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What to do in unexpected situations:

In all unexpected situations your first course of action is to REMAIN CALM.

1. I get to the venue on time and find that the tickets are not yet ready for me to pick up.

· REMAIN CALM

· Find out if the venue has the paperwork from Art-Reach and if it is currently being completed

· If it is not, ask to speak to the box office manager (BOM) or house manager (HM)

· Explain who you are, your role, and display your paperwork

· Ask if the BOM or HM is in possession of the same paperwork you have

· Point out the venue contact name of the person who pledged the tickets

· Ask if the situation can be rectified in anyway prior to the members arriving

· Offer to call the full-time Art-Reach staff person on-call or

· Report this information back to Art-Reach the next weekday following the event

2. I get to the venue and find that the accessibility needs are not met

· REMAIN CALM

· Find out if the venue has the paperwork from Art-Reach and if the needs are currently being completed

· If they are not, ask to speak to the house manager (HM)

· Explain who you are, your role, your concern, and display your paperwork 

· Ask if the HM is in possession of the same paperwork you have

· Point out the venue contact name of the person who pledged the tickets

· Ask if the situation can be rectified in anyway prior to the members arriving

· Offer to call the full-time Art-Reach staff person on-call or 

· Report this information back to Art-Reach the next weekday following the event

3. I get to the venue and get a call from a group that they will not be able to attend

· REMAIN CALM

· Thank the group leader for calling

· Inform the group leader that they will still be charged for the tickets because it is a last minute cancellation, but that they followed procedure and will not be marked as a “no-show”

· If the member has questions, invite them to call an Art-Reach staff person to follow up the following business day

· Inform the box office and return the unused tickets so they can sell them at will-call

· NEVER OFFER UNUSED TICKETS TO FOLKS NOT IN ART-REACH as it is in violation of the Arts Partner agreement. RESELLING ANY TICKETS WILL AUTOMATICALLY RESULT IN TERMINATION FROM THE AMBASSADOR PROGRAM.

· Report this information back to Art-Reach the next weekday following the event

4. I get to a venue and only part of a group arrives to use their tickets. The other people have not shown. 

· REMAIN CALM

· Thank the group leader for coming

· Ask if everyone is present or if some are running late and yet to arrive

· Inform the group leader that they will still be charged for the tickets because it is a last minute cancellation, and that the absence will count as a “no-show” at least until it is assessed by a full time Art-Reach staff member

· If the member has questions, invite them to call an Art-Reach staff person to follow up the following business day

· Inform the box office and return the unused tickets so they can sell them at will-call

· NEVER GIVE UNUSED TICKETS TO FOLKS NOT IN ART-REACH as it is in violation of the Arts Partner agreement. RESELLING ANY TICKETS WILL AUTOMATICALLY RESULT IN TERMINATION FROM THE AMBASSADOR PROGRAM.

· Report this information back to Art-Reach the next weekday following the event

5. I get to the venue and a group has more people with them than what they are signed up to have.

· REMAIN CALM

· Recheck your paperwork

· Check their paperwork against yours to see if it is an Art-Reach error

· If it is an Art-Reach error, talk to the box office to speak on their behalf in order to try and acquire the necessary amount of tickets

· Apologize to the member and box office for confusion

· Assure the box office that you will communicate this to Art-Reach and have them call to offer an explanation

· Thank the member and box office for being patient, helpful, and accommodating

· If it is not Art-Reach’s error, politely inform them that their paperwork only allows for a specific number of people to attend the show and that they can not get more tickets from Art-Reach

· Offer that they may, if available, purchase last minute tickets at the box office

· Report this information back to Art-Reach the next weekday following the event

6. I get to the venue and a group tries to pay me for the tickets

· REMAIN CALM

· Inform the group that you are not authorized to accept payment on Art-Reach’s behalf and that common practice dictates that they will be billed after the event

· Their only concern the evening of the show is to enjoy themselves

7. I get to the venue and find that a group beat me to the location and already picked up their tickets

· REMAIN CALM

· Pick up the remainder of the tickets

· Hand them out to the other groups

· Check in with the group who took all of the tickets during intermission, kindly inform them how to acquire tickets the correct way. 

