily work, the figures from each Seller’s Settlement form are transcribed to the Rolled Ticket Cumulative form.  This enables Box Office Management to compile all the Seller’s sales information into one concise form.  The form also provides for carrying forward a cumulative total for multiple day events.

2.   Heading – Enter the following information in the Heading of the form:

· Date – Calendar Date of Event

· Event – Name of the event at which the tickets were sold

· Day – Day of the week on which the event was held

· Weather – Enter the weather conditions for the day. The purpose of the weather is to indicate why ticket sales may be up or down.

· Day__of___ - For multiple day events, enter the number of the day that the report covers and the total number of days that the event runs for.  For example, the second day of a five-day run would be entered as Day 2 of 5.

3.   Seller Information – Transcribe the following information from each of the Seller’s Rolled Ticket Settlement forms.

· Window – Enter the Window Number (or Seller’s Initials, if there are no Window Numbers)

· Ticket Price – Enter the Ticket Price.  If the Seller sold Tickets at more than one price, use a separate line for each price.

· Starting Ticket Number

· Closing Ticket Number

· Sold – Transcribe “Number of Tickets Sold”

· Refunds – Transcribe “Refunds/Comps”

· Net – Transcribe “Net Tickets Sold”

· Net Sales $ - Transcribe “Sales Amount”

4.   The Cumulative form is designed to provide separate control of each show.  When there are both Matinee and Evening Shows, the Sellers are to use separate Seller’s Settlement forms for each show.  To use the Cumulative form when there are two shows, transcribe the information listed in Section D.3. above, from the Seller’s Reports for the earlier show to the corresponding columns under “Matinee” on the Cumulative form.  Then transcribe the information listed in Section D.3. above from the Seller’s Reports for the later show to the corresponding columns under “Evening” on the Cumulative form.  You will notice that there is no Opening Ticket Number column in the “Evening” section because the Closing Ticket Numbers from the Matinee section serve as the Opening Ticket Numbers for the “Evening” section.

ROLLED TICKET SALES (continued)






C-10

3

5.   Summary Information – The Cumulative form provides spaces for summarizing the quantities of Tickets Sold and Total $ Sales at the individual show, daily and multi-day levels.

a. Individual Show – For each show, add the amounts in the three Tickets columns (Sold, Refunds and Net) and in the Net $ $ $ Sales Column.  Enter the Totals at the foot of those columns.  Matinee Totals go into the spaces designated A through D.  Evening Totals go into the spaces designated E through H.

b. Daily

· If there is only one show for the day, transcribe the Tickets Sold, Refund and Net Totals and Net $ $ $ Sales totals for that show to the corresponding spaces on the “Today’s Totals” line.

· If there are both Matinee and Evening shows, transcribe the Matinee Totals to the line below Evening Totals.  Then add the Evening and Matinee amounts together and enter the totals on the ”Today’s Totals” line.

c. Cumulative – For a Multi-day event, transcribe the “Current Cumulative Totals” of Net Tickets and Net $ $ $  Sales amounts from the previous day’s form to the “Previous Cumulative Totals” spaces on the current day’s form.  Add the Net Tickets and Net $ $ $ Sales amounts on the “Today’s Totals” and “Previous Cumulative Totals” lines.  Enter the resulting amounts on the “Current Cumulative Totals” line.

6.   Signatures

a. Prepared By – The person who prepares the Report is to sign in this space.

b. Box Office Manager – The Box Office Manager is to review the Report and sign in this space.

E. ALTERNATIVE PROCEDURE

When there is only one seller or a limited number of sellers, it may be preferable to dispense with the individual Seller’s Rolled Ticket Settlement and use only the Rolled Ticket Cumulative Box Office Report.  If this option is selected, each seller’s receipts must be kept separate so that responsibility for any significant shortage can be established.

F. ROLLED TICKET STOCK LOG
The Rolled Ticket Stock Log is to be created when the hard tickets are received from the printer.  The log should list the ticket number series for each ticket price range or type of ticket.  A copy of the Ticket Manifest/Packing slip should be photocopied and attached to the log as support.

Each time tickets are removed from the ticket stock, the number series should be noted on the logs.  The person removing the tickets should also initial the log.  At any point in time, the ticket stock should match the series remaining on the log.  All ticket stock must be stored in a secure and locked location.

PHYSICAL DESIGN OF THE BOX OFFICE
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A. GENERAL

No two box offices are alike, but there are necessary standards that must not be overlooked when a box office is being planned.  The following paragraphs discuss attributes of a box office that would be both physically appealing and operationally efficient.  Employees spend many long and often stressful hours in the work environment.  Prior to designing a new facility or redesigning an existing box office, these aspects should be considered.

B. SECURITY

The security of the box office employees and receipts is a major concern of management.  Steps necessary for providing proper security at each box office are included in Section D-2 – Security.

C. LAYOUT

1.   A box office should consist of a sellers’ area, a manager’s office, a stockroom/storage area, and at least one other office space.  This additional office space should be situated away from the ticket and money handling area.  It is to be used by the managers for transacting business with promoters and others.

2.   The manager’s office should be furnished with a desk and chair, a terminal and printer for the computerized ticketing equipment, a file or credenza or both, a personal computer station, and an additional chair or two.

3.   The stockroom houses not only a variety of office supplies, but also sealed ticket stock (if it is not kept in the safe or vault).  The items stored include ticket envelopes, computer paper, past event files, past daily finance information including charge slips, and “Executive Sales Report.”  Normally, the stock room does not need to be kept locked, but if it is used to store blank ticket stock or returned tickets, it must be locked at all times.
4.   The extra office space can be used for various purposes.  The following are some examples; a counting room for the sellers; a processing room for mail and/or phone orders; an employee lounge containing staff lockers and a coat rack; a holding room for materials belonging to visiting promoters or tour accountants; a reception area; a group sales/marketing area; any combination of the aforementioned uses and any additional use that the box office staff may determine to be necessary.

5.   The box office should have a bathroom and eating facilities either within, or a short distance away.

6.   The walls should be kept freshly painted and floors should be carpeted.  This will add to the atmosphere and comfort level, which is important because the staff spends a great deal of time in the box office.

D. COUNTERS

1.   It is important for both interior and exterior Counters to be correctly designed.  Allow as much interior counter space as possible.  It is most unlikely that you will have too much interior counter space.  If computerized ticket printers, monitors, keyboards and credit card paraphernalia must sit on the counter types rather than on custom built stands, a tremendous amount of space is required.

2.   The basic design of interior counter tops should provide sufficient depth from the window, since they usually house the cash drawers.  Some sellers prefer the cash drawer immediately under the window, while others prefer it off to the side.

