
Foundations 2018/19
Benchmark Report

June 2020



Contents

Background on the report……………………………………………….…..2
Section 1: 2018/19 Benchmark Figures……………………..………...3

Contact Rates….…………………………………………………………….4
Customer Behaviour….………………………………………………….5
Ticket Yield…..……………………………………………………………….6

1



Regional 
venues

Background on the report

About the report

This report covers the benchmark data, which will help you understand what the ticketed landscape 
is like in Northern Ireland, as well as regionally and in Belfast. If you join the Foundations Report, 
you can avail of insights comparing your data with the benchmark figures.

16 organisations participated in this year’s report, and data was pulled from each organisation’s 
ticketing system among attenders from April 2018 to March 2019. Similar to previous reports, we 
have pulled benchmark figures among Belfast organisations and Regional organisations.

About the metrics

Last year, you told us that you wanted a shorter report, something that’s easier to read, and shows 
how you fit into the larger picture. You spoke, and we listened. This year, we trimmed down the 
report to just three important topics: contact rates, customer behaviour, and ticket yield. We chose 
these metrics because they give you insight into customer behaviour and help inform business 
development priorities. 

What is it? Why is it important?

Contact 
rates

The percent of your total database 
you can contact for marketing 
purposes (to email, post, or both).

This figure helps you understand how 
much of your audience base you can 
contact to develop your relationship. 

Customer 
behaviour

Here we cover three things:

• Customer loyalty (percent of
customers who are returning from 
the previous year)

• New vs. returning customers
(within the current year, the 
percent who are new vs. returning)

• Frequency of attending during the 
current year (percent of customers 
attending once vs. those attending 
multiple times during the year)

Customer loyalty shows you how well 
you’re retaining audiences from the 
previous year. 

New vs. returning customers shows who 
you rely on more: your new or your 
returning customers.

Frequency of attending shows you how 
engaged they are throughout the year. 
Are they only coming once, or coming 
multiple times?

Ticket 
yield

Average price of a ticket (total tickets 
sold divided by total revenue)

Knowing your ticket yield and how your 
organisation compares to the benchmark 
will help inform future pricing strategies.

Belfast 
venues

2

East Side Arts Festival took part in this year’s project, but as the only festival involved, their data has been excluded from the
calculation of the benchmark.
Seamus Heaney Homeplace’s exhibition data was analysed separately and only the events programme included in the benchmark.
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2018/19 Benchmark Figures:
Contact Rates
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The 2017 Spektrix benchmark report showed that on average, their clients could contact 61% 
of their database. In Northern Ireland, this figure is slightly lower: just over half (55%) of 
cultural bookers in Northern Ireland are contactable by NI venues. This is 8% lower than last 
year at 63%. Regional venues experienced a larger decrease in contactable rates (a drop of 
10% from last year), while the rate for Belfast venues only dropped by 1%. 

GDPR may be one reason behind this figure. Different organisations handled GDPR differently, 
and may have had an impact on organisations’ ability to contact their customers. 

Tips for increasing your contact rates

Be clear about what people are signing up for when people check out.
The Pavilion Theatre in Dublin is a great example www.paviliontheatre.ie – at checkout, they 
tell the customer everything they need to know: what they are signing up for, what they will 
receive (and how often), and how to unsubscribe.

Reward people for opting-in to your newsletter. 
You can offer incentives for signing up to your newsletter, such as a significant discount on 
tickets or a VIP ticket if they sign up. 

Contact Rates
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This part of the report illustrates how efficient NI venues are at collecting valuable customer 
data. Remember, it’s not about the size of your database, but the percent you can contact. 

http://www.paviliontheatre.ie/


2018/19 Benchmark Figures:
Customer Behaviour

Customer Loyalty

Balance of New and Returning Customers

Frequency of Attendance During the Year
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2018/19 Overall Benchmark

New Returning

Overall, venues in Northern Ireland were slightly more
reliant on new customers than on returning ones. This is in
line with the Spektrix 2019 Insights Report, which found
that 56% of transactions at their 343 arts organisations
were made by customers new to the organisation.

Compared to Belfast venues, Regional ones were more likely
to rely on returning customers: on average, Regional venues
had 48% of their customers returning, while Belfast venues
had 46%. Compared to last year, the Belfast benchmark was
the same, but the Overall and Regional benchmark this year
had slightly more returning visitors.
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Overall, 23% of customers attended more than once in 2018/19. This is lower than
Ticketsolve’s UK benchmark of between 33%-34%. In NI, Regional venues had a slightly
higher percent of people re-attending throughout the year. However, this may/may not be
related to the amount of choice in Belfast, where there are multiple venue in a small area. 5

Customers at Regional venues were slightly more
loyal: 33% of Regional customers came back
compared to 31% of Belfast customers.

Attendance is the most crucial information to help you understand your audiences’ relationship 
with you.  We often talk a lot about loyalty and how important that is – we also know from a 
business efficiency point of view that the more people attend year on year, the more often they 
will attend during the year.  If you are constantly having to chase new customers – you are not 
operating efficiently. 

32%
Of customers from 
2017/18 came back
the following year

68%

Did not 
return



2018/19 Benchmark Figures:
Ticket Yield

The overall benchmark for Northern Ireland is lower than that reported by the Arts 
Council England’s 2017/18 report (£19.33). ACE found that there was a large difference 
in National organisations* (defined as ‘those with a significant national reach beyond 
the region of their home base’), which had an average yield of £28.26 per ticket. 
Organisations outside of this group in regions around England varied between £11.49 
and £18.61. 
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*Note: National organisations include Birmingham Royal Ballet, English National Ballet, Northern 
Ballet, Opera North, Royal National Theatre, Royal Opera House, Royal Shakespeare Company, 
Southbank Centre and Welsh National Opera.

Ticket Yield 

£14.19
Is the average price of a ticket Northern Ireland
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Ticket yield is the average price a person pays for a ticket. The information below shows 
benchmark figures for ticket yield in Northern Ireland, and how it differs by Belfast and Regional 
venues. 
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