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Welcome

Welcome to the 2011-2012 San Diego Symphony Hall volunteer orientation as we celebrate the
Symphony's Centennial anniversary! Our hundreds of volunteers play a key role in ensuring quality
customer service and a satisfying concert-going experience. This packet will provide you with the following
important information to ensure you are properly trained and prepared to be helpful, courteous, and kind to
each other and all our guests:

= Usher requirements,
= Symphony Hall policies and procedures, and
= San Diego Symphony information

Usher scheduling for all San Diego Symphony concerts is coordinated by designated usher captains while
most rental events are open to ushers to sign up directly. For those who have internet access you also have
the opportunity to manage your usher schedule online, place yourself on Waiting Lists, and even sign up
online for a variety of rental events, as available.

To highlight key points to remember, we have summarized "the ushering essentials" in the back of this
document, both for ushers and floor captains.

Important Contact Information

Symphony Hall Usher Program gkutchins@sandiegosymphony.org
Usher Website http://sdusher.org
San Diego Symphony Usher Schedule Usher Captain or http:/sdusher.org
Rental Event Usher Schedule http://sdusher.org

Paramount to the San Diego Symphony volunteer program is customer service, professionalism, and
sensitivity to the public’s safety needs and concerns. We hope you will enjoy your commitment in support
of this precious San Diego cultural resource.

George Kutchins Dennis Legg
House Manager Director of Facility Operations
(858) 566-9780 (M-F between 9 am-5 pm only) (619) 615-3916
gkutchins@sandiegosymphony.org dlegg@sandiegosymphony.org
San Diego Symphony
1245 Tt Avenue

San Diego, CA 92101
Administration Telephone: (619) 235-0800
Box Office Telephone: (619) 235-0804

www.sandiegosymphony.com
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Keys to

Seamless, Exceptional, Customer Service

How

What is Important |

Why

Smile

= Positive Environment = Show Empathy / Enthusiasm
= Patron Retention/Expansion | = Be Accessible / Helpful / Nice
People = Usher Retention/Expansion | = Be Proactive
= Minimizes Stress = Follow the Golden Rule
= Creates Sense of = Proper Etiquette
Community = Exhibit Graciousness

= Encourage Patrons to Return
= Ask Questions of Management
= Actively Listen at the Usher

= Efficiency Briefings

Communication

Shows We Are Proactive
Instills Teamwork

Talk to Ushers Working Same
Location
Process Usher Handbook

Information
= Consistency = Understand the Usher Handbook
Knowledge = Confidence = Take Ownership
= Enhances Safety =  Communicate
= Looks Professional = Adhere to Usher Dress Code
. . = Differentiates Ushers From | = Follow Policies & Procedures
Uniformity Patrons = Work Together / Teamwork
= Promotes Positive Image = Take Turns
= Adhere to Policies & Procedures
B} = Implement Backstage Policy
] i\r/%r:joﬁagliﬁf}lth = Use Flashlight Correctly
Safety - Maintain Security * Do Whatis Reasonably Expected
= Keep aisles clear
= Pay Attention
= Communicate
: = Seat Only at Designated Times
= Enjoyment Y .
: = Minimize Disruptions
" Entertainment = Follow Policies & Procedures
The Event / = Respect to the Artists .
“ . ” = Be Flexible
The “Experience” | = Respect to the Patrons .
= Be the Solution
= Respect to Each Other
. = Use Proper Judgment
= Respect to the Surroundings :
= Communicate

San Diego Symphony Hall 2011-12 Usher & Floor Captain Handbook



Maintaining Our High Standards of Excellence

In terms of maintaining our high standards of excellence within the ushering program, below are some
gentle reminders that necessitate adherence from every volunteer usher. All of us working together toward
the common goal will catapult us to be the best “front of house” theater experience in San Diego. We hope
the listed reminders will keep us on the right track to build the highest caliber customer service possible:

1. “A Happy Face” - Please remember to smile when on duty. A *happy face” brightens the concert-
going experience and creates a positive atmosphere.

2. “DoorlAisle Efficiency” - No more than two ushers should be at the lobby aisle doors at any one time
— one usher on either side of the door facing the public — do not stand and block ingress/egress.

3. “Clusters Last Stand” - Please avoid “clustering” together, be it before the show, when seated, at
intermission, or after the concert. We need ushers to remain in their assigned positions with their
focus on assisting our patrons — during the concert when taking a seat attempt to find a seat on the
aisle. Once the theater opens, more than two ushers standing together gives the impression that our
focus is not on our guests.

4. “Thou Shall Not Move During the Music” - As a reminder there should be no seating of ushers,
patrons, or staff during music unless specifically requested by the house manager.

5. “Invisibility is a Virtue” — If you are assigned to sit in one of the black chairs at one of the five Grand
Tier-Mezzanine-Balcony entry points, please check with the house manager and floor captain to
ensure you clearly know where to place your chair, where to hold patrons who enter the chamber, and
where to stand at intermission and after the concert.

6. “Prop Those Doors” — The ushers, not patrons, should be the first ones to hold open the doors, even
if people leave the chamber during the music or during applause before the house lights come up.
Although we want to try to keep the doors closed until the lights come up, we need to assist those who
want to depart early.

7. “I Know the Seating Like the Back of My Hand” — Of prime import is knowing where to direct our
guests correctly and quickly. If you need seating charts or other assistance please inform your floor
captain. Come prepared.

8. “Where Can | Wet My Whistle & Gain Nourishment?” - If you get hungry or thirsty please consume
food and drink inside the office or usher room. If you need bottled water, please hide it from view and
drink discreetly.

9. “Stand at Attention / Eyes Wide Open” — Before the concert, at intermission, and after the concert
all ushers should be standing at attention, smiling, and focused on maintaining eye contact with our
guests. Be alert and aware of your surroundings at all times. We want you to be the first on the scene
if patrons need assistance or there is an accident. Let house management know immediately as to
any maintenance or customer service issues that need to be addressed.

10. “Lights, Music, Action!” — Our queue to close the aisle doors is when the chamber lights go down
(darker = close doors, lighter = open doors)

11. “Softness” - If you need to get someone’s attention please do so by approaching from the front with
a nice expression, soft voice, calm demeanor, and elegant mannerisms. You are the host in this large
home of ours.

12. “We Take Pride to be the Best” - Yes, all of you are part of the artistic experience. Our devotion to
excellent customer service provides the best compliment to the glorious musical experience emanating
from the stage. Think of Symphony Hall as your home — our patrons are your guests and you want
them to leave happy, content, and reinvigorated.
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Usher Scheduling

All San Diego Symphony concerts are scheduled through usher captains. Experienced San Diego Symphony
ushers are affiliated with one usher team. For non-Symphony rental events at Symphony Hall volunteers have
an extremely powerful tool in a dedicated usher website to sign up for events. The website can either be
accessed directly (http://sdusher.org) or by clicking on the “Volunteer” link at the bottom of the San Diego
Symphony main webpage (www.sandiegosymphony.com). Using a username and password you will be
able to sign up for select events online, put yourself on waiting lists for events of interest, view the calendar of
future events, manage your usher schedule, change personal contact information, access interesting links,
and download useful information. You must receive a username and password before you can make full
use of the site. It is your responsibility to register on the website and manage your information. Our
webmaster can be contacted at webmaster@sdusher.org.

Your Usher Website: http://sdusher.org

Usher Webpage  Contents / Purpose

Home Page Gateway to valuable information on our usher program, from checking the calendar
of upcoming events, logging in and signing up for shows, checking your account,
seeking answers to frequently asked questions, or linking to other arts-related
websites. Once you register on-line, you will receive a username and password
to login and utilize the site. Keep this information in a safe place. Your username
and password will always be included at the end of all e-mails we send to you.
About Us General overview of usher program and links to usher handbooks

Calendar of Events | Chronological listing of all future events with usher call times at Symphony Hall or
the Summer Pops site which will require volunteer ushers. Information listed
includes day of week, venue, and usher call time.

FAQ Answers to frequently asked questions about the usher program and this website.
Links Links to websites of other cultural organizations which may be of interest to ushers
My Account The place to find all your personal records. Go here to update your personal
information, view your schedule, and remove yourself from events or waiting lists.
Sign-Up Use this page to sign-up for upcoming rental events. Events that are already on

your schedule will not appear on the "Sign Up" page. So, if you check a box to sign
up for a concert and submit the page, you won't see that concert when the page
reappears. However, if you go to the "My Account" page immediately you will see
the concert there.

Hall Handbook Download the latest usher handbook for Symphony Hall.

Summer Pops Download the latest usher handbook for outdoor summer venue at Embarcadero
Handbook Marina Park South.