3.   The counter top should be constructed at elbow height, or approximately forty-two (42”) inches from the floor.  Counters, storage and drawers should also be built around each seller’s station, allowing them some privacy and workspace.  Room should also be allowed for a comfortable high stool.

PHYSICAL DESIGN OF THE BOX OFFICE
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E. SELLER WINDOWS

1.   Bullet proof or bullet resistant glass should be used for a ticket seller window, along with a 3-4 inch speaker hole with amplification capabilities, if possible. A transaction opening is necessary and the preferred type is one with a well.   This will permit passage of money, credit cards and tickets between the customer and the seller, but will not permit the customer’s hand inside of the window.  Covering for the window when not in use can vary, but mini-blinds are preferred.

2.   In addition, one of the windows should have a large opening with a lockable door for use in passing larger packages through, so one doesn’t have to leave the box office and enter the lobby for such transactions.

3.   All windows should be clearly marked with letters or numbers to assist customers in locating the desired window.  Windows that are Handicapped-accessible should be clearly marked to that effect.

4.   Often, the checking in and out of the sellers at the close of work takes place at the seller’s box office window prior to their departure.  Whenever possible, it is preferable for the sellers to check out in a separate counting area specifically adapted for that purpose.  In addition to a desk and chair, the necessary forms and calculators would be provided there.

F. INFORMATION AREA

In each ticket selling area, there should be a designated area for posting event information, preferably on the wall in back of the ticket machine on the counter.  The seller references this information in order to respond to customer inquiries.  The information area should not be visible to the customers from the window because it tends to be unsightly.

G. ELECTRICAL

1.   Newer facilities normally have sufficient electrical outlets to support the increased number of electrical cords for computers, credit card charge authorization machines, calculators, etc.  Some older buildings may have antiquated receptacles, which could create a potential fire hazard.  If this is the case, additional funds should be allocated in the annual budget for electrical improvements to be made as soon as possible.

2.   When building a new facility, a very liberal number of outlets should be installed.  With the advancement of technology, it is impossible to anticipate how many will be actually required.  It’s better to have too many than not enough.

H. TELEPHONE SYSTEM

Telephone systems should also be appropriate for the defined function of each box office.  Some box offices take phone orders, make calls for charge authorization, give event information to the public, check on “Will Call” orders, handle orders for the handicapped, etc.  Others simply re-route all incoming calls, referring callers to the executive office, to the servicing ticket company, to other outlets or to promoters.  Still others perform various combinations of the above.  In any case, it is important to equip the box office with telephones that are more than adequate for the responsibilities involved.  At a minimum, phones should be placed at a couple of windows so ticket sellers can help with customer inquiries and with “Will Call” orders on the nights of events. The phones are essential at those times so that the box office can quickly communicate with the promoter or the act if questions regarding tickets allocated to them should arise.

PHYSICAL DESIGN OF THE BOX OFFICE
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I. EXTERIOR

1.   The exterior of the box office (i.e. box office lobby) should fall under the jurisdiction of the box office manager, with input and assistance from both the marketing and operations departments.  The appearance of this area should be monitored by the box office manager on a daily basis to insure that it provides a positive impression to the many customers who see it.

2.   Proper design of the counter space on the patrons’ side of the box office is important.  This counter space should extend six to ten (6-10”) inches from the Box Office window, allowing space for the signing of credit card drafts, “Will Call” pick-up receipts, etc.  The exterior counter top, like the interior one, should be approximately at elbow height except for the mobility-impaired Box Office window where patrons in wheelchairs can conduct business from a “seated” position.

3.   If at all possible, short term, handicapped and easy access parking should be made available nearby for patrons purchasing tickets.

J. SIGNAGE

1.   Lobby signage varies from building to building.  State-of-the-art lobbies will be computerized electronic signs.  Others simply have message boards that are manually updated. Most have showcases that display posters of varying sizes; some have easels; all have wall space to which posters may be affixed.  Many have literature racks for brochures, flyers, schedules and magazines.  Ideally, one person should be selected to be responsible for keeping this information current and the area presentable.

2.   Window signage should be uniform, attractive, and preferably NOT handwritten.  At least one floor plan or seating chart should be visible to ticket purchasers.  The need for additional charts depends on the size of the facility and the number of box office windows.

K. WINDOW USAGE

1.   Unless otherwise designated, an open box office window will provide all types of service, especially on a non-event day.  During an event, depending on the nature of the event, and the facility, there will be at least one window open specifically for sales for that performance, one for advance sales, and one for “Will Call.”  One “all-purpose” window might suffice for a performing arts hall, but an arena or stadium with a sold out rock show may need two or more windows just for “Will Call” service.  If the rock show or sporting event is not sold out, it may require that many windows be open for sale, both in the main box office and remotely.  Always use the same windows for Will Call during events.  This will reduce customer confusion and enable employees to give accurate directions.

2.   Satellite box offices are normally used only for “night of event” ticket sales. It is preferable to have all windows that are open in relatively close proximity to one another so that management can better control selling activity.

3.   Some box offices now are also used as remote locations for the ticketing system they are on.  If this is the case, a separate clearly designated window should be used for selling tickets for events at other venues.

4.   The number of windows in a box office will vary.  As a general rule, it is advisable to provide one window for every 1,000 facility seats.  This has proven adequate for an arena type facility, but stadiums will not require as many.  These windows can be constructed in the main box office and satellite box offices.

PHYSICAL DESIGN OF THE BOX OFFICE
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5.   Satellite box offices should be well secured, have a telephone line and/or walkie-talkie available whenever in use, counter space similar to the main box office, heat or air conditioning capabilities and a restroom in close proximity.

L. PUBLIC ANNOUNCEMENT SYSTEM

A public announcement system is also very important for announcements from the Box Office.  Therefore, the lobby P.A. system should be controlled by the Box Office so that updated window and/or show information can be given to customers during events.

BOX OFFICE SECURITY
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A. GENERAL

The box office, because of its role as the ticket and money-handling center for the building, must stress the importance of strong security measures.  This is for the protection of its employees, as well as the contents.  The box office area should be in a secure location, and yet be in an area that is accessible to the public, the hallways, arena or stadium, the executive offices and a vault or other locked area.

B. EQUIPMENT

1.   The ideal box office should be equipped with a radio and/or a panic button, to be able to call Security at once if a problem should arise.  These should be located in the box office manager’s office.

2.   Entry into the box office should require passage through two doors.  The outside door with a buzzer used to identify the person before allowing entry into the main Box Office area.

3.   If only one door exists, a peephole is a must (if possible, a wide angle peep hole should be installed).  Preferably, there should be a TV camera focused on the doorway with a monitor in the manager’s office.  Under all circumstances, it must be possible to identify the person before access to the Box Office is permitted.

