
The Loyalty Highway:
New On-Ramps for Engaging Patrons

Wed, March 30





• Data Dive

• Loyalty On-Ramps 
• Different Journeys

• Creative Pathways 

• Activities 

• Questions and Discussion 

Agenda





TRG Data Corner
12 Month Comparison – Mar 2019-Feb 2020 vs Mar 2021-Feb 2022 
Tickets Sold in North America 

Revenue Units

-46% -50%



Ticket Sales – 12 Month View NA
Mar 2019-Feb 2020 vs Mar 2021-Feb 2022 
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TRG Data Corner 
112 Month Comparison – Mar 2019-Feb 2020 vs Mar 2021-Feb 2022 
Donations in North America

Revenue Units

+5%
-14%



Donations – 12 Month View NA
Mar 2019-Feb 2020 vs Mar 2021-Feb 2022 
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 Listen and listen well.

Manage inventory to access to deliver on 
your mission.

 Before you press “send...” 



Churn



Patrons are NEW



NEVER RETURN



Churn 
Causes 

Experience Problems 

We didn’t ask, didn’t listen, 

and didn’t follow-up 

Wrong Invitation 

Overwhelmed, tried to 

“instantpot”, didn’t appeal,  

and wrong matchmaking  



Donations by Typology – 12 Months Pre-Pandemic 

40%

3%
1%

6%

44%

2%
4%

New Once Before Convertee Active Super Active Lapsed Stale



Donations by Typology – Last 12 Months 
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Pathway to Membership



Pathway to Membership



Be Our Guest
Peoria Symphony Orchestra



Nearly 60% of  U.S. adults would 
accept a free ticket to a classical 
concert if  offered by a friend or 
family member. 

The Knight Foundation



• Create a pool of  new patrons

• Empowers Board Members 
to invite people in their 
networks

• Lowers the barrier to entry

• Captures patron data



How its Different from Past “Invite a Friend” Efforts 

1. New, Younger Board Members 
Millennials have landed 

Renewed energy 

2. Tailored Journeys with Options 
A follow-up ticket purchase would be great, but not the only pathway 

Redeemed cards prompt a staff and Board Member strategy session 

- Meet and greet at concert 

- Next step invitation is driven by redeemer’s interests 





ACTIVITY
What is the right “second 
date” invitation for first 
time donors or digital 
viewers? 





Virginia Symphony Orchestra

Inventory for Audience Building



APPROACH

• “Second Century Audiences Initiative” 
• Allocate inventory specifically for Audience 

Building 
• 40-80 seats depending on venue
• Sold by invitation
• Entry level pricing: $20-$25



Patron 
Services

Individual 
Giving

Community 
Partners

Catalyst Cohort

Marketing Director Development 
Director

Community 
Engagement

Cross-Department Team
Comms/Offers

Existing Relationships

New Relationships

Post- Concert 
Follow-up 





ACTIVITY
How can you leverage 
your seating inventory in 
new ways to make new 
audiences feel welcome? 



Before “Send” 
Remember 
Segmentation
Reignite relationships with audiences







Patrons Want 
Horizons 

Broadened and 
Unique 

Experiences

Lesser Known/Unique Artists 

Includes Social Gatherings 

Sales are Growing



ACTIVITY
What can you offer 
your customers in a 
campaign to encourage 
reactivation? 



Shaping the future of  your organization begins here.

1. 
Schedule a 

Call

Our free strategy sessions are no-
pressure conversations designed to 

uncover the challenges you are 
facing and provide industry-leading 

insight.

Schedule Now: 
go.trgarts.com/strategy

2.
Have a Free Strategy 

Session

During our time together, we will 
discuss the goals that you have 

alongside what types of 
engagement makes the most 

sense.

3.
Start Reshaping Your 

Organization

Once you and your team have 
settled on an engagement, we will 
begin formulating the next steps 

and timeline to reshape your 
organization for a thriving 21st 

century.
calendly.com/trgarts

-ericnelson



Questions?


