
​Box Office Voicemail​
​Step 1: Log In​
​Website Link:​​eVoice​
​Username:​
​Extension:​
​Password:​

​Step 2: Navigate to “Activity Center”​

​Step 3: Double Click on a Voicemail Message​

​Step 4: Listen to Voicemail / Read Transcript​

​Step 5: Add Info to the Voicemail Tracker​

https://www.evoice.com/pricing/?Campaign_id_9996&gclsrc=aw.ds&gad_source=1&gad_campaignid=16213530474&gbraid=0AAAAAD-Q3cMdmT2x0blZn1BRUG00u_rQI&gclid=Cj0KCQjwlqTRBhCBARIsANrkrxh5k5a18agN5DltYh0WZ0cgTbPA6swKlFsZDOyocVfrRNsH_GF5tlkaAuzXEALw_wcB


​Step 6: Return Call​
​**Only do this once you are ready to take payment!**​

​OR​

​(1) Select “Click to Call”​

​(2) Select “Click to Call Now”​

​(3) Under “Call Me at Number,” select “Mobile App:​​570-230-7277​​”​

​(4) Under “Call Out Number,” type in the customer’s phone number​



​(5) Leave the “Caller ID” field alone​

​(6) Select “Call”​

​(7) Wait to receive a response from the customer. If they do not respond, you can use the following​
​script for a voicemail:​

​“Hello​​[CUSTOMER NAME]​​, this is the Scranton Shakespeare​​Festival box office calling​
​back about your request for​​[NUMBER]​​ticket(s) to​​the​​[TIME]​​performance of​​[SHOW]​
​on​​[DATE]​​. If you would like a member of our box office​​staff to book those tickets for you,​
​please call back at your earliest convenience. If you are asked to leave another voicemail,​
​please tell us what times of day are best for us to call you back so we don’t miss each other​
​again. If you prefer to purchase or book the tickets on your own, you can do so through our​
​website,​​www.scrantonshakes.com/tickets​​.”​

​If the customer called to request information, rather than tickets, you should, instead, answer their​
​questions.​

​Step 7: Update Voicemail Tracker​
​If you left a voicemail message for the customer:​​Don’t check anything​
​If you called the customer and got a response:​​Check​​the “Called Back?” box​
​If you called the customer and sold them tickets:​​Check the “Called Back?” and “Paid?” boxes​

http://www.scrantonshakes.com/tickets


​Box Office Voicemail App​
​Step 1: Download the eVoice App​

​Step 2: Complete the Log-in and Set-Up Process​

​Checking the Voicemail Messages​

​Step 1: On the Bottom Menu, Select “Calls”​

​Step 2: Select “Voicemails”​

​Step 3: Click on the Desired Voicemail Message​

​Step 4: Play the Voicemail Message and/or Read the Transcript​
​Note that you can also call the patron back directly from this page​

​Step 5: Add Info to the​​Voicemail Tracker​



​Making Calls​

​Step 1: Open the EVoice App​
​This should automatically take you to the “Keypad” page.​

​Step 2: Type in the Phone Number of the Patron you Wish to Call​

​Step 3: Select the Phone Icon to Dial​



​Booking Tickets​
​Step 1: Log In​
​Website Link:​​Ticket Source​
​Username: [your username]​
​Password: [your password]​

​Step 2: Navigate to the Desired Event​
​You can either scroll through all the events using the numbers and arrows at the bottom of the page​
​OR make your life slightly easier and filter by the name of the show​

​Step 3: Click “Book Tickets” on the Desired Event​

https://www.ticketsource.com/us


​Step 4: Input the Desired Number of Each Ticket Type​
​If booking “Standard (+ Donation)” tickets, add the desired donation per ticket to the base fee and​
​type that number into the text box next to the ticket number dropdown menu. This text box is also​
​circled in red on the “For Musicals” image. For instance, if the customer wishes to donate $10 on an​
​order of two tickets to see​​Carousel​​, you can book​​two “Standard (+ Donation)” tickets priced at​
​$30 each OR one “Standard” ticket and one “Standard (+ Donation)” ticket priced at $35.​