4.   A vault or other locked area should house the safe.

5.   The box office should also have an electronically monitored security system.  This should consist of:

· Contacts on all access points to the box office.

· Motion detectors, primarily in the safe area.

· Panic buttons at all windows.

· Cameras monitoring different positions, including the customer side of the windows.

C. ACCESS

1.   The box office, for security reasons, should be on a keying system separate from the rest of the building.  This should also be true for any storage area that the box office uses to store ticket stock.  Keys to the box office, as well as the vault’s combination, should be limited to the Box Office Manager, the Assistant Box Office Manager and the Director of Finance.  It is recommended that the General Manager maintain a key and the vault combination in a sealed envelope.  The Director of Finance should sign the flap of the sealed envelope to verify access.  No other person, under any circumstance, should have direct access to the Box Office.  All others (promoters, personnel, police, etc.) will be screened prior to entry.  A key may be made available to the Director of Security, for the Box Office only, if appropriate.

2.   No one, other than the box office employees, should be permitted in the Box Office.  If there is a room, separate from the ticket sellers’ areas of operation, a promoter may be escorted into this area to complete official event business.  A promoter or other guests should never be left unattended in the Box Office.  If a separate area is not available, the business should be conducted in the Finance Area.

D. EMPLOYEES

1.   Security precautions must be observed in the hiring of Box Office employees.  Each potential employee must be thoroughly screened.  A security check must be performed prior to the person being hired.

2.   When any individual who has had access to the vault combination and/or the keys to the Box Office, leaves the employment of the building, the combination must be changed and the doors must be re-keyed.  These are the minimum procedures required.  See section D-8 detailed separation procedure.
STAFFING
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A. DETERMINANTS

The staffing of the Box Office is mainly determined by the event that is occurring at the facility.  Most facility Box Offices have one or two full-time employees, and these individuals are supplemented by a large staff of part-time employees.

B. SCHEDULING

1.   Applying the knowledge of, the show’s attendance history, attendance of similar shows and educated guessing, will enable management to schedule employees correctly.  Once a schedule has been announced to the employees, management should make every effort to avoid changing it.  However, changes may be required if patron activity is lighter or heavier than originally expected. The budget established by Finance must also be taken into account.

2.   A schedule should be prepared and posted five (5) days or more prior to the beginning of the workweek.  It is the employee’s responsibility to call in for his/her own schedule.

C. RESTRICTIONS

A relative or co-habitant of a building employee will not be given work assignments in the Box Office which:

· Requires one to directly or indirectly manage, supervise, or review the performance of the other

· Permits one to have access to the personnel records of the other.

CUSTOMER RELATIONS
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A. IMPORTANCE

Providing good customer service and creating customer satisfaction are two of the main responsibilities of every Box Office.  The Box Office is usually the first contact a customer has with one of our buildings.  We want the customer to leave the Box Office with a good and satisfied feeling.  Providing a pleasant environment and a friendly, courteous staff is an important step toward keeping the customers happy and ensuring that they will want to return.

B. SELLER-CUSTOMER INTERACTION

1.   In dealing with thousands of customers each year, the Box Office staff is bound to encounter some unhappy individuals.  These persons should always be listened to no matter how small the problem.  Just by having someone take the time to listen to the problem or complaint, frequently helps the customer to feel calmer. The Box Office staff member should not interrupt.  Wait to respond until the customer has finished speaking.  That will give the staff member time to think of a response that is the best way to handle the situation.

2.   Unfortunately, it is not always possible to respond as the customer would wish us to.

· If we are unable to do as the customer asks because it is contrary to policy, we must be prepared to state and explain the policy in a pleasant matter-of-fact way.

· If we are unable to do as the customer asks because what they want is not available, let them know that you would like to accommodate them but cannot for a specific reason.

· If there is some permissible alternative available that may satisfy the customer, propose it to the customer.

· MOST IMPORANT, DO NOT RESPOND TO THE CUSTOMER’S ANGER WITH ANGER OF YOUR OWN.  YOUR BEST HOPE OF A POSITIVE OUTCOME IS TO REMAIN AS CALM AND PLEASANT AS POSSIBLE.  ARGUING WITH A CUSTOMER IS NEVER PRODUCTIVE.

3.   When selling tickets, occasionally the customer feels that better seating is available than what they have been offered. If they do not believe what the seller has to say, this then creates a negative attitude in the customer.  The seller should stay as positive as possible and always respond politely.  The seller should repeat himself clearly and stay calm.  If the situation becomes such that the seller cannot handle it calmly, then a supervisor should be asked to assist.  On occasion, a patron may need to be removed from the presence of the other patrons to avoid any additional controversy.  This will then require the assistance of the supervisor to resolve the problem.

4.   All staff should be thoroughly familiar with Box Office policies and procedures, so that all customer questions covered by policy and/or procedure are answered in a consistent manner.

C. MANAGEMENT – CUSTOMER INTERACTION

1.   If a customer demands to see a supervisor, the Box Office Manager should be called.  In the Box Office Manager’s absence, the Director of Finance should be called.  If no management person is available, the customer’s name and a phone number should be taken so a Manager can contact them at a later time.

2.   The Manager of the Box Office should always take the time to call customers back and answer all mail promptly.  They should be available to handle any problems that their staff is not able to. The staff should be able to handle minor problems that arise,  (Will Call, minor complaints, etc.) so that the managers can make themselves available for more serious matters.

CUSTOMER RELATIONS (continued)
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D. SELLER- MANAGEMENT INTERACTION

Box Office Managers should have occasional meetings with sellers and other staff concerning customer service.  Staff should be trained and reminded of the importance of the customer.

E. CONCLUSION

All Box Office staff should maintain a pleasant attitude, at all times, no matter how trying an event is.  Patience and understanding are very important.  Customer satisfaction is of the utmost importance.  Ensuring an enjoyable experience will promote continued patronage.

DRESS CODE
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A. IMPORTANCE

Customers come into contact with the facility for the first time through the Box Office.  Because the impression formed will be a lasting one, it is important for the Box Office and its personnel to have a professional appearance.  For this reason, Box Office employees are required to observe a strict dress code.

B. REQUIREMENTS

1.   In an appropriate dress code, a reasonable degree of uniformity is necessary.  At a minimum, business casual attire is recommended.  Items that are not permitted include:  jeans, t-shirts, sweatshirts and sweat pants.  Sneakers are not considered ideal, but are permitted because of the length of time Box Office employees are required to be on their feet.

2.   In addition to appropriate clothing, proper personal hygiene is essential in order to make the proper impression on the public, as well as to maintain a comfortable atmosphere for fellow employees.

3.   The specifics of the dress code at each facility are left to the General Manager’s discretion.  Regardless of the specifics contained in each dress code, each employee is expected to exercise good judgment in selecting attire to be worn in the Box Office.