Waiting List For any event that you can't sign up for on the "Sign Up" page you can express

your interest in helping with that event by placing yourself on its waiting list. This is
also a way you inform your captain for which Symphony events you would like to
be scheduled. After you put yourself on the waiting list for an event, that event will
disappear from the "Waiting List" page. In other words the "Sign Up" page and the
"Waiting List" page that you see are personally tailored to your situation. You need
to go the "My Account" page to see those events for which you are scheduled and
for which you are on the waiting list. None of the events that you see on your "My
Account" page will appear on your "Sign Up" or "Waiting List" pages.
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Step-By-Step Instructions - How to Use the Usher Website

Step 1

Access the Symphony Usher website: http://sdusher.org

Step 2

Log In: Enter your username and password

Step 3

To Sign Up: Click on the “Sign Up” link (left side of website page)
Scroll to event(s) for which you wish to usher
Sign up by checking off box on left opposite event(s) of interest
Scroll to bottom of “Sign Up” page and click Submit button
If you forget to Submit, your request will not be processed
If comment next to event apprises you to go to “Waiting List,” please do so and follow
directions in Step 5

Step 4

Click on “My Account” to verify that your requests for shows have been acknowledged and are now listed
accordingly. This page will delineate between those shows you are confirmed to work “My Schedule” and
those for which you are on standby “My Waiting List.”

Step 5

Waiting List: The Waiting List is used when you cannot sign up for shows directly but want to
express your desire to work the event. If you are shifted from the “My Waiting List” to
“My Schedule” you will receive an e-mail confirmation of this change as well as
change of status on the “My Account” page. Due to the current unreliability with the
website's automatic e-mail reminder system, always verify your schedule by visiting
the "My Account" page.

Step 6

Cancel/Remove: Access “My Account’, click the box next to the event to be cancelled, go to the bottom
of the page, and click Submit. Once cancelled, the event will no longer appear on
‘My Account.” Remember, if you do not Submit, your name will appear on the roster
for that event. After three “No Shows” you will be removed from the ushering list.

Helpful Tips

Changing Your Password:  You can feel free to replace that 5 digit number with any string of up to 10

alphanumeric characters by making this change in the “My Account”
page.

Retrieving a Lost Password:  Get your password emailed to you immediately by going to the "Login"

page, click on the "Send Login Information" button, provide your first
name and email address, and hit the "Send Info" button.

Verifying Your Schedule: Due to the current unreliability with the website's automatic e-mail

reminder system, always verify your schedule by visiting the "My Account"
page.

Changes to Your Account:  You will receive an e-mail notice if anything changed in your account due

to your own activity or changes made by a captain or the website
administrator. Your daily summary will include a list of events added to
your schedule, events cancelled, new waiting lists, and your personal
information.  If you see anything in any of these summaries that isn't
right, please log in and fix the error as soon as possible.

Important for Accountability: If you were scheduled through your captain but need to cancel, please do
so with as much advanced notice as possible through that captain. Also, whether you are signed up or

are on the Waiting List, please cancel through the website as soon as possible. Cancellations and

unexcused absences must be kept to a minimum. Excessive absences will be cause for dismissal.
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Volunteer Opportunities

Floor Captains v Elevator Operator & Reception Area Monitor
Ushers v Symphony Towers Lobby/Red Carpet Greeter
Ticket Takers v Gift Shop

Stage Door Access (Aisles 1 and 6) v Revelle Room

Floor Captains

One usher captain will be assigned to both the lower and upper levels and responsible for managing these
ushers and front-of-house coordination with patrons during each event.

v

v

v

Wear and operate radio to communicate with house manager and staff.
After the usher pre-event briefing assign specific duties or assignments, as required.

Ensure ushers know their assigned tasks. If not, please explain the duties and coordinate with house
manager for applicable seating charts, aids, etc.

Assign someone to monitor the concessions line at each bar at intermission (traffic flow should be
angled at a 45 degree angle to ensure there is more space to access the lobby areas).

Monitor that restrooms, lobbies, and audience chamber are tidy and clean.

Ensure ushers are in place so lobbies can open up on time.

Communicate with house manager on approval to open the chamber, close the aisle doors, etc.
Communicate any maintenance requirements immediately to house staff.

Coordinate immediately with house manager regarding ticketing issues, emergency procedures,
sensitive patron interface, or situations requiring medical assistance.

Before the concert assign late seating hold usher rotation in lobbies/at aisles.

Ensure lobby doors are closed and appropriate ushers are seated when house lights dim.
Monitor late seating hold and subsequent seating.

Coordinate throughout performance with house manager, as needed.

Ensure all ushers locations are staffed during the concert, at intermission, and after the concert.
Monitor that the chamber and lobby area is clear of patrons before dismissing ushers.

Turn in all lost and found articles along with location to house management.

Brief house manager on any items for inclusion in performance report before departure.

Note: More details on Floor Captain duties are highlighted at the back of this
handbook.
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Ushers
Ushers are responsible for having a full understanding of the operating policies and house rules, including:

v Working under the Usher Captain, Floor Captain, and House Manager,

v Monitoring and maximizing safety at all times,

v Knowing entire seating layout to escort patrons to appropriate section and seat,

v Being attentive to the Usher Captains in the assigned area,

v Playing chimes before the concert/at intermission to forewarn patrons that intermission is ending,
v Having the ability to meet the public with courtesy and enthusiasm,

v Following written procedures as specified in all material distributed,

v Helping stuff programs prior to concerts, if needed,

v Seating patrons in an efficient and non-disruptive manner,

v Assisting with late seating requirements,

v Monitoring their designated area during all performances,

v Having a total understanding of emergency procedures,

v Distributing programs in an assigned area,

v Being easily accessible during the concert whenever needed,

v Monitoring the lobbies during all performances,

v Verifying no food or beverages (except for bottled water) are brought into the chamber,

v Monitoring that bar/concessions lines are angled away from center of lobby

No seating is allowed at any time during music (this includes

EVERYONE - ushers, staff, patrons, Board members, etc.)

Important Notes to Ushers

1. Once the program has begun, one usher is required in the lobbies at each
aisle door keeping patrons from entering audience chamber until the
designated late seating interval as described in the pre-performance
briefing.

2. Please sit within two rows of an exit door except in balcony where ushers
need to remain at the exit doors throughout the performance.

3. No ushers are to sit in the Grand Tier.
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Ticket Takers at Aisle Doors

v" Place yourself opposite the usher handing out programs at your assigned closed aisle door. For the stairs
leading to the balcony, stand with programs in hand in the upper lobby at the base of the stairwell.

v Only open the aisle doors when indicated by either the House Manager or Floor Captain

v When checking tickets determine that the patron is at the correct aisle, based on the seat number, and
then send the patron inside to the ushers for seating. Please note that indicating the row and seat
number is not necessary and delays the flow of patrons into the audience chamber.

v’ Atintermission, return to your original position and remain there during intermission, unless replaced by
an inside usher. Assist patrons with the location of restrooms, water fountain, phone, etc. Ensure no
food and drinks (except for bottled water) enter the chamber.

v’ Atthe end of the concert, return to your original position, open the aisle doors for exiting patrons (only
leave the doors propped open when the house lights inside the chamber go on), smile, and say either
“Good Night” or “Thank You for Coming” to the patrons until all patrons have left the aisle.

Programmers at Aisle Doors

v" Place yourself opposite the ticket taker usher at your assigned closed aisle door. For the stairs leading
to the balcony, stand with programs in hand in the upper lobby at the base of the stairwell.

v Only open the aisle doors when indicated by either the House Manager or Floor Captain

v' Present programs to each patron as their ticket is checked to be certain that the program cover is
RIGHT SIDE UP and facing the patron.

v" At intermission, return to your original position and remain there during intermission, unless replaced
by an inside usher. Assist patrons with the location of restrooms, water fountain, phone, etc. Ensure
no food and drinks (except for bottled water) enter the chamber.

v" At the end of the concert, return to your original position, open the aisle doors for exiting patrons (only
leave the doors propped open when the house lights inside the chamber go on), smile, and say either
“Good Night” or “Thank You for Coming” to the patrons until all patrons have left the aisle. Also, return
programs to the wooden program boxes.

Please Note: At all times no more than two ushers should cover each aisle door in the lobbies.

