27 things to consider
when planning for your
venue reopening
July 2020

1

We recently ran a survey called ‘After the Interval’ in which 43 cultural organisations in
Northern Ireland and the Republic of Ireland asked their audiences what they thought about
returning to arts events and social distancing measures. We listened to what they had to say
and gathered some thoughts on some actions to consider before re-opening your venue.
When thinking about your plans, always be audience focused. If you have any doubts about
what will make audiences feel more comfortable, talk to them directly and ask their advice.
There is so much to consider when thinking about re-opening, so we have divided this guide
into sections.

Audience experience
Let people know if you have a
food and drink offering at the
moment and whether or not
they can bring their own.

Let your audience know if
you are accepting cash or
if it is now card-only
payments.

‘After the Interval’ showed that
audiences would be less likely
to attend if there were
restrictions on toilet facilities.
This was more important than a
lack of food or drinks, so think
about you how you will be able
to keep them open and clean.

Include
an
updated
version of your opening
hours on your website
and social media. If your
hours have changed since
pre-lockdown, let your
audiences know why, as
well as being clear about
the changes.

We know from the ‘After the Interval’ survey that if people have to travel on
public transport, it may have an impact on their willingness to attend. If your
audiences rely on public transport, is there anything you can do to help with
this? If more people are going to use cars, will this have an impact on parking
available?

Does your venue feature a lot of touch components such as iPads, toys or
other interactive aspects? Let your visitors know these won’t be available for
the time being and if they are, how will you make them safe to use. Make
sure any printed documents like programmes or menus are laminated and
wiped regularly.
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Let your visitors know if they require to wear a mask. Also let them know
what staff members are going to wear and what type of masks they will wear
– visors allow people to read lips and see facial expressions.
A friendly reminder:

Cleaning and hygiene procedures


A full outline of cleaning procedures needs to be written down and
provided online for people to read. Need some inspiration? Have a look
at co. Antrim’s Galgorm Hotel’s statement. Cleaning supplies will have to
be anti-virus as anti-bacterial only won’t do the job.



The more details, the better! Will high traffic areas be cleaned regularly
to maintain hygiene? Will touchpoints such as handrails, buttons, seats
and handles be wiped regularly with anti-virus wipes?



Cleaning of toilet facilities will need to be done often. You cannot depend
on front of house staff for this task, it will have to be someone’s dedicated
job. Think about how many times a day cleaning will have to be carried
out and how queueing will be managed.
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Don’t forget hand sanitiser (the anti-virus kind) and think about the type
of dispenser. An automatic pump or foot pump is much more sanitary
than a hand pump. If a hand pump is your only option, make sure to wipe
it regularly with an anti-virus wipe and make sure it is filled regularly.
Remember that the suppliers you choose should fit with your brand. Try
to be eco-friendly and look for a local, natural plant-based, less waste
alternative? Like Aktivora.

Health and safety measures
Will you be doing temperature checks? If so, tell your visitors beforehand and
be clear that a higher temperature means no entry. Staff have to be comfortable
taking people’s temperature and turning people away if needed. Think also
about what happens next. Will they get an instant refund? Will they be offered
a gift voucher? But don’t only concentrate on the operational issues – think
about how people will feel in these circumstances, and how your actions could
impact on your relationships.

Run a track-and-trace system. Collect names and contact details. This has to be
in line with GDPR. Let the person know it is only for track-and-trace purposes
and their information won’t be used for anything else. A book on arrival is an
easy way to do it but that also means everyone will have access to other
people’s names and contact details present at the venue. You must then make
sure the data is destroyed when there is no longer a risk to these people, for
example, every two weeks.

Make sure staff have access to
PPE and feel comfortable. The
type of PPE should also be
discussed by the team to make
sure it works for staff, but also
audiences.

Tell staff they shouldn’t
come in if they are unwell
or someone in their
house/bubble is. This
shouldn’t affect their pay.
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Protocols for dealing with emergencies, evacuations and accidents will be
impacted by the need to maintain physical distance. Emergency, evacuation
and accident response processes, therefore, need to be considered to
ensure effective arrangements are still in place. Everyone onsite should be
familiar with new processes.

Lifts should only be used by
people with disabilities or other
accessibility issues, for essential
purposes, or on a one-person
per lift basis where possible.
(prams
(

How is the ventilation at
your venue? Can windows
be opened? Do you have a
system that lets fresh air
in?

Social distancing measures
Think
about
queueing
management. Are there floor
markers for people to stand?
Will queueing take place in a
rain-proof place? If not, tell
your visitors to bring a coat
and umbrella. Think about
ways to make the queueing
experience more enjoyable.

Social distancing measures
should be encouraged with
signs and promoted within
all spaces in the venue. All
spaces should be 2m apart –
chairs, tables, stands etc.

In terms of capacity, is it possible to stagger arrival and departure times?
Are there enough bathrooms, food and water points to allow physical
distancing? Will numbers be sufficiently limited to allow physical distancing
between groups from different households? Are workforce areas large
enough to allow physical distancing?
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Communication
If things have changed make
sure adequate signage has
been put in place. People will
be even more reluctant to ask
the staff as they won’t want to
talk or stand close to people.

Clear instructions on how to
enter the building are
advised. See the example
below of a local GAA club:

Consider your tone. Information
can seem less daunting when
presented with a playful tone, but
still, give audiences what they
need. Decide if you want your
tone to be serious or more playful
like this video from the
Mauritshuis in the Netherlands.
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Encourage people to
make suggestions while
visiting your venue or
get in touch afterwards.
Having conversations
with your audience is
key!

Let them know it is important for them to notify you if they can no longer
make it, as someone else could take their place and it wouldn’t result in a
loss for the organisation. Let them know what happens if they aren’t well,
or simply change their minds about coming. How you treat your audiences
at this time will be important for building future relationships.

To conclude, the most important thing is
communication! Whatever you decided and whatever you
can provide, let people know so they can make their own
decisions about whether they wish to attend or not.
Everyone’s opinions on what makes them feel safe are
different and you cannot please everyone. Do what you feel
is right for your organisation and articulate this clearly and
consistently to your audience.
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