· Report this information back to Art-Reach the next weekday following the event

8. I get to the venue and find that a group beat me to the location and took all of the tickets

· REMAIN CALM

· Inform the box office you are there so they can inform other groups

· Attempt to find the group to recover the tickets

· If you can not find them, ask for the box office manager or house manager’s help in finding the folks or to issue your other groups different seats

· Check in with the group who took all of the tickets during intermission, kindly inform them how to acquire tickets the correct way. 

· Report this information back to Art-Reach the next weekday following the event

9. I get to the venue and get a frantic call from a member that is completely lost.

· REMAIN CALM

· Assure the member that you are there to help them and that they are not alone

· Try to give them better directions or find someone who can help (HM or ambassador at venue)

· Ask them to remain in contact with you

· Tell them you will remain in the lobby with their tickets for 30 minutes after the show starts and then you will give the tickets to the box office so they can pick them up there.

· Greet the group within 30 minutes

· Help them find their seats or explain that they need to wait to be admitted according to house rules. 

· Report this information back to Art-Reach the next weekday following the event

10. I encounter an emergency and can not get to the venue to volunteer

· REMAIN CALM

· Call the box office to inform them of this and let them know that you will call all group leaders and instruct that they pick their tickets up directly from the box office. 

· Caution the box office to only allow each group to take the number of tickets for which they signed up in order to avoid confusion

· Apologize for creating confusion

· Call the Art-Reach member agency group leaders

· Give them the same explanation and instruction

· Apologize for creating confusion

· Report this information back to Art-Reach the next weekday following the event

11. I sit next to a member who will not remain quiet or sit still

· REMAIN CALM

· Quietly ask the member to discontinue the behavior

· Explain why this is important during intermission

· If their behavior persists warn them that you will ask them to leave

· Follow through

· Report this information back to Art-Reach the next weekday following the event

12. I sit next to my group and we are seated next to intolerant patrons

· REMAIN CALM

· Politely ask the patrons to remain from embarrassing your group

· Attempt to explain to them who and what Art-Reach is at the intermission

· If their behavior persists, please advocate for your group by asking a house staff person for assistance

· Report this information back to Art-Reach the next weekday following the event

13. I call a member who is late and incommunicado and get a staff member on the phone that is unaware of a trip or the person I am trying to reach. 

· REMAIN CALM

· Ask for the staff person’s name

· Ask if there is another staff member you can talk with – perhaps a supervisor

· Ask the supervisor or original contact to relay to your group leader that the group will still be charged, that they will get a call from a full time staff member the following weekday, that their absence counts as a “no show” until the Programming Department assesses the situation, and that you (the host ambassador) will be available to help the group for 30 minutes and then you will return their tickets to the box office and if they do arrive late they can attempt to pick them up on their own.  

· Mark what time you called and who you spoke with

· Wait 30 minutes before entering the auditorium

· Report this information back to Art-Reach the next weekday following the event

14. I call a member who is running late and incommunicado and get a staff member who tells me that the group is definitely not coming to the performance. 

· REMAIN CALM

· Ask for the staff person’s name

· Ask them to verify how they know this information

· Ask them to relay to your contact name that the group will still be charged, that they will get a call from a full time staff member the following weekday, that their absence counts as a no show until the Programming Department assesses the situation, and that based on your phone call you (the host ambassador) will be in the audience attending the show and unavailable to assist them should they arrive late.

· Inform the contact that you will return their tickets to the box office and if they do arrive late they can attempt to pick them up on their own

· Mark what time you called and who you spoke with

· Report this information back to Art-Reach the next weekday following the event
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