Inside Ushers

v" For pre-concert lectures (before the San Diego Symphony’s Masterworks Series concerts and La Jolla
Music Society concerts) patrons will be directed to aisles 3 and 4 in the lower chamber for
open/unreserved seating in the center of the audience chamber near the stage. Ushers on these two
aisles will be positioned beginning at row B (e.g., there is no seating in rows BB and A) and spread out
evenly to the top of the aisle to assist with lecture seating. Once the lecture is ready to begin, ushers
at aisles 3 and 4 are to rotate back to the top of the aisle and assist with seating lecture attendee
latecomers in the rear of the chamber.

v" Using the taxi line, each usher should take each patron/group to their row and indicate the location of
their seat. Important Note: Use your flashlight if need be for the safety of yourself and patrons.

v Return to the top of the aisle behind the last usher in the taxi line, and then repeat the procedure.
Important Note: If you are the only usher in the taxi line remain anchored at the top of the aisle to
direct patrons until other inside ushers return from seating patrons.
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v" During the concert take an aisle seat within the last two rows of the chamber (one usher on each side in an
aisle seat) and be prepared to assist with late seating patrons as designated by the house manager or
floor captain. During the first 10 minutes of both the first and second half an usher should be standing at
the back of aisles 2 through 5 downstairs and at the balcony doors to control the quiet flow of late arrivals.
Ushers working the upstairs have specific requirements where to sit during the concert and how to monitor
late arrivals (e.g., no upstairs usher should sit in the Grand Tier or the first three rows of the far house right
and left side of the Mezzanine; house left and right ushers monitoring the Grand Tier/Mezzanine walkways
are to sit in a chair at a 45 degree angle behind the pillar so as to remain out of view of the patrons;
balcony ushers should remain within 4-6 feet of the balcony doors, either standing at the doors or sitting in
a portable chair, for ease of assisting latecomers or departing patrons). During the concert should a patron
leave the chamber, follow the patron to the lobby, ask how we can assist the patron, explain the late
seating policy, remain in the lobby until the patron is ready to return, and place the patron in a back row
seat until it is appropriate for her/him to return to their own seat.

v" Atintermission, return to your original position and remain there during intermission. The floor captain will
ensure ushers can take a break at this time, but we need to maintain presence of an usher inside to assist
patrons when needed. An usher needs to be positioned at each emergency door that provides access
backstage within the upper and lower chamber areas to ensure no patrons are accessing these areas
without prior approval.

v’ At the end of the concert, return to your original position at the top of the aisle, open the aisle doors for
exiting patrons (only leave the doors propped open when the house lights inside the chamber go on or
become distinctly brighter), smile, and say either “Good Night” or “Thank You for Coming” to the patrons
until all patrons have left the aisle. An usher needs to be positioned at each emergency door that provides
access backstage within the upper and lower chamber areas to ensure no patrons are accessing these
areas without prior approval.

v" After the concert check your area for lost/left items, note the specific location of lost items, and return them
to the house manager. Close the aisle doors.

Ticket Takers at Main Entrances

Two volunteers will augment our three paid ticket takers at the two lobby entrances (7t Avenue and “B” Street).
They will tear tickets, collect the stubs for counting later in the evening, ensure no drinks leave the premises,
monitor the child-age policy (if applicable), and direct patrons to the appropriate aisle. They are required to be at
entrances prior to the concert, at intermission, and after concert. Should someone desire to bring in a large bag,
house management reserves the right to search this bag before allowing the patron to enter the lobby.

Stage Door Access (Aisles 1 and 6)

One usher each will stand at the stage door on aisle 1 and 6 before the concert, at intermission, and after the
concert to monitor that only working staff, backstage hospitality volunteers, and musicians enter backstage
through these doors. The stage manager or house manager will provide backstage lists with directions to follow.
All guests who desire to visit backstage, unless on a backstage pass list, are to be directed to the exit doors by
aisle 1 where house staff will be on radio to coordinate possible access with the stage manager. During the
concert this person will be seated at the stage door. The usher is also responsible for ensuring proper traffic flow
during emergency evacuation and assisting patrons up the backstage stairs, if required. After the concert these
ushers need to remain at the backstage doors until the chamber is empty of patrons and released by either the
usher captain or house manager. No one goes backstage without the approval of the Stage Manager.

Note: For rental events the standard policy for backstage access will be limited to rental employees and only
those on a given pass list, as designated by the rental manager/stage manager, or wearing identification tags
based upon the applicable policies and procedures for that given event.
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Elevator Operator / Reception Area Monitor

One volunteer will be inside and operate the elevator to take patrons between the lower and upper lobbies (LL
and UL) before the concert through the first late seating hold, at intermission, and after the concert. A
Reception area monitor will be stand behind the receptionist's desk before the concert, at intermission, and
after the concert, answer questions, and monitor that patrons do not either enter through the glass door from
outside the building or access the stairwell to the left of the elevator.

Symphony Towers Lobby & Red Carpet Greeter

Two or three volunteers will be positioned in the Symphony Towers lobby to open the B Street Symphony
Towers doors off the sidewalk at the red carpet to greet patrons (primarily during certain concerts), to open
the building door, to direct patrons to the proper ticket line (Sales vs. Will Call), and to answer questions.
Required before the concert and after the concert.

Gift Shop

Periodically, one or two volunteers will staff the Gift Shop located next to the entrance in the lower lobby.
Volunteers will help out the vendor sell items. You must possess a keen awareness of handling cash, checks,
and credit card payment, be personable, and keep accurate records and receipts for proper tracking of
inventory and balancing of the money bank and sales at end of the performance. These people will be
available prior to the concert, at intermission and, after the concert.

Revelle Room Greeter

One or two volunteers will be located at the Revelle Room entrance in the upper lobby to welcome VIPs,
Board members, sponsors, and/or other invited guests at various private functions before the concert, at
intermission, and/or after the concert. They will work under the guidance of Development staff.

Important Information

Dress Code
The dress code at Symphony Hall is as follows:

Men: Black dress shoes, black socks, and black dress pants. A white tuxedo shirt and black bow
tie are required for San Diego Symphony concerts, and a black jacket. For non-Symphony
events/concerts and Young People's Concerts a long-sleeve white shirt and either black bow
tie or long straight black tie are required.

Women: Comfortable but conservative black, closed dress shoes (no sandals, tennis shoes, clogs,
slings, or open toe shoes), black dress pants or skirt, a long-sleeve ALL WHITE blouse
tucked in, and a black jacket.

House Management and Usher Captains have the right to send ushers home if they do not meet the dress
code listed above. Please use discretion in the type and amount of jewelry worn. In addition, please make
certain that your clothes do not have visible stains and hands and nails are clean and manicured. Sensitive
hygiene topics, such as bad breath and body odor, and annoying habits, such as jingling of coins/keys in
pockets or constant humming, need to be addressed to the House Manager who will discuss these issues in
private with the appropriate individual. It is preferred that everyone wear an usher badge (white etched
lettering on black background - Your first name on line one, Volunteer Usher on line two). Volunteers must
also supply their own flashlight. ALWAYS bring a flashlight.
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Posture/Deportment

Ushers should stand erect. Every attempt must be made to emphasize neatness and dignity by the usher.
While on duty (e.g. before the concert, during late seating requirements, at intermission, and after the concert)
ushers are to remain standing and ready to address patrons. Always make certain that inserts, programs,
and flyers are neatly maintained in the lobbies, inside the audience chamber, and in and around the program
boxes. At the end of the concert please place all outdated literature in a neat pile at the reception area
adjacent to the upper lobby elevator. No smoking, eating, drinking, gum-chewing, or off-color remarks are
allowed while on duty. Never get into a public argument with another volunteer, patron, house staff and
management.

Quiet

Please remember the necessity for quiet in the Hall. Ushers will refrain from unnecessary movement inside
audience chamber during the concert, as well as needless conversation, singing, jiggling of keys or coins in
the pocket, unwrapping of candy wrappers, hearing aid feedback, or humming during the seating of patrons
and during the performance. This has been the biggest complaint from patrons every year and an area of
concern which requires everyone's assistance. Cough drops can be found at each concessions bar.

Doors

All ushers should make certain their aisle doors are closed before lobbies open to the public and when the
concertmaster/mistress comes on stage to tune the orchestra. While we do not want to open the aisle doors
until the house lights in the audience chamber go on, please assist patrons out the aisle doors if they wish to
leave early. Unless given permission to leave at intermission, ushers must stay at their aisle until that aisle is
clear of patrons and you have had a chance to walk down the aisle to retrieve any lost and found articles.
This allows us to help find lost articles, answer patron questions, and guard against potential injuries suffered
by patrons. Exiting at the end of the concert is only allowed through the front-of-house exit areas. Exit doors
located inside the audience chamber are available for emergency use only and must be staffed by ushers at
intermission and after the concert to ensure no unauthorized access. Close both sets of aisle doors once
your aisle is clear of patrons at the end of the performance.

Disabled Seating

Disabled seating is available in various sections on the main floor and is accessible through the B Street
entrance. Disabled seating is also provided in two Grand Tier boxes (house left and house right). An elevator
connects the lower lobby (across from aisle 3) with the upper lobby and San Diego Symphony administration
offices. Should a patron get out of the wheelchair, the wheelchair should be moved as close as possible to
the patron, but away from the aisle ways. While it is acceptable to place wheelchairs on the side walls, never
place a wheelchair in front of the stage.