​DO NOT use the “Box Office: Free Ticket” option!​

​For Musicals:​

​For Plays:​



​If you are talking to a customer over the phone, make sure to explain all of their ticket options to​
​them, including the benefits of “Up-Front Seats” and “Prime Entry Seats.”​

​Up-Front Seat:​​“A reserved seat in the first row of​​the auditorium. No need to stand in line​
​waiting for a great view!” Only $10 extra.​

​Prime Entry Seat:​​“With Prime Entry, you’ll be let​​in first when those auditorium doors​
​open! Get first pick of our non-reserved seats.” Only $5 extra.​

​Step 5: Scroll down and click “Next”​

​Step 6: Read the Customer the Ticketing Policy & Check the Tick Box to Confirm​



​Step 7: Navigate the Drop Down Menu to Identify the Customer’s Frequency of Patronage​

​Note: If you are booking free tickets from a voicemail message, you can simply select “This is my​
​first time.”​

​Step 8: Click “Next”​



​Step 9: Select the Customer’s Payment Method​
​NOTES:​
​(1) If booking free tickets for a play, change the “In-house booking fee” to $0​
​(2) If booking charged tickets over the phone, always select “SQUARE: Paid Ticket (Square)”​
​under “Payment Options”​
​(2) If booking charged tickets over the phone, add the tickets into an order on Square and change​
​the “in-house booking fee” to match the additional cost on Square. If the customer asks why it is​
​more expensive over the phone than online, you can tell them that this is our Box Office service fee.​

​Step 10: Select “Checkout”​



​Step 11: Fill out the Customer’s Information, then Select “Book Tickets”​
​NOTES:​
​(1) You are required to, at minimum, provide the customer’s first and last name​
​(2) If the customer would like to receive their tickets digitally, ask them to provide their email​
​address, then check the tick box for “Send a booking confirmation email with eticket to the​
​customer.”​

​Step 12: Booking Confirmation​
​You did it! You should see a screen similar to the screenshot below.​

​If booking tickets over the phone take note of the Booking Reference and the Booking Total. DO​
​NOT CLOSE THIS TAB! Move directly over to Square to collect payment. DO NOT tell the​
​customer their Booking Reference until you have collected payment!​



​Taking Card Payment​
​Step 1: Log In​
​Website Link:​​Square​
​Username:​
​Password:​

​Step 2: Select “Take Payment”​

​Step 3: Select “Charge Card”​

https://squareup.com/us/en


​Step 4: Select “Box Office” in the Upper Left Drop Down Menu​

​Step 5: Choose “Itemized Sale”​



​Step 6: Select the Desired Show in the “Add an Item or Amount” Drop Down Menu​
​If the customer is purchasing tickets for more than one production, you will have to add an​
​additional item.​

​Step 7: Select the Desired Ticket Type​
​NOTES:​
​(1) The “(Credit)” ticket type costs account for the processing fee.​
​(2) If the customer needs more than one ticket type, you will have to add an additional item.​



​Step 8: Scroll Down and Select the Desired Performance Date​
​If the customer is purchasing tickets for more than one performance date you will have to add an​
​additional item.​

​Step 9: Click “Save”​

​Step 10: Adjust the “Qty” Text Box to Reflect the Desired Number of Each Ticket Type​



​Step 11: Copy the Booking Confirmation into the “Note” Section under “Total”​
​Edit the text of the Booking Confirmation to fit the following structure:​

​A copy of the eticket has also been emailed to the customer at pvw.hmsw.2017@gmail.com​

​Booking Reference: UJUMWU​
​Booking Name: Pamela White​

​Event: Much Ado About Nothing​
​Venue: The Shakes Space @ The Marketplace at Steamtown, PA​
​Date: Friday, June 19 2026 at 7:30PM​

​Section: General Admission​

​Tickets:​
​2 x Standard (Free): $0.00​
​In-house booking fee: $2.98​
​Booking total: $2.98​



​Step 12: Scroll Down, then Enter the Customer’s Credit Card Information under “Manually​
​Enter Card”​

​Step 13: Enter Fulfillment Details​
​Enter the customer’s name and the date and time of the performance.​



