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ART-REACH

Share the esperience



Greeter Host Ambassadors Step by Step Guide

Arriving and Picking Up Tickets:

1. Arrive to the venue 1 hour before curtain/ show time 

2. Approach the will-call window at the venue and present them with your bright smiley face and the document titled "Ticket Partner Worksheet" 
a. This document associates you with Art-Reach and is the exact same document that the venue was presented with by our Program Manager, Matt Bryan one week prior to the show date. It lists which groups from Art-Reach will attend, their Group Leader for the Day (with cell phone, the number of tickets each group gets and their accessible needs. 
3. Introduce yourself as the Host Ambassador for Art-Reach and request the tickets for the groups listed on the worksheet. 
a. Remember that the Ambassador Program is new; therefore box office personal may not respond to the term "Ambassador" and you may need to explain that you are the Art-Reach representative which is now called a Host Ambassador. 

4. When the box office staff hands you the tickets, please check the tickets to be sure that all accessible seating requirements (such as wheelchair seats) are clearly marked on the tickets
5. If the tickets do not specify which seats are wheelchair seats, you should ask the box office staff for help, so that you can make sure you give the person using a wheelchair the correct ticket. 
6. Also, please be aware that the seats are not always located together because theaters often fill in seats that have not sold. If you are unclear where the seats are, be sure to ask for a seating chart or ask for help in determining where the seats are located. 

a. This is important because a person using a wheelchair or with any disability (not always) often times has a "companion" who helps them navigate the space. When this is the case, the two people need to sit together regardless of if their entire group remains together. 
7. If you identify an oversight with tickets, please address it with the box office (they may ask you to speak with the house manager which will help you.) Generally everyone is helpful and eager to assist in meeting accessible needs, so please remain calm, patient and be sure to be arrive one hour early to allow for these types of "bumps" in the road. 

Greeting and Verifying Art-Reach Groups:

8. Once you obtain tickets, pick a visible spot in which to remain so that you can locate Art-Reach  groups 

9. Included electronically is a word document that has our logo on it, please make this visible so that people can easily identify you as the Art-Reach Ambassador 

a. So that you are aware, currently we are working on a better way for ambassadors to be identified, please stay tuned! 

10. Wait for Art-Reach groups to arrive 

11. When you see groups, you can approach them and ask “Are you with (insert the group name)”? 

a. Groups do not always know who or what Art-Reach is, so you may need to ask them and then match it to your Ticket Partner Worksheet. 

12. When you locate a group or they locate you, please ask for their “Ticket Confirmation Sheet” and verify that the “Trip Leader of the Day” is present. Be sure that the name recorded on all of your documents matches the name they provide. If it does not, please make a note of this in your final report.  

13. If the group does not have their Ticket Confirmation Sheet, then they can not get tickets. All liaisons are fully aware of this policy; please help us uphold it. 
14. When they present you with their Ticket Confirmation Sheet, please verify with the Trip Leader of the Day that their entire group is present and that they brought the same number of people as is listed on the confirmation. 

15. If they brought too few, please remind them that they need to call Stephanie Borton’s cell phone (located on their Ticket Confirmation Sheet) to inform her when their numbers decrease and return the unused tickets to the box office. 

a. If the person acting as the Trip Leader of the Day seems completely confused, it may be because their liaison did not properly impart this information to them. Please make a note of their confusion on your final report and ask them to provide you the name of their liaison. If they don’t know the name, please include this in your report 
16. If they have too many people in their group, please inform them that they can only have the number of tickets for which they originally requested and were approved and that Art-Reach can not provide more. If they choose to do so, they may buy more tickets from the box office at full price if tickets are still available. Please note this is entirely on their own accord and Art-Reach will not reimburse this purchase. 
17. Once you have verified the group’s information, please check them in on your Ticket Partner Worksheet and hand them the tickets
a. At this time you may also point out special features of the venue such as gift shop and restrooms 

18. Remember thru this entire process to be service friendly, welcome them and tell them you are happy they made it, then point them towards the correct theater door and let them know that an usher will help them to their seats. If a Guide Host is available, please let them know to expect this person inside the theater to help them through the experience. 
a. Guide Hosts may not always be present. If this is the case, please let them know that you will be in to sit with the audience shortly and will see them at intermission. 

19. Continue this process until all groups have arrived and are accounted for 
What to do if Groups do not Show up:
20. If it appears that groups are running late or will not show up, please consult your Ticket Partner Worksheet to identify the Trip Leader of the Day and their cell phone number
21. At about 20 minutes to show time, begin calling those Trip Leaders of the Day who appear to be running late
22. If you reach them directly, politely ask where they are and how much more time it will take before they arrive 

23. If you reach a co-worker who is unfamiliar with the trip or Art-Reach, ask if that person (or that person’s supervisor) has any knowledge of a group who is out on a field trip and where they might be
a. Be aware that at times you are actually helping the staff people of member groups identify if/when something is wrong when a group does not show up where they are expected to be this equals GREAT SERVICE!
24. Record all of your findings

25. Once you account for all of the groups, you may proceed into the performance

26. If you can not account for the whereabouts of the groups, you must remain in the lobby for 30 minutes after the performance begins so that if a group arrives late you can greet them, gather facts surrounding what caused them to be late, and accurately record their explanation. 
27. As groups arrive late your role is to politely remind them that they must arrive 45 minutes before the show starts or the theater may not permit them into the performance. You should also calmly explain to them that their lateness disrupts the performance and affects the experience of others. In order to remain respectful of the tickets they are receiving, they should arrive on time. Please inform the group that you must also complete a report for Art-Reach including their lateness.  Please also be sure that they enter the theater only at appropriate times such as after scenes or when the audience is applauding to minimize disrupting the performance.

 Last Steps:

28. Please make any notes you will need in order to accurately complete your final show report. 

29. When the event is over, please obtain a blank “Host Ambassador Event Report” document from the web site, located in the Ambassador Tool Kit or under News and Resources on the web site. 

30. Complete this report, save it as a file on your computer, and email or fax it to the Art-Reach offices at sborton@art-reach.org or 215-568-2116 with in 48 hours of the shows conclusion. 

31. If you have immediate concerns that you feel need to be brought to an Art-Reach staff person’s attention before you complete the report, please call Stephanie Borton’s cell phone at 215-421-2008. 
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