Seating Patrons

Ushers must carefully learn ALL the seating sections apart from those to which they are assigned. Incorrect
seating is an embarrassment to everyone so please take this seriously. Most of the incorrect seating is due to
patrons coming on the wrong night, sitting on the wrong level (e.g. Grand Tier patrons seated in Main Floor
seats), or placed in the wrong row.
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Courtesy is essential when dealing with patrons. As the usher receives the tickets, he/she should greet the
head of the party with a smile and with an appropriate greeting, such as "Good Evening. May | assist you
with your seating? Thank you. Follow me please." The location of the tickets should be checked before
the usher moves down the aisle. Do not block the entire aisle way as you walk patrons to their seats.

If you have duplicate tickets (e.g., two or more people for the same seat) please verify the date, section, row
and seat number of these tickets, and patron names before bringing ALL double tickets to the floor captain
(Sometimes the printing of tickets may not be of the best quality. Consequently, row O may look like D or Q,
U like V, E like F, M like H, H like W, etc.). Either the floor captain or house manager will provide you with
house tickets for these problems. At intermission the floor captain will obtain other information for
investigation by the Box Office. Do not place patrons with ticketing problems at adjacent seats and leave
them there. On busy nights this creates a domino effect of seating mishaps with some agitated group of
latecomers finally demanding their seats. This situation is impossible to solve to everyone's satisfaction once
we start this domino effect.

Audience Chamber Re-Entry

Anytime a patron leaves the audience chamber during a San Diego Symphony concert, an usher needs to
escort the patron to the lobby, investigate what type of assistance the patron requires, and, once in the lobby,
inform the patron that they cannot return to their seats until the conclusion of the piece. It is highly
recommended that the usher remain in the lobby until the patron is ready to return to the chamber.

Usher Stations

Usher stations and assignments may be selected in Symphony Hall. However, EVERYONE must be flexible
to move to another location if requested by the House Manager or Usher Captain. After the pre-performance
briefing for all volunteers inside the audience chamber on aisle 2, immediately go to your assigned area. At
that time ushers will assemble with Usher Captains in their appropriate areas to receive any additional
instructions or assignments. Ushers must sit as close to their door/exit as possible on their assigned aisle and
be attentive to any latecomers who arrive and need assistance. Some ushers will be placed in seats at the
front of the stage to ensure adults and children remain quiet during the concerts and do not distract the
conductor, soloists, or orchestra members. Ushers CANNOT sit in the Grand Tier area, in the first three rows
of the far left and right Mezzanine, or among patrons (Patrons have complained about volunteers sitting in the
middle of a row and then having to climb over patrons to assist latecomers.). Upstairs ushers should sit in
temporary chairs at each entrance or in permanent seats as designated by the floor captain. When
using the flashlight, please keep the beam of light pointing downward and away from patrons' eyes. Ushers
should also be reminded that as patrons' conversations can disrupt neighbors' enjoyment of the evening's
performance or lecture so can conversations between ushers annoy others.

Usher Storage Room
The small room across the ladies’ restroom in the upper lobby is available for storage of usher belongings.

Knowledge of Venue Locations
All staff should know the location of facilities inside Symphony Hall. Please refer to the next page for details.

Theater Capacity

Floor Level 1,323
Grand Tier 207
Mezzanine 333
Balcony 368
TOTAL 2,231
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Hall Layout
Below are the areas/facilities with which all ushers must be familiar:

TELEPHONE Patrons who need a telephone can ask an usher at the reception area to use the
Symphony phone in this area.

FIRE EXITS Upper Level: 7th Avenue entrance and emergency stairwell exits inside audience
chamber on Grand Tier/ Mezzanine and Balcony levels to 8th Avenue.
Lower Level: B Street entrance and emergency stairwell exits to 8th Avenue inside
audience chamber down aisles 1 and 6.

BATHROOMS Upper Level: Women's - on house right side; Men's - on house left side
Lower Level: Both on house left side by aisle 5. Men have a separate disabled
accessible restroom in addition to a non-disabled accessible restroom. Women have
one restroom that is also accessible to disabled.

ADA SEATING Upper Level: Grand Tier boxes on house left and right
Lower Level: Tickets are designated as rows XX and YY between aisles 3 and 4 as
well as designated seats in various price ranges on the Main floor

REVELLE ROOM Upper Level: Far left side of lobby across from men's restroom

DRINKING Upper Level: On the side of each bar
FOUNTAINS Lower Level: On the side of each bar

GENERAL EXITS Look around you on the Hall Tour and where you are posted during events for all
exit signs. Identify the closest exits.

ELEVATOR Located in the house right side and connects lower lobby, upper lobby (NO direct
access to the Balcony), and administrative offices.

FREE SYMPHONY HALL TOURS 2011/12

Join us for a free, one hour hall tour starting at 12 noon from the front of the Symphony Box Office in
Symphony Towers (NE corner of 7th and B, enter building from B Street). This behind-the-scenes look
at Symphony Hall includes an opportunity to listen to several minutes of a San Diego Symphony
rehearsal. No reservations are required. Tour is recommended for ages 12 and up only.

UPCOMING TOUR DATES:

Wednesday, October 12th, 2011
Wednesday, November 9th, 2011
Wednesday, December 7th, 2011
Wednesday, January 11th, 2012
Wednesday, February 8th, 2012
Wednesday, March 14th, 2012
Wednesday, April 11th, 2012
Wednesday, May 9th, 2012

Call 619.615.3955 for more information. The tour is led by San Diego Symphony Associate Director of
Marketing, J.D. Smith.
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Ticket Prices & Availability

Please refer all questions regarding ticket purchases and prices to the San Diego Symphony's Box Office
at Symphony Hall. Patrons may also call 619-235-0804 or log on to the website,
www.sandiegosymphony.com. Visit the San Diego Symphony’s following link to FAQs (Frequently Asked
Questions) for helpful information on location, parking, ticketing, performance, and facilities
(http://www.sandiegosymphony.com/buytickets_fags.php).

BUY TICKETS IN PERSON
The San Diego Symphony Ticket Office is located at Symphony Hall at 750 B Street, at the corner of 7th Ave.

Ticket Office Hours
Non-Concert Days: Monday through Friday, 10 am to 6 pm
Concert Days: Noon through intermission on each performance day.

BUY TICKETS BY PHONE / VIA WEBSITE

Call the Symphony Ticket Office at 619-235-0804. Charge by phone: Monday through Thursday, 10 am to 6
pm; Friday, 10 am to 5 pm; on performance days from noon to intermission. Tickets can also be purchased
through the Symphony’s website.

DONATE YOUR TICKET

Subscribers may donate their tickets for resale and receive a tax-deduction up to concert time. You may
call the box office at 619-235-0804 or fax a copy of your destroyed tickets to 619-231-3848 in order to
receive your tax donation receipt. Your seats will be resold to other music lovers to attend San Diego
Symphony concerts.

Emergency Protocol

All emergencies must be reported IMMEDIATELY to the management. If you are involved with an
emergency maintain your composure and have one or two volunteers stay with the patron while another
volunteer gets assistance from the house management.

The general rule to follow in dealing with an accident/iliness is to do what the "reasonable and prudent"
person would do under similar circumstances. For instance, you should never move or transport an ill or
injured patron. Leave such attention to either our designated House Physician or Emergency Response
Teams. If the person is conscious and able to communicate and is with friends/relatives, the House Manager
or other Symphony management personnel will assess the situation. If a call to 911 is warranted, House
Management will coordinate the information and logistics to assure any non-essential personnel are kept
away from the injured/ill person.

Do not attempt to administer first-aid unless you are trained in first-aid procedures.
Never offer aspirin or other drugs of any kind to patrons, even if the patron requests them.

Safety of patrons is of major import. Consequently, check your area for anything out of place that may be a
hazard to a patron, volunteer or staff and familiarize yourself with all the emergency procedures.
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Panic Procedures

The house staff and ushers are responsible for the rapid and safe evacuation of all patrons. They should
reassure the audience by their actions that the situation is under control. Calmness is essential. Running and
pushing cannot be permitted. Unnecessary crowding around the exits must be stopped. If the lights go out
during a performance, the ushers should shine their flashlights on the ground within their designated work
area. Additionally, ushers working inside aisles 3 and 4 should make their way to the front of the stage and
illuminate the stage with their flashlights. This keeps the patrons calm.

Earthquake Procedures

During an earthquake do not rush for the exits. Encourage patrons to stay with their seat and use it as
protection. Get away from buildings, trees, walls, and power lines.

Immediately after an earthquake Senior Staff will make an announcement to begin evacuation to avoid injury
from aftershocks and emphasize the need for calm. The Building Engineer will turn off water and electricity in
case lines are down and/or exposed.

Fire Procedures

Fire in the Lobby

Block lobby doors and have patrons exit through emergency exits leading to 8th Avenue. Itis crucial to
understand that given the Hall's construction into the side of the hill, disabled patrons would need extra
attention in exiting emergency doors due to stairs at various levels of the theater, especially main floor.