C. NAME TAGS

As part of their dress, all employees should also wear an identification tag.  The tag may have their full name, first initial and last name or simply a number.  This will help to identify them to a customer. 

D. ENFORCEMENT OF DRESS CODE

A Box Office Manager, at his/her discretion, has the authority to request an employee to change his/her attire to that, which is more appropriate.  If an employee has particular questions concerning their attire, they should consult with their Box Office Manager.

INTERACTING WITH & REPORTING TO FINANCE
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A. RELATIONSHIP

The Director of Finance is ultimately responsible for the Box Office function, thus good communication between the Box Office Manager and the Finance Director is a necessity.  Correspondence between the two departments should be done in writing to document activity and create a proper audit trail.

B. ROUTINE INTERACTIONS BETWEEN THE BOX OFFICE & FINANCE DEPARTMENT
1.   Box Office Statement  - The Box Office is responsible for providing the Finance Department with a Box Office Statement as quickly as possible on the night of an event.  The report gives an accounting for all tickets (sold, discounted, complimentary and unsold) and is used for settlement with the Promoter.  Refer to Section A-9 for additional instructions.

2.   Executive Sales Report  - The Box Office is responsible for preparing the Executive Sales Report daily and forwarding a copy to the Director of Finance.  Refer to Section B-5 for detailed instructions on preparation of the Executive Sales Report.

3.   Deposit Slips – Receipted Deposit Slips backing up the Executive Sales Report are to be forwarded to the Director of Finance with the Report.   (See Section B-6)
4.   Returned Tickets – All Returned Tickets are to be turned over to the Director of Finance daily along with a copy of the computerized Sales Report listing the number of tickets returned. (See Section C-4)

5.   Overages and Shortages Report – A copy of the Box Office Sellers Overages and Shortages Report is to be submitted to the Director of Finance on a weekly basis.  (See Section B-3)

6.   Authorization for Banking Transactions – Written authorization by the Director of Finance (or a designee in the Director’s absence) is required in order for the Box Office Manager to complete any of the following transactions:

· Cash advance to act (artist/group) (See Section A-5)

· Cash advance to promoter (See Section A-5)

· Change fund increase or decrease

7.   Credit Card Charge Backs and Returned Checks – The Box Office is to work closely with the Finance Department on collection of charge backs on credit cards and of N.S.F. checks.

8.   Time Sheets & Box Office Employee Schedules – Daily Time Sheets for payroll must be submitted to Finance on a weekly basis.  In addition, Employee Schedules should be prepared in advance by the Box Office Manager and made available to the Director of Finance if he/she chooses to review them. 

RELATIONSHIP WITH TICKETING COMPANY
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A.    It is important for a Box Office to develop a good working relationship with its computerized ticketing company.  When an emergency arises, the ticketing company representative should be immediately available to assist the management of the Box Office by restoring normal operation as quickly as possible and helping to implement alternative means of keeping in operation in the interim.

B.    By maintaining a good rapport, the Box Office is more likely to receive better and more personal service, whether it is setting up a show, changing ticket prices or servicing the software.

C.    The friendly professional relationship that is developed also helps create an open line of communication between the two offices.  This communication is pertinent in dealing with various Promoters.  It is also helpful in giving the best customer service, which is the ultimate goal.

EMPLOYEE SEPARATION
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A. GENERAL

Securing Box Office cash and documentation is extremely important during Box Office staff transitions.  The following procedures must be performed to provide for a strong control environment, throughout the transition process.  It is the Director of Finance’s responsibility to ensure these procedures are strictly adhered to with regard to personnel changes.

B. SECURITY

1.   If the departing employee maintained keys to the Box Office area, all door locks must be re-keyed.  This should occur even if the departing employee returns the keys.

2.   If the departing employee maintained the vault combination, it must be reset and distributed to all appropriate personnel.

3.   If cash is maintained in any other locations (i.e. cash drawer), it must be re-secured.

4.   Employee identification and all other access cards/badges must be recovered from the departing employee.

5.   All passwords for Ticketmaster or SMG access must be changed.  This includes passwords for all employees that are continuing with employment.

6.   If the departing employee maintained access codes to the alarm system, the code must be changed by alarm company and redistributed to appropriate personnel.

C. VAULT FUND

1.   The change fund must be counted, verified and documented.  The departing employee and a Company representative must sign and date the change fund reconciliation.

2.   Change fund amount must be reconciled to the vault log, advance log and amount recorded in Finance.

D. FINANCE
1.   The prior months Box Office Cash general ledger account must be reconciled to the bank statement.

2.   The Advance Ticket Sales Liability account for the prior month end must be reconciled to the Box Office Cash account and the Accounts Receivable Ticketmaster account.

3.   A Cut-off statement for the Box Office account should be obtained from the bank.  All activity through the day of departure must be reconciled.  Determined that the bank has received all deposits and all vault fund advances have been properly recorded.

4.   If the employee had any reason to know the pin numbers that existed to allow ordering of cash from the Bank by Finance personnel, the numbers must be changed.

GLOSSARY – SMG BOX OFFICE TERMINOLOGY
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ACCESSIBLE SEATING
Locations reserved for individuals who are in a wheelchair or are physically unable to get to the general public area.  Most facilities will block a number of seats for this purpose, whether in a designated section or in individual accessible rows.

ACCESSIBLE TICKETS
Tickets issued to certain areas that can accommodate accessible seating requests (i.e. hearing impaired, visually impaired, physically impaired).

ADVANCE SALES
Tickets that are sold prior to the walkup of an event.  This includes customers who do not walk immediately into the event after purchasing their tickets.

ADVANCE SALES WINDOW
Selling window where customers can purchase tickets for future events.

AMEX
American Express card – method of payment

ARTIST HOLDS
Tickets being held away from public sale for use by the artist.

ASSISTANT BOX OFFICE MANAGER
Individual who assists in the management of box office operations.

AUDIT REPORT
A computer generated report listing capacities, holds and accumulated ticket sales by price.

BAGGED
Process by which the deposit is prepared for pickup.

BANK FEE
Fee charged for Banking Services.

BLOCK OF SEATS
A group of tickets located in a specific seating area.

BOX OFFICE CASH REQUEST FORM
Form sent to Finance department requesting a specific dollar amount of cash from the bank for a specified reason.

BOX OFFICE MANAGER
Individual who manages and is ultimately responsible for effective operation of the box office.

BOX OFFICE STAFF
A staff consisting of managers, supervisors and ticket sellers.  This elite staff is responsible for advance and day of tickets sales for all events.

