Role of a
Bath Festival Steward

Responsible to: Front of House Manager

Purpose of the Post

To assist the Front of House Manager with Front of House duties, and to ensure events are run professionally and safely. 
Principal Accountabilities

1. To maintain safety of the public at events and to know the procedure for emergency at the event venue, taking action for clearing the building as directed.

2. To assist the public as required with patience, politeness and understanding and to offer practical assistance, especially to patrons with disabilities.

3. To remain in the position delegated by the Front of House Manager as required and to follow the instructions for the duties given to that position. Responsibilities may include:
· Greeting the audience on arrival at the venue, and answering audience queries regarding the event and/or venue.
· Directing people and being proactive with crowd control to ease congestion in venues
· Assisting disabled patrons and others with specific requirements i.e. young families
· Checking tickets and directing people to their seats

· Managing book signing queues at Literature events

· Handing out free publicity material and programmes
· Selling merchandise

· Handing out pre-paid tickets to customers as directed by Box Office Staff

· Distributing Audience Questionnaires

· Looking after ‘characters’ at the Children’s Literature Festival

· Manning Fire Exits 

· To be alert during events, assisting the audience to enter and exit the auditorium before, during and after events with minimal disruption
· Assist with the setting up of venues before the event and tidying the venue after the event
· To assist Bath Festivals Staff as & when required

4. To assist the Front of House Manager and Production or Stage Manager during the event (including dimming lights, handling roving microphones etc).

5. To know, following the main Stewards Briefing and individual event briefing by Front of House Manager:

· The whereabouts of Fire Exits and muster points, toilets (including where to find the key for disabled toilets if applicable), Public Telephones, audience refreshment facilities, bookshop or merchandise stall, buggy storage area where available
· Location and time of pre or post concert talks and book signings
· Whether refreshments are allowed in the auditorium
· The seating plan (if there is reserved seating), ticket pricing, row and number positions in the venue if applicable
· The timing of the event and when latecomers can be let in, including whether there is going to be an interval

· Whether there are any audience members in wheelchairs or with other special needs and, if so, where they are sitting, and what assistance they may require
· Who to approach for First Aid assistance and where to find them. This could be  St John’s representatives, the Venue Manager, Front of House Manager, or First-Aid qualified stewards

· Whether there are any sponsors / members of the media present and, if so, what their seating / reception arrangements are

· Location of other Festival venues, and where members of the audience should go for further information and to book tickets
If you are unsure of the answers to any of these questions, please check with the Front of House Manager or other members of Bath Festivals staff.

Bath Festivals Ltd

NOTES for STEWARDS

1.  General
All stewards must arrive at least one hour before the beginning of an event/first shift unless otherwise instructed.  The Front of House Manager will be there to meet stewards. Please expect to stay for at least 20 minutes after the end of the event/shift to see the audience out and help with any tidying up, and check with the Front of House Manager before leaving.

The Box Office will open at the venue one hour before the event starts, selling tickets for that event only. Until then, tickets can be purchased from Bath Festivals Box Office at 2 Church Street, Abbey Green. The Box Office cannot offer refunds on the day, but if members of the audience believe they are entitled to a refund, they should write to Ruth Knagg, Development Director, Bath Festivals Ltd, Abbey Chambers, Kingston Buildings, Bath, BA1 1NT.

2.  Positioning of stewards

The Front of House Manager, is responsible for positioning stewards. The following positions should always be allocated and maintained:

Fire Stewards At least one steward should be by each fire exit throughout the event.  If there are disabled members of the public at the event, one steward should be made specifically available to assist them in case of emergency.  One steward should be positioned by the Box Office for security reasons, and also to welcome the audience and answer any questions.

Stewards, as required, should be positioned by the doors into the auditorium and within the auditorium itself to check tickets and help patrons to their seats.  There is no need to collect the tickets - only to check that people have the correct tickets for that event. Make sure you are familiar with the seating areas that will be written on the tickets (see the Venue Sheet or ask the Front of House Manager).

At least one steward should be positioned outside the door for the duration of the event to let in latecomers, check that the area is kept quiet and ensure there are no problems.

3.  Emergency Procedure

Please observe the following procedure at every event, making sure with the Front of House Manager that you know what role you would take in an emergency:

· Prior to the event the Front of House Manager should walk all the exit routes with you. Please keep alert for hazards and draw anything potentially dangerous to their attention.

· In case of fire / bomb alert make sure that the Front of House Manager is aware of the situation (they will activate fire alarm and call for help if required). If the building is to be evacuated a member of Bath Festivals staff or venue staff will make an announcement from the stage. When directed, stewards are responsible for safely and calmly directing the audience from the building, opening all fire exit doors, guiding the audience out of the building to the evacuation point, and making sure they do not re-enter the building. 
· Do not put yourself at risk.
4.  First Aid

We ensure that first aid is covered at every event either by St. John’s Ambulance, the venue or Bath Festivals staff.  Please check with the Front of House Manager the name and location of the qualified first aider.

5.  Eating, drinking and smoking
It is illegal to smoke in any venue. 
Please check with the Front of House Manager where food and drink is allowed in the venue. 

6.  Photography
Taking photographs, sound recordings or videos is not allowed during events.   There may, however, be an official Festival Photographer at some events and there may also be authorised journalists there, so do check with the Front of House Manager before starting to be firm.

7.  Children at Events
At Children’s Literature Festival events children under 12 must be accompanied by a ticket buying adult and children under 2 who do not require a seat do not require a ticket, unless otherwise stated in the Festival brochure.  Please check with the Front of House Manager.


When people bring in small children or babies to concerts or events in the Bath Literature Festival or Music Festival, where possible it is worth putting them at the end of a row with easy access to an exit.  If children do start making a noise and are disturbing other members of the public, tactfully ask the parent to take them out.

8.  Dress

Dress code at the Bath Literature and Bath Music Festivals’ is dark smart clothing – preferably black - no jeans, trainers or tracksuits please. Badges will be provided at the briefing and sashes at the event. Please wear them at all events, and return them to the Front of House Manager after your last event.

At the Children’s Literature Festival however we encourage stewards to dress comfortably, so jeans are the norm, and a Festival T-Shirt will be provided for each steward to be worn at each shift.  Please wear a t-shirt underneath the Festival t-shirt if working on several shifts to keep it fresh!  
9. Audience Complaints
Any audience complaints that require an immediate response should be discussed with the Front of House Manager. In the absence of the Front of House Manager please speak to the nearest member of Bath Festivals staff. Any complaints that cannot be dealt with on the spot should be directed in writing to Ruth Knagg, Development Director at Bath Festivals.
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