​Step 14: Select “Charge”​

​Step 15: Send Receipt to Customer Email​



​Cancelling Tickets​
​Step 1: Log In​
​Website Link:​​Ticket Source​
​Username: [your username]​
​Password: [your password]​

​Step 2: Choose “Search Customers” in the “Customers” Drop-Down Menu​

​Step 3: Type the Customer’s Name into the “Search Customers” Text Box​
​If there is more than one customer with the name you have searched, verify their address, telephone​
​number, or email address.​

​Step 4: Click on the Desired Customer​

https://www.ticketsource.com/us


​Step 5: Navigate to “Customer Bookings”​

​Step 6: Type the Customer’s Booking Reference into the “Filter [NAME]’s Bookings” Text​
​Box​

​Step 7: Cancel the Booking​
​(1) Make sure you are editing the box that says “TICKET” under “Type”​
​(2) Hover over the “Actions” dropdown menu on the right side of the box​
​(3) Choose “Cancel Booking without Refunding.” If you are unable to choose this option, you​
​must ask Jonathan to update your permissions in Ticket Source.​
​(4) If the customer paid for their tickets, remind them that our bookings are non-refundable, so​
​their reservation has been cancelled, but they will unfortunately not receive any money back.​

​NOTE: For free ticket orders, “Cancel Booking without Refunding” may not be an option. In this​
​case, you can complete the process for “Refunding Tickets.”​



​Refunding Tickets​
​NOTE:​​These processes only apply to individual refund​​requests. If a performance is cancelled, we​
​have to process the refunds differently in order to also refund the patrons’ booking fees.​

​Ticket Source​

​Step 1: Share the Details of the Refund Request with Jonathan​
​You MUST obtain permission from Jonathan before processing any refunds!​

​Step 2: Log In​
​Website Link:​​Ticket Source​
​Username: [your username]​
​Password: [your password]​

​Step 2: Choose “Search Customers” in the “Customers” Drop-Down Menu​

​Step 3: Type the Customer’s Name into the “Search Customers” Text Box​
​If there is more than one customer with the name you have searched, verify their address, telephone​
​number, or email address.​

https://www.ticketsource.com/us


​Step 4: Click on the Desired Customer​

​Step 5: Navigate to “Customer Bookings”​

​Step 6: Type the Customer’s Booking Number into the “Filter [NAME]’s Bookings” Text Box​



​Step 7: Select “Refund Booking”​
​(1) Make sure you are editing the box that says “TICKET” under “Type”​
​(2) Hover over the “Actions” dropdown menu on the right side of the box​
​(3) Choose “Refund Booking.” If you are unable to choose this option, you must ask Jonathan to​
​update your permissions in Ticket Source.​

​Step 8: Refund the Order​
​NOTE: You have the option to cancel only part of an order if the customer accidentally purchased​
​more tickets than they needed but still want to attend the performance.​



​Square​

​Step 1: Share the Details of the Refund Request with Jonathan​
​You MUST obtain permission from Jonathan before processing any refunds!​

​Step 2: Log In​
​Website Link:​​Square​
​Username:​
​Password:​

​Step 3: On the Left Menu, Click “Payments & Invoices”​

​Step 4: In the Dropdown Menu, Select “Transactions”​

https://squareup.com/us/en


​Step 5: Use the Calendar Filter to Select the Date of the Transaction​

​Step 6: Click on the Desired Transaction​

​Step 7: In the Ellipses Dropdown Menu, Select “Issue Refund”​

​Step 8: Select the Individual Tickets You Need to Refund​
​NOTE: If you need to refund a specific amount not equal to a full ticket, you can use the “Refund​
​Amount” tab instead of the “Refund Items” tab shown below.​



​Step 9: Click “Refund Items”​

​Step 10: Cancel the Tickets in Ticket Source​

​Step 11: Notify the Patron via the Box Office Email that their Refund has been Processed​



​Sending E-Tickets​
​Step 1: Log In​
​Website Link:​​Ticket Source​
​Username: [your username]​
​Password: [your password]​

