THE SHAW GUILD
HOSTING HANDOUT FOR NEW HOSTS

March 2022
Version 2
Any questions should be directed to the
Shaw Guild Hosting Chair, Greg Fedoryn,
who can be reached at 905-468-8964 or gregfedoryn@rogers.com
Contact information is also available at www.shawguild.ca
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Hosting Requirements
The following are general requirements for every Shaw Guild Host while on duty.
Hosts should:


Be on time. Hosts must arrive at the theatre and be is position at the time specified
for their shift assignment



Be professional, pleasant, friendly, helpful and knowledgeable. Remember that
Shaw Guild Hosts are often the first contact the patron has with the Shaw Festival
theatre and it should be a positive connection.



Wear their Shaw Guild name badge.



Observe the “business casual” dress code. For men this means casual dress shirt
(with collar) and trousers. Women can wear a dress, skirt or tailored slacks and
blouse or tailored pantsuit. No beach flip-flops, t-shirts, shorts or jeans please.



Never wear any scented products (e.g. perfume, cologne or aftershave, etc.). Shaw
Festival theatres are “no scent” areas.



Never smoke or vape. Smoking and Vaping is prohibited in all Shaw Festival
theatres.



Never chew gum, however breath mints are acceptable.



Never critique the show.



Be familiar with all theatre venues in order to respond to questions and to direct
patrons to the correct seating area, assistive listening device pickup, washrooms and
other lobby facilities as necessary.



Be familiar with the show being hosted in knowing the show’s expected running
time and scheduled intermission time.

Note: If during hosting, a Host sees any opportunities for improvement, they should not
try to make any changes themselves. Instead, suggestions should be directed to the
Shaw Guild Hosting Chair.
Note: House Managers will report Hosts who do not meet these requirements to the
Shaw Guild Hosting Chair. The Host may then be removed from the hosting list.

General Responsibilities


Upon arrival at the Theatre, Hosts must immediately report to the House
Manager, so the House Manager is assured that the required number of Hosts are
ready and capable of performing their responsibilities. The House Manager cannot
open the doors to the public unless and until all doors are manned.



Hosts are required to sign in upon arrival and to receive instruction from the
House Manager related to the performance (e.g. length of performance,
intermissions, etc.).



At this time, Hosts should also reacquaint themselves with the location of the box
office, washrooms, seating, assistive listening device pickup location, refreshment
locations, accessible options, etc., for the theatre venue.
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Once the House Manager opens the doors to the public, Hosts are required to
stay at their posts continually. Any absence must be as brief as possible. A Host
may be idle for some of their shift but at any time must be available to welcome
patrons, scan tickets and answer questions.



Once the House Manager opens the doors to the public, Hosts politely welcome
patrons entering the theatre lobby and assist patrons by either ensuring tickets are
scanned and then by directing the patrons to the correct door or by checking the
patron vaccine information.



Hosts should ensure that their Shaw Guild name badge is clearly visible.



The House Manager will generally remain in the lobby area to address any problems
or concerns that may arise.



If the scanner indicates any issue with the ticket, the patron should be directed to
the box office. Any questions from a patron about tickets should be directed to the
box office. Hosts should not attempt to answer them.


If the patron is at the wrong theatre venue or at the wrong date or time, the
Host may advise the patron accordingly.



Any other issues arising with patrons should be directed to the House Manager for
resolution.



From time to time the scanner may not operate properly. If this occurs, the Host
should advise the House Manager. It may be necessary for the Host to visually scan
the ticket or documents presented.



The Host should direct each patron to the correct seating area within the theatre
and respond to questions e.g. location of box office, assistive listening device pickup,
washrooms and other lobby facilities as necessary.



In the event a patron indicates concern regarding accessing their seat due to
mobility challenges, the Host should refer the patron to the House Manager.



Some patrons may be picking up their tickets just prior to the performance. Hosts
should direct these patrons to the box office.



Just before curtain, the House Manager will advise Hosts that their shift has been
completed. The Host is free to leave the theatre at the end of their shift.

