
Changing the System or the Relationship? 





WHY DO VENUES CHANGE SYSTEM?  

Price? 
Product? 

People? 

Financials? 

Jealousy? 



DO VENDORS WANT VENUES TO 

CHANGE? 



WHO LOSES OUT FROM 

BAD RELATIONS? 

Venue 
ÁStaff 
ÁCustomers 
ÁPromoters 

Vendor 
ÁNo Referral / Reference 
ÁIncreased Support Strain 
ÁLost a sale / Lost Revenue 

 



THE 3 KEY PHASES OF THE 

RELATIONSHIP  



1. THE DEAL IS DONE 



2. SUCH A GREAT TEAM 

TOGETHER 



5. YOU SCREWED MY 

SUBSCRIPTION SEASON! 



WHAT IS THE RELATIONSHIP? 



COMMON GOALS AND GROUNDS 

Venue Vendor 



TERMS OF 

RELATIONSHIP 

Vendor to supply a ticket system or service to 

venue 

Venue to pay vendor for that service 

Venueõs Needs 

ÅReliability 

ÅAvailability 

ÅUsability 

 

ÅReferral 

ÅReference 

ÅReporting 

 

Vendorõs Needs 



A ONE TO ONE 

RELATIONSHIP? 

Venues have 

ÁStaff ( in departments ) 

ÁCustomers & Other Stakeholders  

Áééé.éééother suppliers 

Vendors have 

ÁSales 

ÁDevelopment/ QA 

ÁSupport / Account Management 

ÁShareholders / Owners 

Áééé.éééother customers 

 



MORE COMPLICATIONS? 

Payment Gateways * 

Other Hardware Providers * 

Funding Bodies * 

Web Designers 

IT / Comms / Infrastructure Company 

E-marketing solution 

Alternate Vendors to the above * 
ÁAND THE TICKETING SYSTEM ITSELF 

 



THE VISUAL RELATIONSHIP 



Venue 

Vendor 

Staff 

Dev / QA Sales Support 

Box Office 

Finance 

Existing Marketing New 

Alternate 
Vendor 

Web Dev 

Payment 
Gateway 

IT /  
Comms 

Other Customers Other Venues 

Newsletter 
Software 

Customers 



THE RELATIONSHIP IS 

multi organisation 

multi objective 

doomed to fail 



WHY RELATIONSHIPS ARE 

DOOMED? 

Theyõre Incredibly Complex 

Unfair expectations from the Start 

Changing landscapes / Different 

faces 



VENDORS DONôT HELP 

THEMSELVES 
A Little Disclaimer First : the following quote is taken from a vendorõs website, if you 

recognise the quote, recognise too that this quote is being used to talk about the emotion 

we experience in selecting new systems, hopes, dreams, goals and ambitions, NOT the 

company whose site it came from, the system itself, its staff, motives, functionality on 

anything else. Itõs just used to set the scene in this discussion 



COMPLETELY TRUE? 

òAs a fairly ôyoungõ box office we were 
looking for a complete solution that not only 
met our current needs, but would grow and 
evolve with us. We felt that with 
********* we were not just a customer, 
but we also were getting a partner that was 
committed to improvement and innovation 
just as much as we areó 
 



òAs a fairly ôyoungõ box office we were happy to 
get anything else apart from our last system, as 
it was crap, we wet ourselves that with 
********* we were getting view from seat, 
after all that will make us millions, the sales guy 
said we were ôspecialõ and would be a 
lighthouse client, but he left and to be honest I 
have seen a job at ***** that I might go for, so 
not sure who will be looking after all this come 
next monthó 
 

MORE REALISTIC? 

òAs a fairly ôyoungõ box office we were happy to 
get anything else apart from our last system, as 
it was crap, we wet ourselves that with 
********* we were getting view from seat, 
after all that will make us millions, the sales guy 
said we were ôspecialõ and would be a 
lighthouse client, but he left and to be honest I 
have seen a job at ***** that I might go for, so 
not sure who will be looking after all this come 
next monthó 
 



WHAT DOES THAT SHOW? 

Emotional Language 

Ignorance of Reality ð blinded by ôloveõ? 

Subjective behaviour  

Lack of Oversight 

No Continuity 

ôSoldõ 

Their first time selecting a system? 



VENUES DONôT HELP 

THEMSELVES 



ITõS NOT ME, ITõS YOU! 

Å I called you in . . . .  

Å You donõt do . . . . 

Å XYZ theatre say they really like . . .  

Å My new marketing manager says . . .  

Å I have seen . . .  

Å I want more functionality at no cost 
 

 



WOULD WE END OUR PERSONAL 

RELATIONSHIPS? 

Å Your partner failed to return a call  

Å He never took you to Ballet 

Å Your friend recommended his friend? 

Å Your new colleague told you how 
amazing her last partner was? 

Å You saw someone on the metro? 
 

 



THE NIGHTMARE 

CUSTOMER? 

Phone cloggers 

Single knowledge holders 

I was told it is your issue 

SHééé.I.T. 
 



CAN WE SIMPLIFY THE 

RELATIONSHIP? 



Business  
Champion 

Dev / QA Sales Support 

Box Office 

Finance Marketing 

Web Dev Payment Gateway IT / Comms 

Other Customers Other Venues Business  
Champion 

Managed Service Level Vendor Responsibilities 

EPOS Pricing Tools and Rules 