BOX OFFICE STATEMENT
This is the final statement that is produced by the Box Office to show final ticket sales.  It states the capacity of the venue by ticket price, al unsold tickets, complimentary tickets, discounted tickets and full price sold tickets.  In addition to the ticket numbers, it reflects the corresponding dollar value, which is the gross ticket sales for a show.   From this figure, a building settlement package is derived.

BULLET PROOF RESISTANT GLASS
The clear glass in front of the ticket seller that has been proven to be unbreakable and to resist bullets.  A Box Office may or may not contain this as a safety precaution.

GLOSSARY – BOX OFFICE TERMINOLOGY
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CASH ADVANCE
Request to Finance for payouts for services on the night of event, as requested by promoter.  Can also be an advance on ticket sales to promoter.

CASH CARD
Report printed on ticket stock that represents seller’s total sales on computer ticket system.

CASH DRAWER
A drawer with money dividers for the purpose of keeping currency and coin safely while selling tickets.  This drawer will include a pre-determined amount of start-up bank given to the seller by the Box Office Manager.

CASH PICK-UP
Procedure in which a security company representative takes possession of the box office daily deposits and delivers it to the bank.

CHANGE FUND
Extra monies kept on hand to make change, both internally to sellers, and externally with bank.  Part of box office bank.

CHARGE AUTHORIZATION MACHINE
A machine that can run on a point of sale authorization system, in which after a sale is performed, the seller will obtain an authorization number verifying funds for the transaction.  Afterwards, an imprint of the card is usually required for customer signature.

CHARGE SLIPS
Actual form slip that a customer has signed, when tickets are purchased with a credit card.  This slip is retained for accounting purposes.

“COMP”
Any ticket that has been issued free of charge by the building General Manager or show Promoter is referred to as having been comped.

COMPLIMENTARY TICKET FORM
A form, in triplicate, showing specific seat and row location for complimentary tickets.  This must be signed by the person picking up the tickets.

COMPLIMENTARY TICKET LOG
A list of Complimentary Ticket forms issued for a single event.

CONSIGNED TICKETS
Tickets given to a consignee without full payment; payment arrangements are made between consignor and consignee.

CONSIGNEE
An entity that receives tickets without full payment.

CONSIGNMENT LOG
Journal tracking and balance of consigned tickets and their subsequent payment by cash or ticket return.  Journal should list consignee names, number of tickets, seat locations, and ticket values.

COUNTING ROOM
A designated area or room in which a vault is usually kept, and monies are counted and bundled for deposit.

CREDIT CARD DRAFTS
Cash advances provided for a customer by charging a like amount against the customer’s credit card.

DEPOSIT
Sum of cash and checks to be put into a bank account.

GLOSSARY – BOX OFFICE TERMINOLOGY
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DEPOSIT SLIP
A form issued by the bank to record currency, coin and check deposits.

DIRECTOR OF FINANCE
A person who reports to the General Manager and is in charge of the Box Office operation as well as the entire financial operation of the facility.

DIRECTOR OF SECURITY
A person who reports to the General Manager and is responsible for the security of the facility, as well as general operation of that facility.

DISCOUNT COUPONS
These are coupons used by the promoter and/or the marketing department to promote ticket sales.  When use, the indicated discount value is deducted from the full price of a ticket to encourage patrons to purchase tickets.

DISCOUNT PRICE KEY
The computerized ticketing system is capable of pulling tickets off at discounted prices.  This is performed by assigning a specified price to a certain key on the keyboard.  When a discount key is used during purchasing of a ticket, the corresponding price will be reflected on the ticket and in the system.

DOG
When a show goes on sale and is not selling well, it is referred by this term.

DRAWER See CASH DRAWER

DRESS CODE
Neat and professional looking attire.

EMPLOYEE TICKET REQUEST FORM
Form employees must complete to request house seating.  Form includes name of person, name of event and its day, date, time and method of payment and total due.

EXCHANGE FEE
Fee charged when a customer wishes to exchange tickets.

EXECUTIVE OFFICES
Offices for personnel directly involved in the management of the facility.

EXECUTIVE SALES REPORT
A daily summary analysis of Box Office and Remotes transactions reflecting all events currently on sale at that facility.

GENERAL MANAGER
A person that is responsible for the entire operation of the facility.

GROUP SALES
The department in charge of sales of blocks of tickets for groups of individuals (such as schools, churches, and elderly communities), for an event.  This department can also handle discounts for a particular association and/or group.

HOLDS
An area of seating not available to the general public.

HOUSE SEATS
Preferred seating reserved and used at the discretion of building management.
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INFORMATION WINDOW
Non-selling window where customers can obtain information regarding upcoming events, group sales, season tickets, handicapped seating, locations of first-aid, restrooms, security, eating facilities.  May also handle complaints.

INTERCOM SYSTEM
An intercom is a wired voice system that allows two or more people to talk to each other from different areas.

INTERNAL AUDIT DEPARTMENT
Checks to accuracy of all Box Office receipts; reviews financial controls within the Box office.

KILLS
A term referred to seats that are not sold due to a number of factors, with the most important being sight-line obstructions and non-saleable riser and mixer positioned seats.

MANIFESTS
A written, sometimes bonded or notarized, list of enclosure.  Used in box office to state hard or roll tickets printed by ticket company, as in number, color, price, type, etc.

MC/VISA
Mastercard/VISA are two types of credit cards used as a method of payment.

MESSAGE BOARD
A place near the box office windows where information pertaining to events is displayed.

MOBILITY IMPAIRED BOX OFFICE WINDOWS
A box office window designed to facilitate the sale of tickets to disabled customers.  These windows must be easily accessible to individuals who are confined to wheelchairs.  An open exit way is very important.

MOTION DETECTORS
This is part of the security system in an office setting.  When the system is activated, any movement detected in its aim will sound an alarm to warn of an intruder.

MIXER KILLS
An area of seating unsold due to anticipation of a sound mixer being in that location.

MULTIPLE EVENT DAYS

Days on which there are more than one show or event occurring at the same venue.

MULTIPLE RUN SHOWS
Events that have more than one show a day or several days of consecutive shows at the same venue (i.e. family shows).

N.S.F. CHECKS
Checks deposited and returned from the bank for “Non-Sufficient Funds,” meaning not enough funds in account to cover check.  Service charge from the bank to the merchant is often passed along to the customer who must reimburse the merchant, usually with cash or money order.

NON-CASH CONSIGNMENT VALUE

The dollar value of tickets given to a consignee.

NOVELTY ITEMS
Tangible gods that are sold that have to do with the event in the building.  Examples are concert t-shirts, programs, wrestling paraphernalia, balloons, etc.
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OPEN
This is the terminology for tickets on the Ticketmaster system that area available to the public for sale.

OUTSTANDING CONSIGNMENT
Tickets that are given on consignment to various satellite offices that have not been returned by the scheduled deadline.

