WOODSTOCK OPERA HOUSE

USHER INFORMATION SHEET

Welcome to the Woodstock Opera House.  We appreciate your interest in volunteering to become an usher.  Please read this information sheet so that you will understand the usher requirements, house rules and your responsibilities. Safety, security and the comfort of the audience is the primary responsibility and major concern of the House Manager and the ushers before, during and after the performance.

Qualities looked for in our usher staff includes; suitable attire (black pants and a white button down shirt); dependability; punctuality; an ability to listen and absorb directions; a pleasant demeanor; an awareness of what is going on around you; and in general common sense.

REQUIREMENTS AND RESPONSIBILITIES:
The House Manager is your supervisor while on duty.  All ushers are expected to arrive one (1) hour before the scheduled curtain time of the performance to review the layout of the auditorium and to be given a brief training session.  Upon arriving, all ushers should assemble in the auditorium outer lobby (second floor) and sign-in with the House Manager.  
Ushers will be assigned positions to either the main floor, balcony (note requires stair climbing), as an elevator operator or a ticket taker.  You will also be assigned a position to monitor at intermission and this position will additionally serve as your station during any emergency situation. You will be provided with an identifying usher badge and flashlight.  It is incumbent upon you to return these items to the proper container before leaving the Opera House.  The House Manager will require you to initial on the sign-in sheet your return of flashlights and identification badges.
Your duties may include some or all of the following: 
· seating patrons in the seats for which they reserved
· monitoring the audience for inappropriate behavior 
· handing out programs, flyers or other information resources

· checking or scanning tickets for the correct date and performance time
· monitoring emergency exits, stairwells, lobby and backstage access areas
· preventing food or drink from entering the auditorium

· picking up debris from the auditorium (latex gloves are provided)
· providing general information and excellent customer service to all patrons

Upon the completion of your duties, the House Manager may provide you with a stipend for your work.

Resolving Conflict with Patrons
In the event you are confronted with a situation involving rude, unruly or inappropriate behavior by one or more patrons, you are expected to politely, but firmly, caution them against their actions. It is the duty of the usher to inform not reprimand patrons.  Simply explain House policy as dictated below.  If the situation continues to be a problem, inform the House Manager immediately and they will resolve the conflict.  

If you believe a Patron to be incapacitated or under the influence of any mind altering substance (including alcohol etc.) do not confront the patron but inform the House Manager immediately. 
It is the House Manager’s responsibility to decide if a patron is to be removed from the auditorium.

DURING THE PERFORMANCE
Ushers may take an empty back or side seat (if available), 1/2 hour into the performance if it will not disturb the audience.  However, the center doors of the main floor must be monitored at all times for people wishing to leave the auditorium.  These people should be directed to the side rear door to minimize the lobby light leaking into the auditorium. Remember, you are on duty throughout the entire performance and must maintain proper awareness of what is happening around you.  Seeing the show is secondary to your duties as an usher.  

HOUSE RULES TO BE INFORCED:
1) No food or beverage of any kind may be brought into the auditorium.

2) State law strictly prohibits smoking.  Patrons may smoke outside the building.

3) No animals are permitted in the building.  Service dogs will be handled on an individual basis (House Manager’s decision is final).

4) Temporary or permanent seating is not permitted on the stage, stage wings, auditorium aisles, or on balcony stairs.  

5) Latecomers will be seated at an appropriate pause or break in the program as decided by the House Manager.

6) The Opera House is open to Patrons of all ages.  However, it is incumbent on parents to monitor the behavior of their children.  If any child causes a disturbance, they may be asked to leave by the House Manager.  All patrons need a ticket regardless of their age.

7) The taking of photographs and the possession and/or use of audio, video or recording devices of any type during a performance is strictly prohibited.  The House Manager will inform you of any exceptions.

8) Any audience member who disturbs the rest of the audience, i.e., loud, rude, profane or under the obvious influence of alcohol or any illegal substance should be reported to the House Manager who will then arrange for their removal.

9) Patrons with special needs should be seated first when possible. The Box Office will work with the House Manager to arrange appropriate seating locations.  Aisles must not be blocked by wheelchairs, walkers, canes or other obstructions etc.
10) Use common sense in all of the above House Rules.  Inform the House Manager immediately if there are any problems.

In the event of an emergency:

It is the duty of all ushers to monitor for and assist with emergency situations including fire, severe weather, power outages, bomb threats or any other situation that would put patrons in jeopardy.  In the event of an emergency please apply the following rules of operation:

1. Contact the House Manager or a Woodstock Opera House employee 

2. Maintain crowd control
3. If the House Manager or staff deems it necessary you may be asked to call 911.  Telephones are available in the House Manager Closet at the bottom of the main stairway, the Stage Left Café, Box Office and Lighting booth in the balcony.  You must dial the number 8 first to get an external line.
4. In medical emergencies do not move a Patron if you suspect Back, Neck or Head injuries

In the case of any emergency, the ushers will work under the authority of the House Manager until appropriate EMT, fire or police arrive on the scene to take charge.  
Evacuation Procedures

In the event that an emergency requires the evacuation of the auditorium or building, the House Manager will have previously instructed the ushers as to where they should be located in the auditorium or theatre to assist in safely evacuating the audience in an orderly and timely manner. 
Remember:

· Stay at your station unless otherwise directed

· Maintain calm and order to the best of your ability

· Assist Patrons who are less mobile to wait in a safe area until more able bodied Patrons are evacuated and the exit routes are clear and then assist in evacuating them from the building

· Do not use the elevators unless instructed to

· Once the auditorium/front of house is clear exit the building

· Assist in directing patrons to exterior safe staging areas either the Square Park or the lawn in front of City Hall

Power Outages
In the event of a power outage in the auditorium, please remain calm.  The audience will be evacuated to the interior lobby/Community room if power is not restored within five minutes.  Exercise extreme caution when moving patrons in the dark.  In the event that power is not restored within ½ hour of an outage the performance will be cancelled.
BE RESPONISIBLE

If an usher is constantly late, absent, or fails to follow the rules listed here the House Manager will request their name be removed from the Opera House Usher List.  If you cannot fulfill your obligation to usher, it is important that you notify the Box Office or the House Manager as soon as possible.  A minimum of twenty-four hours prior notification is preferred.  It is extremely difficult to replace ushers at the last minute and puts a burden on the remaining usher staff.

Being an usher at the Opera House is a great responsibility but also something you can take pride in and enjoy.  Without your assistance the theatre would not be able to function.  Your efforts are an integral part of our success and part of a legacy extending back for more than a century.  If you have any additional questions or comments about ushering, please don’t hesitate to contact the Box Office Manager or House Managers and they will be happy to help you further.  
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