Checking Theatre Tickets or Vaccination Certification


Hosts do not directly handle tickets nor vaccination documents, either paper
or on a patron phone.



Assist the patron to scan their own theatre ticket or QR vaccination
certificate and show their identification.



If the patron does not have a QR vaccination certificate, have the patron show you
their identification and other vaccination document for your verification.



Any concerns, call the House Manager to assist the patron.
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Proof of Vaccination
Steps for Businesses and Organizations
The patron seeking entry is solely responsible for demonstrating that they are the
legitimate holder of the vaccine receipt.
Valid government identification must contain:


Name of the identification holder



Date of birth
o photo identification is not required

Examples of identification to confirm the identity and birthdate


Birth certificate



Citizenship card



Driver’s license



Government (Ontario or other) issued identification card including health card



Indian Status Card / Indigenous Membership Card



Passport



Permanent Resident card

Using a scanner to check vaccination status:
Validation of identification
successful when the name and
date of birth of the presenter of
the vaccination receipt and the
name and date of birth on the
identification document match.

If the name and date of birth on
both documents do not match, the
individual will not be allowed to
enter the business or organization.
Please call the House Manager
to assist.
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Steps
1. Identify the Name and Birthday on the Identification
2. Compare the name and birthday to the Vaccination QR code or documentation
3. Confirm completed Vaccination with date, which must be more than 14 days
previous.
a. Patron presents a QR code – either on a phone or paper


Scan the QR code and compare the name and birthday on the ID

b. Patron presents an older Vaccination documentation without QR code


Compare the name and birthday



Check it is for 2nd vaccination



Check the date is more than 14 days ago

How to check non QR documentation from Ontario
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Hosting Checklist
Before Hosting check with the House Manager to be sure you know these things
About the Play:


At what time is intermission?



How long is it?



What time is the play over?



Are there any extra before or after activities?
o

Chat with actors, etc.



About the Theatre:



Washroom location



Refreshments available



Food available



Coat Check



Accessible Facilities:



Seating



Elevator



Washrooms



Assistive Listening Device pick-up



Where to store walkers or other devices



Tickets:



Which door inro theatre



Balcony
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Hosting Venues
The content of this section will provide Hosts with the information required to respond to
most patrons’ questions.

General Information Applicable to all Theatres
The following information pertains to all theatres.


Assistive Listening Devices: Some patrons have difficulty hearing the actors on
stage and may ask for an Assistive Listening Device (ALD) headset. There is an
infrared sound amplification system installed in all the theatres which amplifies the
voices, etc. on-stage and sends them directly to the headsets, thus making it easier
for the patron to hear. It is similar to a hearing aid, but without the background
interference. The ALD headsets are kept at the House Managers or Assistant House
Managers desk. There is no charge for this rental, but there is a jar for
contributions which are not compulsory.



Vertigo: Some patrons may not be comfortable with heights. Some patrons may
find the stairs steep and difficult to navigate. If a patron does express their concern,
the Host should direct the patron to the House Manager.



Falls/Injuries: If someone falls on the theatre premises, inquire if they are hurt and
offer assistance. The Host must report the incident immediately to the House
Manager. If the patron appears to require assistance, the Host should stay with,
and comfort the patron until the House Manager arrives.



In case of fire: All theatres are equipped with a fire alarm system and the Shaw
Festival staff is trained in evacuation procedures. In the event of a fire and
evacuation, Hosts should stay calm, assist the Shaw Festival staff if asked; otherwise
leave the building in an orderly manner with the patrons.