OVERAGES AND SHORTAGES LOG
Log kept on a daily basis recording, by seller, overages and shortages.  May track patterns.

PANIC BUTTON
Indicator buttons are placed in a hidden location at all ticket windows.  When pressed, they sound an alarm at a remote location, indicating a problem.

PAPER THE HOUSE
Refers to the practice followed when a show has not sold too well and you want the house to look full when the performance takes place. This is done in many ways.  You may issue complimentary tickets to civic groups or needy organizations or you can offer extreme discounts to those aforementioned groups with the goal in mind to fill the empty seats.  What you lose in ticket revenues you may be able to help offset by selling concessions and novelties.

PASS RETURNS/REFUNDS
Tickets that are returned to the computer ticket system on a day other than the day they were pulled.

PATRONAGE
The support and/or influence of a patron.

PATRONS
Individuals attending an event held at a venue.

PEEP HOLES
Device mounted in a door that will allow you to identify an individual to determine if he/she has the authority to enter the Box Office area before opening the door.

PHONE ORDERS
Tickets sold via telephone.  The customer normally calls a telephone line specifically set up for the taking of phone orders.  The customer pays for the tickets by providing a charge card number.  The tickets are then mailed or left in will call for the customer to pick up.

PHONE ORDER LIST
A list of names and addresses of people who placed telephone orders for future use.

POLICE REPORT

An official document describing incidents or events that have occurred.  For example:  In the case of stolen tickets reported, a police report must show the number of tickets and for which event they were purchased, also seat location, if possible.  This is needed in order to issue a relocation slip.

PRE-PULLED TICKETS
Tickets pulled from a computer ticket system and sold as hard tickets.  Usually done before events with extremely large walk-up expected.  Tickets are pre-pulled to expedite selling process.

PRODUCTION KILLS
Unsold seats not included in capacity due to use for technical equipment.
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PROGRAMMING EVENT
Term used in computerized ticketing.  Necessary information as to day, date, time, prices, discounts, ticket copy, on sale time, ticket limit, configuration, scaling, holds, handicapped seating, etc.  Generally, box office feeds computerized ticket company information to program the event, then checks accuracy and correctness.

PROMOTER
An individual who contracts an artist or event to be performed at a facility.  One who takes the responsibility of booking the facility and handling all the financial matters pertaining to gross receipts of an event.

REBATE
A return of a part of either ticket price or service charge.

RECORD LABELS
The music company that the groups/acts albums/music are distributed under.

REFUNDS
Monies returned to customers for postponed or canceled events.

REFUND JOURNAL
A ticketing system generated report listing all tickets returned to the system during a specified time period.  The journal should include seller code, event, seat location, time of transaction, and dollar value of returned tickets.

REKEYED
This is the terminology for changing the tumblers in a door’s locking system that will require a new key.  This is usually done when an employee who has a key leaves to be assured for proper security.

RELOCATION
A replacement seat or group of seats issued to accommodate a patron with one of many possible problems.  Problems may range from bad viewing to dirty to non-existent seating.

RELOCATION PASS
A substitute for an original ticket; a form in triplicate issued to patrons for the reassignment of seat location due to lost tickets or obstructed view, etc.

RELOCATION SLIP  See RELOCATION PASS

RELOCATION PERSON
A person solely in charge of handling the relocation of a person(s) to seats other than the ones they had originally purchased, due to either problems with those seats or problems with the person(s) that bought those seats.

REMOTES
Often referred to as “outlets.”  Locations provided for ticket sales other than the main box office.  Remotes make it more convenient for the customer, while at the same time, increasing sales for the event.

REOPEN
This command is used to re-enter a ticket or number of tickets back onto the Ticketmaster system after they have been pulled off.  This command has checks built into it to assure the proper tickets are put back into the system.

RESERVATION ( Will Call) WINDOWS
The window in the box office dedicated to orders that have been called in advance that need to be picked up which sometimes are prepaid and sometimes not.  The same goes for complimentary tickets from the building or promoter.

RESERVED GROUPS
Sections and blocks of seats held for group sales.
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ROLLED TICKETS
Non-computerized tickets; a continuous strip of generically numbered tickets with perforations between each ticket.

ROLLED TICKET NUMBER
The number on a strip style tickets.  The number is usually located on the end of the ticket itself.  (The number on a raffle ticket)

ROLLED TICKET CUMULATIVE BOX OFFICE REPORT
Information taken from roll ticket settlement form to be used on Box Office settlement; showing number of tickets sold at each price with total gross receipts.

SAFE
A place that is secure with a combination and key to store all monies that pertain to the box office sales and operations, to safeguard against unauthorized access.

SATELLITE BOX OFFICE
Portable ticket booths set apart from the main box office. Satellite box offices are used mainly for day of event ticket sales, when walk-up is too heavy for the main box office windows to handle.  Satellite box offices are also used to alleviate congestion in any given area.

SEALED
Term meaning the deposit bag has been closed with either a lead bag seal or self adhesive tape.

SEASON TICKET HOLDERS
Individuals who contracted and paid for a seat for the season of multiple date events.

SEATING CAPACITY
The total number of seats that can be set up for an event.

SEATING CHART
A diagram of the seating and physical set-up of an event used by ticket sellers to explain to customers the location of tickets that they are purchasing.

SELLER CODE
Code which represents seller’s identity on computer ticket system.

SELLER MACHINE SETTLEMENT
Verifies all daily transactions made by each seller; determines the amount of income for each seller.

SELLER ROLLED TICKET SETTLEMENT
Verifies starting and ending numbers on ticket rolls given to individual ticket sellers.

SELLER’S SHEET
Also known as a Cashier’s Settlement Sheet, the Seller’s Sheet is a reconciliation for an individual cashier’s transactions during their shift of work. It is completed at the end of their shift.  This includes their cash, checks, credit cards, consignments, gift certificates, and returned tickets collected for the return or sale of “hard” and computerized tickets.

SERVICE CHARGE
Additional charge added to mail or phone orders for tickets.

SETTLEMENT
Procedure used to settle financial end of event between Promoter and Venue as event transpires.  Various departments submit costs, bills, services, and revenues.  Box office submits box office statement, pass list, paid outs, cash advances, as required.
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SETTLEMENT PACKAGE
This is the final package put together to settle a show. In addition to the final Box Office statement, it contains all related show costs broken down by department.  It also contains all advances in the terms of money that were received by the act or promoter.  The package also reflects receivables to settle the show such as allotted tickets that must be settled on.

BOX OFFICE SETTLEMENT PACKAGE
All final documentation pertaining to gross sales receipts, e.g.. Box Office Statement, audit, discount coupons, group sales forms, complimentary ticket forms.