Ushers and staff must make certain patrons exit the building.

No Fire in the Lobby

Exit patrons through all available exit doors and through lobby doors at Seventh Avenue and B Street away
from the fire. Disabled and elderly patrons on main floor must use the lobby exits and should be directed by
the ushers on aisles 1 and 6 who will monitor their emergency exit doors for any patrons who cannot manage
the long walk up the stairwell to 8th Avenue.

Injury Prevention Policy

Since the management of the San Diego Symphony Orchestra Association supports the efforts of the State of
California to provide a safe and healthful workplace which is free from injuries and work-related illnesses for
all workers, the Symphony has established, implemented, and maintained an effective, on-going injury and
iliness prevention program for all of our employees. The Symphony will provide a safe environment and will
immediately investigate and resolve any unsafe conditions. No employee is expected to undertake a job until
he/she has received instructions on how to do it properly and has been authorized to perform the job. No
employee should undertake a job that appears unsafe. Each employee and volunteer is expected to report all
unsafe or potentially unsafe conditions encountered during work. Any work-related injury or illness suffered
by an employee or volunteer, however slight, must be reported at once. No one shall:

1. Remove, destroy, or alter any safety device, warning or notice furnished for use inside
Symphony Hall.

2. Interfere with the use of the above by another person.

3. Interfere with safety methods of processes.

4. Fail or neglect to do everything reasonably necessary to protect other people's life, safety
and health.
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Symphony Hall Rules

Cameras, Tape Recorders, and Video

Without the expressed permission of management all video/cellular phone cameras, photography, and tape
recorders are prohibited at ALL events. It is the responsibility of the house staff and volunteers to monitor
this.

Cellular Phones and Pagers

Upon entering the chamber, all pagers and cellular phones should be turned to the mute position or off as to
not disturb patrons or performers.

Smoking, Food, and Drink

Smoking is only allowed outside the theater on the sidewalk, either upstairs on the sidewalk against the wall
adjacent to 7th Avenue or downstairs outside the Symphony Towers lobby on B Street. With the exception of
bottled water, drinks are only allowed in the lobbies and cannot be brought into the audience chamber. While
cough drops can be consumed in the audience chamber, food is not allowed into the audience chamber. Any
deviation from this policy will be addressed at the pre-performance briefing.

Assistive Hearing Devices

A limited number of assistive hearing devices are available from the house management staff at no cost.
The patron must offer a form of identification, preferably a driver's license, to management while the device is
checked out. Hearing devices can be picked up from our house staff tearing tickets at the B Street entrance.

Ticket Jumpers

Occasionally patrons will be tempted to move forward into more expensive unoccupied seats. This practice
can offend patrons who have paid the legitimate price and can lead to confrontations between patrons. In
addition, the patron breaks his/her contract to occupy a certain space at a specified price, hour, and date. The
house staff should be alert to this problem, especially at intermission, and stand at your assigned stations to
"assist" patrons. At intermission ushers should stand at all aisleways leading to the Grand Tier to monitor any
potential ticket jumpers. ALWAYS approach patrons with courtesy and diplomacy when asking whether you
can assist them to find their correct seats. Failure to receive full cooperation should be reported immediately
to the usher captain. Do not be indignant to patrons who have moved up. Ask them politely to return
from where they came. If you receive a rude reply, turn away diplomatically and come to the
management who will make a determination if further action should be taken.

Backstage Guests

Guests wishing to meet soloists or the conductor should be directed to the Main Floor Aisle 1 exit doors at
intermission or after the concert where they will check in with a member of our house staff and usher. Al
guests must be approved and escorted backstage by the Stage Manager. Everyone must wait until our
house staff member checks with our Stage Manager for verification/authorization related to backstage access.
Normally, those approved guests are only allowed backstage after the concert.

Lost and Found Articles

Any lost articles should be turned into the House Manager as soon as the items are found. At the end of the
concert articles are given to the Facilities Department that serves as the lost and found center (619-615-
3909). NEVER state to an inquiring patron that we have found their item until it is actually presented to
them. This may lead to liability considerations. If a patron has lost an item, please have them write their
name, phone number and a detailed description of the lost item and give this paper to the House Manager.
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Absence and Late Arrival

While it is understood that occasionally an incident will occur which results in an absence, it is expected that
each person accepts the responsibility of being present and on time. Please arrive at Symphony
performances NO LATER than 90 minutes before show time. Earlier arrivals are appreciated for assistance
with stuffing of programs, placing of marketing materials, etc. However, due to security and safety concerns,
ushers will not be allowed access to the building until the entry door is staffed by ticket staff and the house
manager is on the premises. We must begin the pre-concert briefing PROMPTLY - no later than 85 minutes
before each event. The exceptions to this policy are the "Young Peoples Concerts" (YPC) Series that usually
require an 8:45 am call time for a 9:45 am YPC start. Whenever possible, ushers will be notified in advance
should any changes in call time or event cancellations occur.

Child Entry Policy (Symphony Concerts)

Jacobs’ Masterworks, Symphony Exposed, Chamber Music, & Other Classical Special Concerts: No
children under five years of age will be allowed into the concert hall. Children five and older must have a
ticket and be able to sit in an unaccompanied seat.

Winter Pops Concerts: No children under the age of two years will be allowed into the concert hall.
Children two and older must have a ticket and be able to sit in a seat.

Family Festival Concerts: Children three years and older must have a ticket and be able to sit in a seat.

Children and babies two years old and younger who are accompanied by a parent will be allowed into the
concert hall. They must be held by an adult and may not occupy a seat.
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About Symphony Hall

San Diego's Symphony Hall opened as the Fox Theatre on November 8, 1929, about twenty or so years after
the first concert was given by a so-called San Diego Symphony Orchestra. It took until the mid-1980s before the
San Diego orchestra had its own home in what was renamed Copley Symphony Hall. It was David Atherton
who, as music director, led the efforts to move the orchestra to the vacant Fox Theatre in downtown San Diego.
That hall has a very interesting history. Philip Gildred, a carefree young entrepreneur whose travel plans were
delayed in San Diego on his way from South America to New York, liked San Diego so much that he embarked
upon a plan to give the city a landmark theatre. In association with William Fox of the Fox Theatre chain, he
built the Fox Theatre for $2.5 million. It is estimated that today's cost would be 20 times that amount. Originally
the full structure between 8th and 9th avenues on B Street contained not only the large theatre but also a
parking garage (a new concept in the 1920’s), offices and a large department store that served downtown for
many years as Montgomery Ward. The new Fox received only the best. A huge, $50,000 pipe organ was built
into five walled chambers of the theatre. The interior decorative motif was cast vaguely in a Rococo theme,
somewhat typical of the French Renaissance. Built by William Simpson Construction Co., the theatre was
designed jointly by the architect W. Templeton Johnson, and William Day of the designer firm Weeks and Day.
The theatre is believed to be the last surviving example of designer William Day's creative work with this decor.
Accuracy insists, however, that much of the interior decoration was the work of William Fox's favorite designer,
Mrs. Fox, whose tastes ran to the somewhat spectacular, often combining facets of various periods and
geographies. Over the years, the interior has been preserved in its original motif, and regardless of the mélange
it represents, it must be acknowledged that, if anything, it is appropriately theatrical! In addition to a trainload of
Hollywood personalities brought to San Diego for the opening night festivities in 1929, San Diegans turned out
in record numbers to participate in the parade from Broadway to the theatre. The city's population was 147,000.
The crowd was estimated at 100,000. Some of the guest stars on opening night were Jackie Coogan, Buster
Keaton, George Jessel and Will Rogers. On opening day the Fox became San Diego's largest movie theatre. It
was then the third largest in the state, but today stands as California's largest. Because of San Diego's cross
section of population, the Fox also became a choice for motion picture sneak previews. Walt Disney loved the
atmosphere so much that he opened all of his movies at the Fox. Through an agreement with the City of San
Diego, the Fox Theatre became the city's second official civic theatre. Symphony Archivist Dr. Mel Goldzband
explains what happened next: "During the era of David Atherton as SDSO music director, the Fox became
available. Atherton, Lou Cumming, then symphony president, and the symphony board thought seriously about
somehow purchasing it. The symphony had by then never achieved a meaningful level of financial security,
much less a financial base that allowed for such a purchase, but the energies of the board and the conductor
were put to the test. The negotiations became incredibly complex, and the fund-raising achieved heroic status.
In 1984 the Symphony bought the entire 'Fox Block' and then sold it to the Charlton-Raynd Development
Company. The development company, in turn, donated the theatre to the orchestra over a five-year period.
Meanwhile, the Charlton-Raynd people developed the rest of the block including the hotel and the Symphony
Towers office building, as well as the parking garage uniquely suspended over the theatre. The late Helen
Copley made the key contribution of two million dollars that allowed the Symphony to purchase the property.
Perhaps not to the extent of Mrs. Copley's generosity, but nonetheless significant contributions were also made
by many other San Diegans. Their names are inscribed on commemorative plaques in the upstairs and
downstairs lobbies." When the "Fox Block" redevelopment was finally finished, the Fox Theatre (now "Copley"
Symphony Hall) itself was surrounded by the new structures on the block, including the Symphony Towers
Office Building, the Sheraton Suites Hotel, and the much enlarged parking garage. A very important point: none
of those structures is in direct contact with the walls of the theatre, and so no sound or vibration disturbance
from any of the surrounding structures will ever interfere with the sound of the music played inside. In March,
1985, a $6 million renovation project, which took six months to complete, employed people who were dedicated
to the purpose of restoring the theatre and the pipe organ to its original grandeur. Notably, the same Los
Angeles firm who had decorated the hall for its 1929 opening, came down to duplicate the decoration during the
1980s restoration. Further additions to the theatre include significant improvements to the stage and acoustic
qualities. It is one of the few venues in the world that belongs to the orchestra playing in it. It has proved to be a
gem and a pleasure to sit in to hear great music performed superbly.
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San Diego Symphony History