Power Failure during Performances: All theatres have backup power capacity
including emergency lighting in the event of a power failure. Depending on the
reason for the power failure, temperature and other factors, the performance may
still continue. In the event the performance is terminated, Hosts should assist the
Shaw Festival staff if asked; otherwise leave the building as directed by the Shaw
Festival staff in an orderly manner with the patrons.
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Festival Theatre Floor Plan
The Festival Theatre is the Shaw Festival’s flagship theatre and is located at 10
Queen’s Parade.
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Festival Theatre
Quick Facts


Address: 10 Queen Parade



History: land acknowledgement; built 1972 designed by BC architect Ron Thom;
inaugural season Pierre Trudeau, Indira Ghandi, Queen Elizabeth II



Largest theatre – 856 seats; 1/2 size of Stratford; put all 3 Shaw theatres in festival
theatre at Stratford; proscenium stage (like a picture frame with audience all facing
the same way);



2019 results: not for profit; $30 M +, attendance 40% US, 60% Cdn; 11 plays + 2
Christmas; 520 people work in season (350 + volunteers) 65 ensemble; economic
impact on Niagara region over $200 M in related travel, restaurant, shops hotels

Route


Festival entrance: SHAWP, Box Office, Accessible/Gender neutral washroom



Front of House; Coat room, First Aid station – bed, wheel chair, toilet sink plus
supplies; no medications; defibrillator behind FoH desk;



Front of House (FoH) – Assistive Listening devices; for selected performances, closed
captioning; smartphones and smartphone holders available by reservation of bring
own and download GalaPro app



Information/reception desk



Coat of Arms: in honour of Shaw’s 25 anniversary in 1986 Shaw become the second
theatre in the world (other is the Royal National theatre in London) to be granted
its own Coat of Arms by England’s College of Arms; official Shaw flag, derived
from Coat of Arms flown above the flag deck at FT
o

alternating blue/silver lines – reflection of sun on waters of NOTL, crest
supporter on the left is a beaver; holding a candle to illuminate the nuances
of the play; on the right a male griffin, holding a mirror to nature – one of
the functions of theatre

o

FT has extensive gardens – area between the supporters is a grassy mound
out of which grow shamrocks – Shaw was Irish and roses – lived in England



Busts of Shaw, Brian Doherty, Calvin Rand



Gallery of photos of creative teams at FT



Café, bar, washrooms



Aisles 1-2; 3-4 orchestra level



Members terrace/costume display



Balcony - NO ELEVATOR + stairs to enter theatre
o

Aisles 5 -6; 7 – 8; bar, washrooms upper terrace

Gardens – if weather permits


Members Terrace (Continue the conversations)



Secret garden
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Courtyard – Governor Council, pop up patios



Walkway to JM Studio Theatre

Location of Box Office


The box office is located on the right side of the box office lobby, just past the
accessible washroom.

Location of Washrooms


Washrooms are located across the far side of the main lobby on each side of the
bar, ladies on the right, mens on the left.



There is a wheelchair accessible washroom located just inside the door to the
box office lobby on the right side.



Both ladies and mens washroom are located across the far side of the balcony
lobby. The balcony stairs are located on the right side of the main lobby.



Gender-neutral washrooms /accessible washrooms are available at the Theatre.

Parking


Parking is available at the Festival Theatre and Jackie Maxwell Studio for a posted
fee per performance. Limited parking for people with disabilities is also available
for the same fee. There is street parking only for the Royal George Theatre.

Mobility Access


The Festival Theatre orchestra seating is at street level and accessible to patrons with
wheelchairs. Special access seating for wheelchairs is located in Row R of the
orchestra level. On both the orchestra and balcony, there are some stairs down to
most seats (excluding special access seating in Row R). Balcony seating is not
accessible to those with restricted mobility because there is a flight of stairs up to
the balcony and no elevator.



Hearing Assistive Devices are available at the Coat Check to the right in the
Lobby, just inside the doors.

Refreshments


Bar and food service is available in the Festival Theatre Lobby Café prior to
curtain and during intermission. Patrons can pre-order all food and drinks for
intermission. The café is open at noon, prior to 2:00 PM performances and at 6:30
PM, prior to 8:00 PM performances.



There is a refreshment stand in the upper lobby, which is available only during
intermission.



Bar service is available on the outdoor patio near the Members Terrace (weather
permitting).



Patrons are allowed to take bottled water and wine from the bar (served in a
plastic covered cup) into the theatre. No food or other beverages are allowed.
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Seating


Tickets specify the seating location by Section, Aisle, Row and Seat. In the Festival
Theatre, Shaw Guild Hosts should direct the patron to the appropriate
Section (orchestra or balcony) and door to the Aisle as noted on the ticket.
Shaw Festival Ushers will direct the patron to the correct Aisle, Row and Seat within
the theatre.