SHOW FILE
A file kept by the Box Office containing all pertinent information regarding a specific event, (beginning audit, maps, comp list, consignment forms, Box Office Report and backup.)

SHOW TIME
The time that an event is scheduled to begin.  May also refer to when a scheduled event actually begins.

SIGNAGE
Advertising space usually sold on a rental basis to those who wish to advertise within the facility.

SOLD OUT
When there are no tickets available for sale to the public.

SPEAKER HOLE
The hole in the ticket seller’s window that will enable to customer both to speak to and hear the seller.

STUBBING THE TICKET
When working with hard tickets, or tickets that are pulled off at full price, discounting a ticket is tracked by stubbing one part of the ticket.  Usually a ticket has two perforations.  One of these perforated segments would be torn off as the stubbed section of the ticket.  This stub is retained and its discounted value is taken into account in settling the seller and the show.

TAG (FOR CASH BAG)
Tag that denotes the dollar amount enclosed in the cash bag deposit and the account number in which it should be deposited.

TICKET COMPANY
Company that supplies tickets.  Can be computerized or hard tickets.  Provides physical method of incoming revenue for ticketed events.

TICKET ENVELOPES
A small envelope to place tickets in after a customer has purchased them.  This envelope could carry advertisement from a sponsor or the Center itself.

COMPUTERIZED TICKETING EQUIPMENT
This is a machine designed to print tickets for all events.  The system consists of a CRT screen, keyboard and a ticket printer.

TICKET MACHINE
A system consisting of CRT and a ticket printer.  This machine is hooked up to a computerized ticketing system.  (Ticketmaster, Tickets.com). This system will enable the seller to print specified seats within a section, row, etc.

TICKET SELLERS
Persons that sell tickets to events at the facility, authorized to handle cash and transactions, relating to sales.

TICKET STOCK
A block of blank tickets that is used in a computer printer, which should be stored in a secure place.
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TICKET TEXT OR HEADER
The area of a ticket reserved for event information such as name, headliner, and venue and sometimes date.

TIME SHEETS
Formatted method of tracking payroll for individuals employed.  Submitted on regular, established basis, often weekly or bi-weekly.  Includes name, hours worked, rate of pay.

TODAY’S RETURNS
Tickets pulled off ticket system, inadvertently, and are returned the same business day.

TOUR ACCOUNTANT
The person traveling with the performer and who may be present at settlement time.  This individual may request audits, maps, etc. for said event, and is considered the liaison between the promoter and the artist.

VAULT COMBINATION
This is a present series of numbers that when turned to on a vault dial, will open the vault door.

VAULT LOG
A recording of all cash advances and withdrawals from the box office safe.

VAULT RECONCILIATION
The monitoring and verification of a predetermined balance in the vault.

VENUE
The place in which events are held.

WILL CALL
Orders that are held at the box office for customer pickup (tickets and/or C.O. D. on delivery).

WILL CALL WINDOWS
Similar in scope to the reservation windows but which are mainly used for pick-up of pre-ordered phone charge tickets.  A specific or clearly marked window in the box office where only customers picking up prepaid and C.O.D. tickets are waited on.

WINDOW NUMBER
If your box office has more than one window, you would number them for the ease of directing someone to the right window.

WALK-UP
The term given to sales that are made the same day of the show, of tickets that are purchased at the box office only.

BOX OFFICE WINDOW/TICKET SELLER WINDOW

Area separating a customer from a Box Office employee, and is accessible to servicing that customer.  This is where an individual is stationed to greet and assist customers.

WIRE TRANSFER
Direct electronic transfer of funds from one bank account to another.  Can be used as method of payment at settlement, payment to or by a Ticket Company, cash advance, or internal transfer of funds.

WRIST BANDS
Weatherproof bracelets used by a venue or promoter to denote special privileges, backstage access, alcohol check & line up positions.

ZERO VALUE
A ticket with no dollar value showing on the face of the ticket, such as a complimentary ticket.  This ticket cannot be sold for a dollar amount.
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AISLE SEAT
A seat with only one adjacent seat.  Aisle seats include seats that are at the opposite ends of a row and seats in the middle of a row represented by signs on the computer screen.

ATTRIBUTE
Describes the nature of an event or represents the facility where the event is taking place.  Attributes along with dates and event names are used to bind events on the system.

AUTO X ADVANCE
The computer automatically finds best available open seats in an X number other than XI.

BACKSPACE KEY
Used to back the cursor up one space at a time to delete characters.

CAPS LOCK KEY
Locks the keyboard so that only capital letters are typed.  This must be on at all times.

CARRIAGE RETURN
Another name for the [Enter] key.  See Enter.

CASH CARDS
Used as an accounting control to balance your receipts against ticket sales for the shift.  Only do this at the start and end of your shift.  Once you print your closing cash cards, you have cleared the balance back to zero.

CHECK NUMBER
A number that appears on the face of every sold ticket.  It is used in tracking tickets and is necessary in refunding tickets.

CODING IN
Used to gain access to the Ticketmaster system.  At the start of your shift, you must code into the TM system by entering your operator code and password.

CODING OUT
Exiting the Ticketmaster system.  The CODE??” prompt will be displayed on the screen.

COMMAND
An instruction that tells a computer what operation to perform.  All Ticketmaster commands are activated from the “**NEXT??” prompt.  Examples are SELL, REFUND, BYE, etc.

COMPUTERIZED TICKETING
Selling tickets through a computer system.  The customers will have access to the best available seats whether they purchase their tickets through the box office, a ticket center or telephone sales center.

CONVENIENCE FEE
Another term for Service Charge.  See Service Charge.

CURRENT EVENT (CURRENT EVENT CODE)
The event code that is entered at the “**ORDER??” prompt.  This event is the current event until another event code is entered.

CURSOR
A rectangle of light that shows you where to enter the next character.

CTRL KEY
Used in conjunction with other keys to perform a function. For example; with “X” to change systems, with “5” to stop the screen from scrolling, or with “Q” to start the screen scrolling again.
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DATA
Information that is electronically transmitted to and received from the computer.

DATE FORMAT
The format that Ticketmaster system requires for specifying dates: dd-mm-yy.

DELETE KEY
Deletes characters one at a time on the line you are currently entering.  Will start with the character immediately to the right of the cursor and deletes each character after it, one at a time for each time the delete key is depressed.

DEMO EVENT CODE
A made-up event specifically created for training purposes.  Demo operator codes have access to demo event codes.

DEMO OPERATOR CODE
An operator code specifically designed for training purposes.  A demo operator code must be used when practicing on the system.  This will alleviate the danger of inadvertently changing data for a real event.

ENTER
To enter a command (e.g. letter, number or symbol), by typing the characters and then pressing the [ENTER] key, which on some keyboards may be called “Return.”