San Diego Symphony performed its first concert on December 6, 1910. In the 99 years since its inception, San
Diego Symphony has become one of the leading orchestras in the United States. It is committed to providing
musical experiences of superior quality for the greater San Diego community and beyond. Through a rich
mixture of innovative and educational programming designed to appeal to all ages and cultures, the Symphony
makes music an integral part of the cultural and intellectual fabric of the San Diego region, valued by and
relevant to all its residents.

The Symphony offers wide range of concert experiences and performs over 100 concerts each season. In
2008-09 the Symphony performed with Yefim Bronfman, Anne-Marie McDermott, Chris Botti., Kathleen Battle,
Lang Lang, Michael Feinstein, Jon Kimura Parker and San Diego Master Chorale. San Diego Symphony
performances include the Masterworks series, offering traditional classical repertoire and featuring such guest
artists as the Takacs Quartet, Julie Albers, Anthony Dean Griffey and Garrick Ohlsson; the Winter Pops series,
featuring popular guest artists such as Julie Budd, Kevin Cole, Michael Cavanugh, Bill Conti and Principal Pops
Conductor Marvin Hamlisch as well as annual holiday programs; a Family Festival series that presents family-
friendly concerts; and Symphony Exposed, a fascinating series of concerts examining closely great works of
classical music from entertaining and thought-provoking angles, hosted by Nuvi Mehta. Each year, from July
through September, the Symphony presents an outdoor Summer Pops season at Embarcadero Marina Park
South. Summer Pops mixes classical favorites and pop music in a festive, outdoor atmosphere on San Diego’s
picturesque waterfront.

San Diego Symphony has produced ten highly acclaimed recordings on the Naxos and Proarte labels.
Recordings include "Masters of Mayhem," a collection of works from Hitchcock movies, Berlioz' "Romeo and
Juliet," Brahms’ "Four Serious Songs" and a transcription of Sextet No.1 for orchestra, Gliere’s Symphony No.
3, and a collection of music from children’s films and cartoons, entitled "The Magical Mystical Mouse."
Beginning in 2008, a new series of CD releases of live San Diego Symphony performances under Music
Director Jahja Ling features music of Tchaikovsky, Schumann, Rimsky-Korsakov and others. The Symphony's
latest studio album, Never Far Away: The Music of Bright Sheng (released by Telarc/Concord) featuring harpist
Yolanda Kondonassis has garnered glowing reviews in music journals around the world.

Historic Copley Symphony Hall, home of the San Diego Symphony, is regarded as one of the finest classical
music venues on the West Coast. Originally built in 1929 as a premiere movie house (known then as The Fox
Theater), this lush, French Rococo/ Spanish Colonial blend-style hall was conferred to the Symphony in 1984.
The beauty and majesty of this historic hall has added to the stature and artistic growth of San Diego
Symphony.

Many renowned conductors have held the position of Music Director of San Diego Symphony, including Earl
Bernard Murray, David Atherton and Yoav Talmi. Robert Shaw was Music Director of the Symphony from 1953-
1958. In 1983, San Diego Symphony’s then composer-in-residence, Bernard Rands, won the Pulitzer Prize,
furthering the outstanding reputation of San Diego Symphony. In 1992, the Symphony commemorated the
500th anniversary of Columbus’ landing with a televised concert in Mexico’s Chichen ltza ruins. In 1998 the
Symphony toured the west coast with Andrea Bocelli.

On January 14, 2002, the San Diego Symphony celebrated the announcement of the single largest pledged
bequest ever made to a Symphony Orchestra, totaling $120 million. The pledged gift, generously given by Joan
and Irwin Jacobs, launched the Symphony’s New World Endowment Campaign, designed to ensure the future
stability of the orchestra. The New York Times declared the San Diego Symphony "placed firmly on the nation’s
musical landscape" as a result of this news. Shortly after this news, San Diego Symphony announced, after an
extended search, the hiring of current Music Director Jahja Ling, who is now contracted with the Symphony
through 2012. With an $18 million annual budget, the Symphony is now considered a Tier 1 Orchestra.
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Seating Chart

Copley Symphony Hall
San Diego, California

Main Grand Tier Mezzanine Balcony
Aisle 1

36
Aisle 2
Aisle 3
- Aisle 4
9 Aisle 5
35
Ais le 6
Tickets

All downstairs tickets will read “Main” or “Orchestra”
Upstairs tickets will read Grand Tier (GT), Mezzanine (Mez), or Balcony (Bal)

Downstairs Seating Aid

Aisle 1 EVEN (40-Up) Aisle 4 oDD (1-11)
ODD (Row XX/YY)
Aisle 2 EVEN (12-38) CENTER (107-113)
Aisle 3 EVEN (2-12) Aisle 5 ODD (13-39)
EVEN (Row XX/YY)
CENTER (101-106) Aisle 6 ODD (41-Up)
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Ushering Essentials i An Overview

We want to provide Seamless, Exceptional Customer Service. We cannot do this with rigid
rules and regulations. A live performance venue is a constantly fluid, dynamic situation.

An exemplary patron (and usher) experience can ONLY be accomplished by a dedicated group of caring,
responsible adults working together toward a common goal, with:

Unfailing courtesy,

a liberal dose of common sense, and

a sensible amount of flexibility.

We achieve Seamless, Exceptional Customer Service and provide an exemplary patron (and usher)
experience by following the guidelines provided.

Be nice and provide a proper response!! This is the cardinal rule/guideline. Treat fellow ushers
with the same polite courtesy you show our patrons. If you cannot resolve a patron or usher issue
by polite discourse, talk to the Floor Captain or House Manager. "I'm so very sorry, let me get
someone to help you." Do not become angry or offended. Let management deal with ongoing or
unresolved problems.

Be patron centric!! Please focus your attention and awareness on patrons throughout the time
you are at Symphony Hall. Listen, observe, assist, care... Be aware of issues and policies.

Please make every effort to meet your scheduling obligations, arrive on time and stay until
released by your Floor Captain. We rely on your help and your good intentions to fulfill your
commitment.

If, for some reason, you do need to leave early, always inform your Floor Captain so that they
understand what is happening and can make allowances for your absence.

No eating or drinking in view of patrons. If you must eat or drink, find a discreet location (such as
the catering room).

At all times, and especially during an emergency or injury, follow the prudent and reasonable
persons rule.

For emergencies, stay calm. Follow directions from staff. Patrons will echo your behavior.

For injuries, do not move the injured party. Make sure an usher stays with them and send
someone immediately for management assistance.

While assisting with inside seating, please make every effort not to block the aisle for other
ushers/patrons. Be aware of what is happening in your aisle.

Near the end of pre-concert lectures, you may inform patrons that the lecture is nearly over.
However, if they would still like to go in, please invite them in!

Assist and follow out patrons who leave the chamber during the concert. If they are walking
with purpose to the restroom let them go without delay. If they seem confused, please offer
assistance. When patrons return, always inform them in the lobby of the reentry plan to minimize
sound and movement disturbance inside the chamber.

At the end of a performance, some patrons will exit before the house lights come up. Please
assist these patrons by opening the doors for them. However, let the doors close behind them -
do not prop the doors open until the house lights come up!

Post performance, please check chamber for lost items - turn them in to the door staff noting the
location of found item. There is no need to pick up programs and trash — our facilities staff do that.
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GUIDELINES FOR DOWNSTAIRS USHERS

Ticket Taker
Be intimately familiar with the house in order to quickly assist patrons by looking only at seating
level and seat number (not seat row). There are no aisle numbers on the ticket
Be able to quickly and accurately guide patrons to one of six aisle doors downstairs, or to the
upstairs lobby.
Insure all children have tickets and are able to sit in a seat.
Know the age limits for Children
Masterworks, Symphony Exposed and Special Symphony Concerts; 5 and older
Winter Pops; 2 and older
Family Festival; 3 and older must have a ticket. Younger can sit on adult's lap.