On the ticket, the Section will display with a prefix of either Orch (orchestra) or
Balc (balcony).

Hint: The Row will also assist the Host in determining if the seat is in the orchestra or
balcony; Rows in the orchestra are noted as single letters A to T and XA, XB, XC and XD
while Rows on the balcony are noted as AA, BB, CC, DD, EE, FF and GG.


On the ticket, the Aisle will display as 1, 2, 3 or 4 for the orchestra and 5, 6, 7,
8 for the balcony levels. The door to Aisle 1 and 2 is located on the near side of
the main lobby and balcony lobby while the door to Aisle 3 and 4 is located on the
far side.

Location of Shaw Guild Hosts


Hosts stand just inside the main doors to the lobby and scan tickets there.

Other Amenities


Coat and Parcel Check is available to the right in the Lobby, just inside the doors.
Recommended for patron coats and parcels. These services are free to patrons.



For morning, matinee and some evening performances Shaw Guild Greeters are
positioned outside the Festival Theatre greeting patrons, assisting with buses and
answering questions.



An outdoor patio overlooks beautiful gardens and grounds, which are ideal for a
stroll.



The Shawp, the Shaw Festival’s retail shop located on the left side of the box office
lobby, sells handmade creations from Shaw Festival and Niagara artisans, giftware,
jewelry, music, books, scripts, stationery and theatre wear. The Shawp gift
certificates are also available.



Shaw Members at all levels are invited to enjoy refreshments (coffee, tea and
water) on the Members Terrace during intermissions.
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Royal George Theatre
The Royal George Theatre is modeled after an Edwardian opera house and is located at
85 Queen Street.
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Royal George Theatre


304 seats



Proscenium stage 22’w 15’ deep



Building has had many lives
o

Blacksmith shop originally at the turn of the century

o

Mrs. Norris constructed a vaudeville house known as the Kitchener opened in
1915; entertained the troops billeted here for WWI – admission was 10 cents

o

1919 bought by George Reid as a road house for silent films – renamed the
Royal George

o

30/40 served as a cinema; Dewey McCourt ran for 25 years, upgraded to
handle newest technology cinemascope

o

Served for a few years as Canadian Mime theatre

o

1980 Shaw brought by Christopher Newton went back to name Royal George

o

Restoration over several years, ornate mouldings, plaster grid ceiling, hand
painted marble effect in theatre and lobby; 2008 box office on street

o

2018 new seating, lift for accessibility, purchase of Angie Strauss property;
restore gardens and Gallery

o

Check

o



Defibrillator location



Plaque on wall as you descent stairs recognized Walter Carsen a
generous funding in renovations



Lower mural near ceiling with caricatures from 1980



SNAG – Saturday Night at the George where actors would unwind



Guild donated funds to upgrade the bar

Since 2017 Christmas Carol production sponsored by Shaw Guild to 2021

Location of Box Office


The box office is located on the left side of the lobby. The box office also has
window access to the street. The Host should check with the House Manager to see if
the window access to the street is open in addition to the lobby access.

Location of Washrooms


Washrooms are on the basement level via the stairway located on the right side of
the lobby.



There is an accessible washroom located off the Royal George outdoor patio. It
can be accessed through the house right exit door within the theatre. There is
one step to access this facility from the theatre floor. Hosts should advise the
House Manager if a patron requests the wheelchair accessible washroom and the
House Manager will ensure access via the elevator to the walkway for this washroom.
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These washrooms are wheelchair accessible and Gender-Neutral.

Parking


Parking is not available at the Royal George Theatre. Patrons must find street
parking.

Mobility Access


The Royal George orchestra level is four steps above street level. Special access
seating is located at the end of the aisle stage right in Rows A, B, C, D, M, N, O and
P of the Orchestra level, and is accessed through Aisle 2. An automatic
wheelchair lift to the orchestra level is located near the front entrance doors. Hosts
should refer requests to use the lift to the House Manager.