EVENT
Represented by an event code on the Ticketmaster system.  Examples of Ticketmaster events are rock concerts, operas, dances, sporting events, cruises, etc.

EVENT CALENDAR
A chronological listing of events currently available on the TM system.

EVENT CODES
Represents an event or a series of events on the Ticketmaster system.  Event codes always start with the letter “E.”  They can consist of up to eight alphanumeric characters.

EVENT INFORMATION
Any information that is unique to an event: performance, show times, ticket prices, ticket types, etc.

EVENT NAME
Event names are used in finding events on the system.  They may be complete names, e.g., The Rolling Stones or abbreviated, e.g., Stones.

EVENT PERFORMANCE DATE
The date when the event is taking place.  Sometimes referred to as “EP date”.

EXIT PORTAL
Appears on the second line of the ticket directly above the ticket text.  It usually contains information about the entrance and exit doors to the facility.

FACILITY
The location where an event takes place such as arena, stadium or theater.

FACILITY INFORMATION
Any information that pertains to a specific facility.  This information may be associated with any event being held at that facility.

GENERAL ADMISSION EVENT
An event without pre-assigned seating.  Customers take their seats on a first-come, first-served basis.
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INFORMATION or EXTENDED COMMENT LINE
A brief line of information about a specific event.  Information lines appear on the screen when listing event calendars, selling tickets and refunding tickets.

INFORMATION REFERENCE KEYS
Facility attributes that allow the ticket seller to access facility information.

JOURNAL
A report of a ticket seller’s daily transactions. The last transaction performed appears at the top of the journal.

KEYBOARD
Used to enter and send information to the Ticketmaster computer.

MAIL
Electronically transmitted information sent either to just one operator code (personal mail) or to all the sellers (broadcast mail).

MAP
A display of a facility’s seating arrangement on the computer screen.  Also another name for a Seating Chart.

MAP BOOK
A collection of seating charts for all the facilities using Ticketmaster services.  Each Ticketmaster system has a separate Map Book.  Refer to this map book to show the customers where their seats are located.

MAP NUMBER
A page number in your map book where you will find a seating chart for the current event.  The map number appears on the information line.

MODEM
Attaches to each end of the telephone line connecting your ticket station to the Ticketmaster computer.  Allows electronic data to move through the telephone lines.

MONITOR (SCREEN OR CRT)
The area where information sent from the TM computer to your location will be displayed.

MULTIPLE EVENT CODES
Represents an event with multiple show times in one day.

MULTI-USER SYSTEM
A system that is accessible by many users.  

NEXT PROMPT
The first prompt that appears on your screen after you code into the system.  A command is the only valid entry at the “**NEXT??” prompt.

NON-EXISTENT SEATS
These seats are indicated by dashes ”---“ and cannot be sold.

NUMERIC KEY PAD
A small block of keys on the right hand side of the keyboard, used to type in numbers.

OPEN SEATS
Number of seats available for sale.  Although this information is available to you, you may not quote it to customers.

OPERATOR CODE
A code assigned specifically to one seller to prevent fraud and entry by unauthorized users.
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ORDER PROMPT
Puts you in the sell mode so that you may use the Ticketmaster system to access information about events.  At this prompt, and event code and ticket order can be entered.  To get to this prompt at “**NEXT??” type “SELL.”


PASSWORD
A preventive measure to prevent entry onto the system by unauthorized users.  Comprised of 1-8 characters selected by the user.

PRICE LEVEL
Determines a ticket’s price.  Facility seating is usually separated into several price levels.  As the price level increases, the ticket price decreases.  The highest priced tickets will have a price level of one.

PROMPT
A request for information from the computer.  The two most common on the TM system are: “**NEXT and “**ORDER.

QUESTION MARK
Used to quickly access both event and facility information.  Gives the ticket ext, ticket prices, price levels, discount ticket information and facility information.  Also, used to designate a seat in transition on the audit.

QUICK SELL
A selling method used for major on-sales. The transaction is assumed to be for cash and there is no option given to cancel the order.

REAL-TIME SYSTEM ORDER PROMPT
A prompt that appears on the screen in conjunction with event related commands such as SELL, REFUND and OPENS.

REFUND MODE
Refers to the “**ORDER??” prompt that appears on the screen when you enter REFUND at “**NEXT??”

REFUNDS EXCHANGE FEE
The fee that the customer paid as a convenience charge when he/she purchased the tickets.  The convenience fee generally is not refundable.

REPRINTABLE
A seat that is in hold status as a result of an interruption in the printing process (a void ticket may have been issued).  This seat may be reprinted (not through the SELL command) and sold by contacting your local Ticketmaster office or box-office supervisor.

REPRINTED TICKET
A reprintable ticket that was printed and sold.

REPRINT JOURNAL

A system generated report that lists any transactions that are in a reprintable status in a seller’s journal.

RESERVED SEATING EVENTS
An event with specific seat assignments.  A ticket for a reserved seating event will have a specific section name, row and seat number.

RETURN
See Enter.

ROW
Represents vertical positioning of a seat within a section.  Every seat in a section has a horizontal position (seat number) and a vertical position (row number or name).

SCROLL
To move text across a screen.  When the screen is full, the text on the screen moves up (the top portion rolls off the screen) to allow room for the new text.
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SEATING CHART
A representation of the seating arrangement within a facility.  You use a seating chart to show customers where their seats are located.

SEAT NUMBERS
Horizontal positioning of a seat within a section.  See Row.

SEAT STATUS
The classification of a seat.  Examples are:  SOLD, OPEN, HOLD, etc.

SECNAME
The description given to a block of seats that comprise a familiar area of a facility.

SECTION
A specific seating area within a facility.  The section name is printed on the ticket and is used to find the location of the seats within the facility.

SELL MODE
Refers to the “**ORDER??” prompt that appears on the screen when you enter SELL at NEXT??”.

SERVICE CHARGE
A fee charged by Ticketmaster on every ticket sold through the TM Telephone Center or a TM Ticket Center.  This fee is usually non-refundable.

SHOW TIME
A time when the event (performance) starts.

SYSTEM
A combination of computer hardware and software.  In this manual, system, computer system, TM system and TM computer are used interchangeably.

TICKET LIMIT
Maximum number of tickets a customer may purchase from a Ticketmaster Ticket Center.  The ticket limit may not be exceeded without prior authorization from Ticketmaster.

TICKET ORDER
The first letter of a ticket type followed by the number of tickets desired.  If the number of tickets is not specified, the computer assumes it is 1.  If multiple ticket types are required, you may enter the orders on the same line.

TICKET PRICE
Refers to the price for one ticket for a particular event.

TICKET PRINTER
A high-speed machine solely designed to print computerized tickets.