Elevator Operator:
Stand outside the elevator in the lower lobby before the performance - and the outside the elevator
in the upper lobby at intermission and post-performance - assisting patrons who wish to use the
elevator.
Call the elevator for patrons (try to keep it on the appropriate floor), operate the buttons, and
escort the patrons inside the elevator — returning to the appropriate floor for the next elevator
patrons.
The elevator usher may also be given a fob for access to office floors — in order to occasionally
escort Symphony staff to those floors. Return to the appropriate floor as expediently as possible
so as to minimize inconvenience to our patrons. Also, kindly ask Symphony personnel not to
utilize the elevator within 10 minutes of the beginning of a performance.
Generally, we ask the Elevator Operator to continue assisting patrons through the late-seating
process. If you are concerned about missing a few minutes of the first piece, please talk to the
House Manager. We will attempt to accommodate you, when possible.

Outside Aisle Doors 1-6:
Stand to the side of the doors, facing the lobby, greeting patrons and handing out programs right-
side-up/facing patrons.

Inside Chamber:
Assist with patron seating, forming a taxi line when appropriate and ensuring not to leave the
inside door area vacant.
Be careful not to block the aisle for other patrons/ushers.

Stage Door Guards:
Ensure no unauthorized personnel enter backstage. Normally, all backstage entrants are routed
to the stage door at aisle 1. That usher will have a list of authorized personnel, and will be relieved
at intermission and post-show by a radio-equipped staff person.

All Others:
Red Carpet, CD signing assistants, Gift shop assistants, etc., will be assigned as necessary, and
job descriptions will be provided upon assignment.
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GUIDELINES FOR UPSTAIRS USHERS

Ticket Taker:
Be intimately familiar with the house in order to quickly assist patrons by looking only at seating
level and seat number (not seat row). There are no aisle numbers on the ticket
Be able to quickly and accurately guide patrons to one of six aisle doors downstairs, or to the
appropriate upstairs chamber entrance.
Insure all children have tickets and are able to sit in a seat.
Know the age limits for Children
Masterworks, Symphony Exposed and Special Symphony Concerts: 5 and older
Winter Pops: 2 and older
Family Festival; 3 and older must have a ticket. Younger can sit on adult's lap.

Elevator Operator:
Stand outside the elevator in the lower lobby before the performance - and the outside the elevator
in the upper lobby at intermission and post-performance - assisting patrons who wish to use the
elevator.
Call the elevator for patrons (try to keep it on the appropriate floor), operate the buttons, and
escort the patrons inside the elevator — returning to the appropriate floor for the next elevator
patrons.
The elevator usher may also be given a fob for access to office floors — in order to occasionally
escort Symphony staff to those floors. Return to the appropriate floor as expediently as possible
so as to minimize inconvenience to our patrons. Also, kindly ask Symphony personnel not to
utilize the elevator within 10 minutes of the beginning of a performance.
Generally, we ask the Elevator Operator to continue assisting patrons through the late-seating
process. If you are concerned about missing a few minutes of the first piece, please talk to the
House Manager. We will attempt to accommodate you, when possible.

Outside Aisle Doors:
Stand to the side of the doors, facing the lobby, greeting patrons and handing out programs right-
side-up/facing patrons.

Inside Chamber:
Assist with patron seating, forming a taxi line when appropriate and ensuring not to leave the
inside door area vacant.
Please be careful not to block the aisle for other patrons/ushers.

Backstage Emergency Access Doors:
Unless there's an emergency, ushers working the side sections of the inside chamber will ensure
no unauthorized personnel exit backstage or to 8th Avenue through the emergency doors on the
Grand Tier and Balcony levels.

All Others:
Revelle Room Monitors will be assigned as necessary, and job descriptions will be provided upon
assignment.
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GENERAL EMERGENCY PROTOCOL.:

Always remain calm. Patrons will follow the lead of ushers/house personnel. DO NOT PANIC!
Only the House Manager, Stage Manager, or Administrative Representative will make the decision
to call 911.

Only Administrative Representative will make the decision to evacuate.

Do not use the elevator for fire or earthquake.

Power Out / Lights Out During Performance:
Calmly shine flashlights toward stage.
Do not be in a hurry to resolve the issue. Stay seated and wait for instructions from management.

Earthquake:
If indoors, stay indoors.

Stay away from glass or areas of falling debris.
Once outside, stay away from damaged buildings and wires.
Use chair as a protective device from falling debris.

Bomb Threat:
Management will decide and advise on a course of action.
Suspicious objects shall not be touched or moved.

Violence:
Stay patient and calm. To not escalate the situation, try to verbally calm the angry person.
Agree, regardless of what is said. Again, do not escalate.
Ask questions to divert anger from you to something/someone not present.
Make no sudden moves. Do not show vocal excitement.
Try to alert others without being obvious.
Inform management as soon as possible.

Injury/lliness:
Inform house manager and/or floor captain immediately.

Have one usher stay with injured/ill person.

Do not move person unless directed to do by person in charge.

Keep other patrons away from area.

Do what is reasonably expected and prudent to assist.

Take direction from house manager, administrative representative, or designated house physician.
Always keep house manager apprised of situation.
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FLOOR CAPTAIN POLICIES / PROCEDURES

The Floor Captain position at Symphony Hall is critical to ensuring an exemplary patron experience. It
requires a level of commitment and overall knowledge a step above the regular usher level. We very
highly value all of our dedicated ushers at the Symphony, and we strongly encourage those interested to
step up to the responsibilities of Floor Captain.

In an effort to fully standardize the position, and to make each Floor Captain as successful and comfortable
as possible in carrying out these duties, we have created this Floor Captain Policies and Procedures
Training Outline and the associated orientation.

We thank you for playing an important and integral part of the Symphony Front of House group, and we
hope your experience will be both challenging and rewarding.

As always, we welcome your comments and suggestions.

Radios Usage and Etiquette:

Each radio has two knobs.

0 One is an On/Off/Volume knob,

0 The other knob is for channel selection. Always select Channel 2.

0 Additionally, there is a removable headset that plugs into the radio. The headset has a

transmit button attached to the cord.

Plug the headset into the radio before the radio is turned on - otherwise, the headset transmitter
may not work.
When turning on the radio, it will emit a beep into the headset for about two seconds. This beep
allows you to adjust the volume knob to a level where you can easily hear incoming calls.
The on/off/volume knob controls only the volume of sound coming into the speaker. If others
tell you they can'’t hear you, you must put the microphone closer to your lips — or talk louder. If
you’re transmitting too loudly, you must move the microphone away from your lips — or talk softer.
Adjusting your volume knob will have no effect on the strength of your transmissions to others.
Set the radio to Channel 2. This is the channel all Symphony house personnel use.
Push the transmit button, pause a moment before you start talking — otherwise, people will hear
only part of your transmission.
Be sure the earpiece stays against your ear. If it is moved just a little too much, you will not be
able to hear the radio.
As a Floor Captain, you will sometimes be very busy. Also, many radio calls will not be directed to
you. Please continue at all times, though, to monitor the radio for calls from the House Manager.
Do not stop listening to the radio just because the last few calls have not involved you. Being
attentive and available on the radio is a key requirement for a Floor Captain. We need you!
When calling someone on the radio, say “Joe, this is Mary”, or “Mary for Joe, please”. Then give a
brief description regarding what you want to communicate.
If someone calls you, say “This is Mary” or “Go ahead for Mary”.
Always acknowledge instructions or communications. This is the only way that the other
person knows you received the transmission and the instructions. You do not need to repeat the
instructions, but at least say “Roger” or “10-4” or “OK, I'll do it". Do not simply carry out the request
without confirming that you heard it. This is one of the most common problems we have with
the radios.
If you are confused or uncertain about any instructions given, please; ask for clarification, ask,
ask, ask!
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Keep radio transmissions brief but clear to avoid confusion. Please try to transmit only critical
information to avoid taking up time. Remember, with two-way radios, only one person can transmit
atatime. Others may need to use the radio, too. However, do not ever be afraid to ask
questions or clarify information. Communication is critical to success. When in doubt, ask,
ask, ask. We do not expect anyone to be an expert radio operator. But, with time and
experience, your radio skills will improve.

Please listen for your name. Disregard instructions given to the other Floor Captain. However, if
you have questions or something confuses you, please, please, ASK.

If the headset is not working for you, the radio can be unplugged from the headset, and you can
use the transmit button on the side of the radio to talk. You must hold the radio to your lips to
transmit this way.

Insure that you do not lean on anything that can press against either transmit button. It happens
oftener than you might imagine, When this happens no one can communicate until the House
Manager has run all over the house looking for the person with the “stuck” or “open” “mic”
(microphone). In the meantime the channel is useless for all.

