Glenbrook Players
Front of House
With the introduction of the new online Bookings function and the new ways of booking seats by telephone, Front-of-House procedures will need to be reviewed, stream-lined and followed meticulously.
Front-of-House staff will have to recognise the new procedures and follow them carefully in order to ensure that the new reporting and balancing systems work correctly.
1)
New tickets will be in use - there are three types

a)
Tickets which patrons have printed at home from the online booking facility


A sample accompanies these notes.


These patrons should not approach the box office at all but should present their tickets to the 

ushers for seating.

b)
Tickets collected at the door - these may have been prepaid by credit card or may have to 


be paid for upon collection by the patron


A sample accompanies these notes.


These patrons should go to the box office prepaid window if paid and to the other window 

if not paid.


The tickets will have the patron's name printed on them

c)
Tickets issued by the box office for walk-ins


A sample accompanies these notes.


These patrons need to be allocated seats from the seating plan and have tickets passed to 


them upon payment.


These will be issued from the "To Pay" box office window.


The seat numbers will be written on these tickets by Box Office Staff
2)
Front-of-House staff will deal with patrons as follows.

a)
Patrons with Print-at-Home tickets will go to or be directed to ushers for seating.


No other action or recording is required.

b)
Patrons collecting pre-paid tickets will go to the box office pre-paid window and be asked 

for their name.


Box office staff will locate the patron's name on the Paid Tickets list (alphabetical order of 

surname)  and mark the entry as "Tickets Issued"


These patrons will then be given their tickets from the Prepaid stack of tickets which will be 

ordered in alphabetical order of surname - the name printed on the tickets.


These tickets will be paper-clipped together in groups for each patron.


As sometimes we get multiple groups with the same surname Box Office staff MUST ensure 

that the correct tickets go to the correct patrons. Checking the first name or initial should 


enable this to be done


No Shows are NOT marked on this list.  Prepayment presumes presence. 


No other action or recording is required

c)
Booked unpaid tickets


CARE must be taken here.


Box office staff will locate the patron's name on the Unpaid Tickets list (alphabetical order 

of surname) 


Box Office Staff MUST then


i)
Mark on the Unpaid Tickets list the column "Tickets Issued"


ii)
Obtain payment for the tickets by cash or card.


iii)
Enter on the Unpaid Tickets list the method of payment "Cash"  or  "Card"


iv)
Issue to the patron their tickets




These tickets are issued from the Unpaid stack of tickets which 





will be ordered in alphabetical order of surname - the name printed on the 



tickets.




These tickets will be paper-clipped together in groups for each patron.


As sometimes we get multiple groups with the same surname Box Office staff MUST ensure 

that the correct tickets go to the correct patrons. Checking the first name or initial should 


enable this to be done


After the performance has started the Box Office staff should mark on the Unpaid Tickets 

list any No Shows under the No Shows column


This will assist with reconciliation of cash later

d)
Walkins


CARE must be taken here.


The Box Office staff will either SHOW the patron the box plan pointing out unsold seats and 

letting the patron choose where they wish to sit  OR  select the seats themselves for the 


patron.


In either case the Box Office staff MUST mark off on the plan the seats issued to avoid 


double issue of the seats.


The Box Office staff MUST then


i)
enter on the Walkins Tickets themselves the seats selected




ii)
enter the selected seat numbers on the Walkins tickets list.


iii)
enter the type of tickets on the Walkins tickets list


iv)
enter the amount for the tickets on the Walkins tickets list


v)
take the payment from the patron and mark the method of  payment, "Cash" or 



"Card" on the Walkins Tickets list.


vi)
pass the tickets to the patron.
After the show the Box Office staff should count and cross-check the cash and complete the tally sheet with the totals of cash, cheques (in any) and card receipts
NO unissued tickets are to be destroyed - they must be returned to the Treasurer  with all takings
The box plan must also be returned to the Treasurer  with the takings
All the credit card vouchers (if issued) or the merchant copy dockets from the EFTPOS machine (if used) must also be returned to the Treasurer  with the takings.
The Prepaid Ticket List, the Unpaid Ticket list and the Walkins Ticket list must all be returned to the Treasurer  with the takings.
The checked tally sheet must be returned to the Treasurer  with the takings
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