Balcony seating is not accessible to those with restricted mobility because there is
a flight of stairs up to the balcony and no elevator. The balcony stairs are located
on the right side of the lobby.



Hearing Assistive Devices are available in the lobby, at the drink kiosk.

Refreshments


Bar and snack service is available in the basement lounge prior to curtain and
during intermission.



Patrons may take bottled water and wine in plastic sealed cups from the bar
into the theatre.



A small kiosk with drinks and snacks (no alcohol or hot drinks) is available in the
lobby prior to curtain and during intermission. Hearing devices are also available
here.

Seating


Tickets specify the seating location by Section, Aisle, Row and Seat. In the Royal
George Theatre, Shaw Guild Hosts should direct the patron to the
appropriate Section (orchestra or balcony) and door to the Aisle as noted on
the ticket. Shaw Festival ushers will direct the patron to the correct Aisle, Row and
Seat within the theatre.


On the ticket, the Section will display with a prefix of either Orch (orchestra)
or Balc (balcony).

Hint: The Row will also assist the Host in determining if the seat is in the orchestra or
balcony; Rows in the orchestra are noted as single letters A to Q while Rows in the
balcony are noted as AA, BB, CC and DD.


On the ticket, the Aisle will display as 1 or 2 for the orchestra and 3 and 4 for
the balcony levels. The door to Aisle 1 is located on the left side of the main
lobby and the balcony lobby while the door to Aisle 2 is located on the right side of
each.
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Location of Shaw Guild Hosts


Hosts stand just inside the main doors to the lobby at street level and scan tickets
there.

Other Amenities


An outdoor patio garden is situated behind the Royal George. It can be accessed
through the house right exit door within the theatre.



Gender-Neutral/Accessible washrooms are in the same area.



There is a coat rack available in the basement in the bar area for patrons’ coats.
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Jackie Maxwell Studio Theatre
The Jackie Maxwell Studio theatre is located next door to the main Festival Theatre.
It has its own facilities for patrons, but is also is close enough to share many of the
Festival amenities including the patio and gardens.
The Theatre is an intimate space with approximately 300 seats and is located at 10
Queen’s Parade, which is the same location as the Festival Theatre but is accessed
via the Production Centre entrance. The theatre is located at the far right hand side
of the Festival lobby.
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Location of Box Office


The desk just inside of the Production Centre to the left of the door is used as
the box office.

Location of Washrooms


Washrooms are located near the theatre on the left side of the hallway. These
washrooms are wheelchair accessible and Gender-Neutral.

Parking


Parking is available at the Festival Theatre parking lot for a posted fee per
performance. Limited parking for people with disabilities is also available for the
same fee.

Mobility Access


The Studio Theatre orchestra seating is at street level and accessible to those with
restricted mobility including wheelchairs. Special access seating for wheelchairs is
located in Row A of the orchestra level, in Sections 2 and 4. Stairs are required to
access the majority of seats.

Refreshments


Bar and snack service is available in the Studio Theatre lobby prior to curtain and
during intermission.

Seating


Tickets specify the seating location by Section, Aisle, Row and Seat. In the Studio
Theatre, Shaw Guild Hosts should direct the patron to the theatre doors,
which are located on the far right hand side of the lobby. Shaw Festival Ushers
will direct the patron to the correct Aisle, Row and Seat within the theatre.

Location of Shaw Guild Hosts


Hosts stand just inside the entrance of the Production Centre doors and scan
tickets there.

Other Amenities


An outdoor patio overlooks beautiful gardens and grounds, which are ideal for a
stroll.



The Shawp, the Shaw Festival’s retail shop located on the left side of the Festival
Theatre box office lobby, sells handmade creations from Shaw Festival and Niagara
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artisans, giftware, jewelry, music, books, scripts, stationery and theatre wear. The
Shawp gift certificates are also available.


There is a coat rack available in the front lobby for patrons’ coats.

MVP Useful Links





MVP (My Volunteer Page)-login
MVP Hints & Tips
Signing up for a Shift on MVP
Contact for MVP help
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