House Protocol
Only the House Manager has the authority to open or close a house. Never close or open a house
without direct permission from the House Manager.
Be sure what the instructions were regarding the Chamber (house) and/or the lobby. When told to
open the lobby, open ONLY the lobby. If in doubt, ASK! Different house managers may do things
a bit differently, so it's important to always listen to exactly what is being asked of you. Even the
same House Manager may do things differently from night to night depending on the situation.
Please listen carefully!
As a Floor Captain, you will generally speak only to the House Manager. This is standard protocol
for running a house. Any patron requests or other issues that may require input from backstage or
facilities must be passed through the House Manager. Do not call backstage or facilities on your
own. This eliminates confusion, keeps the House Manager in the loop, and minimizes calls to
other departments.

Throughout the evening:
Downstairs ushers are generally pre-assigned while upstairs ushers must be assigned by their
Floor Captain.
Communicate any patron, facilities or usher issues promptly to the House Manager.
Be alert for radio communications from the House Manager.
While each show may vary greatly with regard to house requirements, there are many standard
Floor Captain procedures that apply to nearly every event:

0 Assure that you are in radio communication with the House Manager.

o After the main usher meeting, the upstairs Floor Captain should immediately have a
meeting with his/her ushers upstairs to assign duties. There are three main doors upstairs
and two stairwells to the Balcony. Each of these areas should have at least one usher
outside (one each at the bottom of the Balcony stairs, if staffing is sufficient) and one or
two on the inside for seating — except that the center doors should have two ushers
outside and five to eight inside for seating assistance. Ushers may also need to be
assigned for special duties — such as Revelle Room intermission receptions. See
Guidelines for Upstairs and Downstairs Ushers sheet for positions and
descriptions.

o0 Upstairs and downstairs captains should, before the lobby opens, assess the proper usher
positions for their floor are filled, work out late-seating requirements with door ushers and
any usher switches/intermission coverage, etc. Also, remind your ushers they must
check out with their Floor Captains before leaving.
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0 Both upstairs and downstairs captains should anticipate the opening of the lobby. Watch
the time. As lobby opening nears, assure that ushers are finishing their drinks or snacks
and moving toward their positions - ready for the lobby and/or house to open. No ushers
should be eating, drinking or holding anything except programs.

0 Just before opening the lobby, the House Manager will ask both Floor Captains to “stage”
or “ready” their ushers. Floor Captains should then immediately assure that there is one
usher guarding every door (two at aisle 3,4 and upstairs center), and the remaining
ushers are inside the chamber — out of sight for the present.

0 Once this is done, the House Manager will open the lobby. Unless other instructions are
given, the chamber (house) remains closed and one usher remains at each door to block
access to the chamber.

0 When the House Manager (and only the House Manager) gives permission to open the
chamber, Floor Captains should first assure that ushers inside the chamber are aware of
the opening, standing attentively, not holding drinks and ready to greet patrons. Please
do not allow patrons into the chamber with ushers still sitting and talking inside!!

0 Once the house is open, monitor the floor for issues both inside the chamber and out. Be
proactive. Look for build-ups of patrons in the aisles and assist in clearing them. Always
be polite — to both the ushers and the patrons. Never, ever have a disagreement with
an usher in front of a patron. Bring to the attention of the House Manager any patron or
usher issues that you cannot immediately resolve.

o After you have been asked, by the House Manager, to close your doors, ensure all four
doors to every aisle have been closed. Also ensure that one usher per door (downstairs)
remains outside to assist with late seating for five to ten minutes. Additionally, ensure that
ushers are available just inside every door for late seating.

o Floor Captains are expected to be alert for late arriving patrons and assist with late
seating.

0 The upstairs Floor Captain is responsible for ensuring that no ushers sit in the Grand
Tier or in the first three far right and left Mezzanine seats i which we use for late
seating..

o0 During the program, Floor Captains should be alert to any patrons leaving during the
performance. If you do not see an usher escort them out, please meet the patron in the
lobby and ensure that everything is OK. Then, either wait for the patron or assign
someone from that aisle to do so.

o Additionally, upstairs Floor Captains should ensure that no ushers enter or leave through
the center door during the music. Staff should be available upstairs to interface with
patrons leaving through the center doors.

0 When patrons exit the chamber during a performance, Symphony policy dictates that
an usher follow them out — except for the center doors upstairs (there will be staff
upstairs for those patrons). Please use discretion! While we do not want to embarrass
patrons who simply need to use the restroom, and we do not want to appear intrusive, we
do want help them with the door, assure that they are feeling well, assist them if necessary
(cough drops, water, lounge seat, etc.), and assure that they are aware of the policy for re-
entering. Sometimes it is obvious that they need to use the restroom and they know its
location. If so, let them continue. However, if they seem at all hesitant upon exiting the
chamber, ask them kindly if you can assist them in any way. Unless you determine that
they do not intend to re-enter, we then ask that you wait by the door to assist them with re-
entry, as appropriate.

o We rely on the Floor Captains to re-assign ushers as necessary to cover appropriate
areas. As each event unfolds, there are often circumstances that require usher re-
assignment. Use your discretion.
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o Do not give any medication (aspirin, etc.) to patrons. This is a liability issue. If a
patron is not feeling well, notify the House Manager immediately. If there is a House
Doctor, we may get him/her involved.

o Do not ever engage in verbal altercations with patrons or fellow ushers. Any issue that
cannot be resolved through polite discourse should be immediately brought to the
attention of the House Manager.

0 Inthe event of an emergency, follow instructions from the House Manager, Stage
Manager or Symphony Staff personnel. Always use your best discretion regarding a
reasonable and prudent course of action, keeping safety as the top priority.

o Throughout the course of a program (including intermission), ushers should be attentive to
the patrons — not talking amongst themselves, eating or drinking. We rely on our Floor
Captains to monitor their ushers. If someone needs a break, please ensure that their
station is covered and that they eat or drink in a discreet location. Please be attentive to,
and easily accessible for, your ushersit hr oughout the event.
floor!

Intermission:
Assign one female usher to each ladies room during intermission to facilitate the flow of women
through the ladies restroom.
Monitor all usher positions and assure that ushers are posted at all necessary points, including
special events such as Revelle Room receptions, CD signings, etc. Be prepared to start
chimes at the direction of the House Manager.
Assign an usher to direct and monitor the concessions lines at the bars so that these lines do not
block the lobby.

Post-Concert:
Assure that ushers are posted for any post-concert activities (CD signings, etc).
Assist with Chamber walk-through to look for any lost items. Lost items should be handed over to
front door staff with a brief description of location found.
Dismiss ushers after chamber/lobbies are clear and house has been checked for lost items.
Communicate, before leaving, with House Manager any issues or concerns regarding the event.

COMMON ISSUES AND UNUSUAL SITUATIONS:

Be familiar with the following names and locations:

o VOM o Handicapped Areas (XX; YY)

0 Revelle Room o First Aid (and when to use it)

o Catering Room 0 Heart Assist Devices

0 Usher Closet/Storage Room o Allrow letters and seat numbers
0 Reception Area o Bathrooms

o Fox Doors 0 Drinking Fountains

0 Angel Walk 0 Backstage doors (8t Ave)

o All Exit Doors o Gift Shop

o Stage Doors1&6 o ATM

o]

Hearing Assisted Devices
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Duplicate tickets:

o First, verify the tickets are for the same floor. Remember, there are seats with identical
row and number both upstairs and downstairs.

o Second, double-check the actual seats. Often, the patrons and the ushers both misread
the row and/or seat number. Also, be aware that sometimes a group of people will not
actually have seats together.

0 Third, check the ticket date. Occasionally, patrons come on the wrong day. These three
items clear up nearly all duplicate ticket issues.

o If you actually have duplicates, write the patron names on the back of the tickets and call
the House Manager immediately.

0 If you take the tickets from the patrons, mark them somehow (bend the corner of one set,
for example) so that you know which people belong to which tickets.

USHER ASSIGNMENTS - CHECK-IN

Floor Captains (1 upstairs and 1 downstairs)

Ticket Takers (1 upstairs and 1 assisting staff downstairs)

Elevator Operator (1)

Reception Area (1 in reception area, upstairs)

Doors 1-6 (0-5 per door, depending on door number, house size, staffing and event)
Stage Door Guard (1 on aisle 1, 1 on aisle 6)

Upstairs ushers (up to 25, to be assigned duties by upstairs Floor Captain)

As necessary:
Revelle Room (1-2)
Red Carpet Greeter (Normally, Masterworks only. 1-2 downstairs)

Gift Shop Assistant (1)
CD Signing, Misc. (As needed)

These usher assignments are made at check-in. Upstairs usher assignments are made by the Upstairs
Floor Captain.
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