​Step 2: Choose “Search Customers” in the “Customers” Drop-Down Menu​

​Step 3: Type the Customer’s Name into the “Search Customers” Text Box​
​If there is more than one customer with the name you have searched, verify their address, telephone​
​number, or email address.​

​Step 4: Click on the Desired Customer​

https://www.ticketsource.com/us


​Step 5: Navigate to “Customer Bookings”​

​Step 6: Type the Customer’s Booking Reference into the “Filter [NAME]’s Bookings” Text​
​Box​

​Step 7: Access the E-Ticket​
​(1) Make sure you are editing the box that says “TICKET” under “Type”​
​(2) Hover over the “Actions” dropdown menu on the right side of the box​
​(3) Choose “View E-Ticket”​



​Step 8: Select “Email E-Ticket”​

​Step 9: Verify the Customer’s Email Address, then Select “Yes”​



​Exchanging Tickets​
​Step 1: Log In​
​Website Link:​​Ticket Source​
​Username: [your username]​
​Password: [your password]​

​Step 2: Choose “Search Customers” in the “Customers” Drop-Down Menu​

​Step 3: Type the Customer’s Name into the “Search Customers” Text Box​
​If there is more than one customer with the name you have searched, verify their address, telephone​
​number, or email address.​

​Step 4: Click on the Desired Customer​

https://www.ticketsource.com/us


​Step 5: Navigate to “Customer Bookings”​

​Step 6: Type the Customer’s Booking Reference into the “Filter [NAME]’s Bookings” Text​
​Box​

​Step 7: In the “Actions” Drop-Down Menu, Select “Exchange Booking”​



​Step 8: Select “Book Now” for the New Desired Performance​

​Step 9: Make Sure the Correct Number of Each Ticket Type is Selected, the Select “Next”​
​Whenever possible, do NOT exchange to a different ticket type! Explain to the patron that we are​
​unable to refund their original booking and they will have to pay full price for the new ticket​​in​
​addition to​​the cost of their original ticket should​​they wish to change ticket types.​

​Step 10: Verify the Ticket Information, Check the Terms and Condition Box, & Select “Next”​



​Step 11: Set the “In-House Booking Fee” to $0.00, then Select “Checkout”​

​Step 12: Verify the Customer’s Information, then Select “Exchange Tickets”​

​Step 13: Tell the Customer their New Booking Reference​



​Special Ticket Types​

​Reserved Seat​

​This ticket type should only be used for Silver and Gold donors. If someone reaches out asking to​
​have their tickets upgraded to “Premium Seating,” “Reserved Seating,” or some equivalent,​
​complete the following steps:​

​Step 1:​​Log into Ticket Source​

​Step 2:​​Search for the Patron and their Order Number​

​Step 3:​​View the E-Ticket and Ensure that the Ticket​​Type is “Early Access Ticket.” Each Ticket​
​Should be Priced at $25.​

​Step 4:​​Start a New Order for the Patron​

​Step 5:​​Add the Same Number of Tickets as Were Originally​​Purchased to the Cart Using the​
​“Reserved Seat” Ticket Type​

​Step 6:​​When Prompted to Add a Note to the Order,​​use the Format “Exchanged from​
​[CUSTOMER NAME]​​’s Early Access Order -- Booking Reference:​​[ORIGINAL BOOKING​
​REFERENCE]​​(​​[SILVER/GOLD]​​Donor).”​

​Step 7:​​Add the Customer to the Order. Make Sure to​​Check the Box to Send them an E-Ticket.​

​Step 8:​​Finalize the New Booking and Share the New​​Booking Reference with the Customer.​

​Step 9:​​Return to the Original Early Access Booking​​and Select “Cancel Booking without​
​Refunding” in the “Actions” Menu​



​Box Office: Free Ticket​

​This ticket type should only be used for Company Comp Tickets. Generally, we will only process​
​these orders on the night of each performance as part of Front of House and on-site Box Office​
​Manager duties.​

​Step 1:​​Log in to Ticket Source​

​Step 2:​​Start a New Order​

​Step 3:​​Add No More than ONE (1) “Box Office: Free​​Ticket” to the Cart​

​Step 4:​​Add the Company​​Member’s Information to the Order and Complete the Booking​


