INTERNATIONAL
TICKETING ASSOCIATION

*ITIX A

36TH ANNUAL
CONFERENCE & EXHIBITION

.................... » GO THE EXTRA MILE
January 13-15, 2015 - Hyatt Regency Denver Convention Center * Denver, Colorado

Changing the Syste

Andrew Thomas
Ron Evans
Christina @sterby
Jamie Snelgrove
Adam Rubin






NNNNNNNNNNNNN
IIIIIIIIIIIIIIIIIIII

36TH ANNUAL A
CONFERENCE & EXHIBITION

Price? Financials?
Product?
Jealousy’ People?

WHYDO VENUES CHANGE SYSTEM?



36THANNUALLA\Q DO VENDORS WANT VENUES T¢

CONFERENCE & EXHIBITION CHANGE?

WHICH s BETTER:

RETAINING CURRENT CUSTOMERS Or ACQUIRING NEW CUSTOMERS?
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SATET ANINIIAL WHO LOSES OUT FROM
CONFERENCE & EXHIBITION BAD RELATIONS?

GO THE EXTRA MILE

Venue
Staff
Customers
Promoters

Vendor
No Referral / Reference
Increased Support Strain
Lost a sale / Lost Revenue
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36TH ANNUAL A
CONFERENCE & EXHIBITION

THE 3 KEY PHASES OF THE
RELATIONSHIP
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36TH ANNUAL A—
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GO THE EXTRA MII

1. THE DEAL IS DONE




LINTIX zA\
i p— 2. SUCH A GREAT TEAM
CONFERENCE & EXHIBITION TOG ETH ER

GO THE EXTRA MILE
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TICKETING ASSOCIATION

36TH ANNUAL

N

5. YOU SCREWED MY

CONFERENCE & EXHIBITION SUBSCRIPTION SEASON!

GO THE EXTRA MILE




36TH ANNUAL A

CONFERENCE & EXHIBITION

O THE EXTRA MILE

WHAT IS THE RELATIONSHIP?



TICKETING ASSOCIATION A COMMONBOALS AND GROUN'

36TH ANNUAL
CONFERENCE & EXHIBITION
GO THE EXTRA MILE

Venue Vendor
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36TH ANNUAL A TERMS OF
CONFERENCE&EXHIBITION RELATIONSHIP
Vendor to supply a ticket system or service to

venue
Venue to pay vendor for that service

Venueos NeVedhsdor o0s Nee

A Reliability A Referral
A Availability A Reference
A Usability A Reporting
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36TH ANNUAL 4 A ONE TO ONE
CONFERENCE & EXHIBITION RELATIONSHIP?

) THE EXTRA MILE

Venues have
Staff ( In departments )
Customers & Other Stakeholders

Vd V4 V4

é é &€ . édthersuppliers

Vendors have
Sales
Development/ QA
Support / Account Management
Shareholders / Owners

eeée. eeéeot her cust omer s
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36TH ANNUAL A
CONFERENCE & EXHIBITION

GO THE EXTRA MILE

MORE COMPLICATIONS?

Payment Gateways *

Other Hardware Providers *

Funding Bodies *

Web Designers

IT / Comms / Infrastructure Company
E-marketing solution

Alternate Vendors to the above *
AND THE TICKETING SYSTEM ITSELF



36TH ANNUAL A

CONFERENCE & EXHIBITION

O THE EXTRA MILE

THE VISUAL RELATIONSHIP



Other Yenues

Other Custom @w
I .Wﬂ\
Alternate enmﬂmr Payment

Vermcdin)r I Gateway
1T/
Wﬁaﬁ Yo,

Finance

I I Box Office

Newsletter Existing New Marketing
Software
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36TH ANNUAL A
CONFERENCE & EXHIBITION

multi objective
multi organisation

doomedto fall

THE RELATIONSHIP IS
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3611 ANNUAL A WHY RELATIONSHIPS ARE
CONFERENCE & EXHIBITION DOOMED’)

Theydre I ncredibly
Unfair expectations from the Start

Changing landscapes / Different
faces
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36TH ANNUAL A

INTERNATIONAL

CONFERENCE & EXHIBITION

............. GO THE EXTRA MILE

VENDORS DONOT H
THEMSELVES

A Little Disclaimer First : the following
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. Itdés just used to set the s
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S AR //\ COMPLETELY TRUE?

CONFERENCE & EXHIBITION

GO THE EXTRA MILE

OAs a fairly o6youngo |
looking for a complete solution that not only

met our current needs, but would grow and
evolve with us. We felt that with

*ekkkkkkk 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 ar
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36TH ANNUAL A
CONFERENCE & EXHIBITION

MORE REALISTIC?

O0As ayotingdl rbloyx 06oyfofuincged wboe
get anything elseamaat fiioomoow 1 das SygEdem ags

It was crap,we wet ourselvestiiaatwitith

FrRRERRERE We were getting viewidrorincsseateal

after all that will malke ws milions thiesssaesgyy
sal d we werandsweuaolidl b
lighthouse client, iauttHeel éttaamact dobechomesst |
have seen a job at ***** thhaal hmyghyoddorsso
not sure whowilldee | toxdkdinop adfearadl ltthssaoomee
negtxnbntdno nt h o
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o ANNUALLA\ WHAT DOES THAT SHOW?

CONFERENCE & EXHIBITION

GO THE EXTRA MILE

Emotional Language
Ignorance of Realityp b | | d 0 |
Subjective behaviour

Lack of Oversig

uity

No Contin

ng a system?



36TH ANNUAL A

CONFERENCE & EXHIBITION
csesesssasessssessssp» GO THE EXTRA MILE

VENUES DONOT HE
THEMSELVES
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36TH ANNUAL l\

CONFERENCE & EXHIBITION
3 = EXTRA MILE

GO THE EXTR

| TOS NOT ME,

A lcalledyouin....
A You donodt
A XYZ theatre sa
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36TH ANNUAL

WOULD WE END OUR PERSON

CONFERENCE&EXHIBITION RELATIONSHIPS?

Do T Po T Ix

Your partner failed to return a call
He never took you to Ballet
Your friend recommended his friend?

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

You saw someone on the metro?



36TH ANNUAL A THE NIGHTMARE
CONFERENCE & EXFIBITION CUSTOMER

Phonecloggers

Single knowledge holders
| was told it Is your issue
SHéee. |l . T.



CONFERENCE & EXHIBITION
GO THE EXTRA MILE

CAN WE SIMPLIFY THE
RELATIONSHIP?



ManagedsService=Level \endar Responsibilities
IT / Comms Payment'Gateway Web Dev

- Pricing Tools and Rules

Dev//QA Sales Support
N 8§ /7

Other Customers Other Yenues

Marketing Finance

Box Office



