The Grand
Five Years of Change and Progress
This list, organized by department, details the innovations in programming and operations that have been instituted in the five years since the current management team took over.

Macro Initiatives/Executive Management
· Participated in collaborative planning process known as Arts for Delaware’s Future with Delaware Art Museum, Delaware Symphony Orchestra, Delaware Theatre Company, and OperaDelaware
· Conducted comprehensive baseline marketing research study as outgrowth of Arts for Delaware’s Future
· Took leadership role in founding of Delaware Arts Alliance, a statewide arts advocacy organization affiliated with national network of similar state organizations
· Built consensus for a collaborative arts-focused marketing campaign for Wilmington, IN Wilmington; secured state, foundation and private funding for campaign, and publicly launched effort
· Updated a new institutional mission statement that addressed changes in programming and outreach philosophy
· Established a strategic approach to board membership: developed an enhanced set of member expectations and evaluation standards, formulated a gap analysis to guide recruitment, created member information packets, and implemented an orientation process
· Added fifteen new board members
· Created a board, trustee, and staff presence at Grand performances, with door greeters and an information table
· Revitalized Trustees as vital advocates and advisors for Grand, grew group from less than 30 inactive members to nearly 50 engaged trustees, created a trustee newsletter to improve communication to the group and added a second yearly meeting
· Worked with colleague organizations in unsuccessful bid to revise ArtCo funding agreement to enable special distributions from Fund in times of economic distress



Programming
· Increased the schedule of performances by touring artists from an average of 40 to 75 shows annually
· Expanded the artistic disciplines included in every season, adding more comedy, pop music, and family shows
· Eliminated genre-based philosophy that scheduled three of every type of show
· Launched live @ baby grand programming in 2007
· To support new and/or critical areas of programming, developed artistic presenting partnerships with local presenters including Arden Concert Gild, Green Willow, Jewish Federation of Delaware, Delaware Valley Chorale, Brandywine Friends of Old Time Music, and others
· Created the Clifford Brown Year Round jazz series with City of Wilmington and Christina Cultural Arts Center to cultivate jazz audience
· Supported ticket sales of tenant arts organizations by reducing/eliminating competing programming and providing cross-promotional marketing opportunities


Marketing/Box Office
· Eliminated genre-based subscription marketing in favor of a tiered frequency discount program, halting a slide in subscription support and increasing frequency of attendance
· Integrated tenant company performances into season brochure and subscription packaging to bolster their attendance and further diversify Grand programming
· Added annual Season Preview Party to season campaign strategy; attendance has grown from 50 the first year to more than 300 in 2011; expanded preview party to promote tenant company performances
· Initiated more aggressive print marketing strategy, supplementing weekly show ads with occasional full-page, tabloid inserts, and wrap ads in News Journal
· Developed a strong customer service orientation in ticketing office with regular training and motivation; adopted an up-selling approach to increase ancillary sales
· Launched interactive, content-heavy parallel websites for institutional promotion and online real-time ticketing; with 24/7 accessibility and the ability to select specific seats, online sales now account for more than 60% of all sales
· Installed and activated Tessitura, the top industry software for integrated ticketing, development, community engagement and database management computer system
· Aggressively cultivated an email database (now exceeding 40,000 active addresses); promoted shows through monthly e-newsletter and targeted blasts
· Created dedicated publicist position and reinitiated direct relationships with major print and broadcast media, increasing ongoing coverage dramatically
· Introduced the Stage Door Pass restaurant partnership to increase awareness of downtown amenities
· Developed comprehensive social media strategy with regular patron communication through Facebook and Twitter
· Conducted extensive customer satisfaction surveys of targeted audiences to identify problem areas of customer service and address them
· Created a position largely dedicated to marketing Community Engagement programs
· Initiated pre-concert slide shows to promote upcoming performances and programs, improve patron communication


Operations
· Oversaw several major building overhaul projects including replacement of HVAC systems, roof, boilers, and fire panel
· Installed Tracer Summit software to control energy usage throughout both buildings, resulting in dramatic savings on annual energy costs
· Installed a new enhanced façade lighting system, capable of more variety of lighting schemes and synchronization with music
· Engaged Chelsea Tavern as exclusive in-house caterer in partnership deal that has both entities marketing rental events in building
· Hired a full-time events manager, producing a significant increase in rental revenue and building use
· Improved concessions operations for shows, providing greater selection and quality to meet customer expectations and generate more revenue
· Permitted drinks to be taken into theater, greatly increasing concessions profits
· Turned King Street doors into an alternative patron entrance, complete with Grand signage, improving access and customer service
· Instituted a comprehensive recycling program in offices and for performances, dramatically reducing solid waste disposal needs and reducing costs
· Adopted green policies building-wide, reducing energy needs and minimizing waste of valuable resources
· Brought regular facility cleaning back into staff after being outsourced
· Installed a hanging system for art exhibits to ease transitions and better care for walls
· Kept 140-year-old building used for more than 300 events a year in solid working order and physically beautiful
· Acquired three new building tenants including Mobius New Media (in a service barter-rent agreement), ArtCo and Delaware Women’s Journal


Finance
· Conducted five consecutive years of clean audits
· Organized a board finance committee that meets monthly to review financial statements and participate in financial planning
· Improved finance reporting to finance committee and board
· Upgraded finance server and desktops
· Managed finance software upgrades
· Brought in asset management software compatible with what Grand’s auditors use
· Implemented changes to payroll system, moving from a phone-in system to web-based system
· Brought benefit management in-house
· Brought insurance coverage local while improving coverage lines and decreasing cost by almost 50%
· Opened online banking system to better manage cash flow
· Revised finance policies and procedures to improve fraud controls
· Created a finance suite with improved security and confidential recordkeeping
· In addition to finance responsibilities, the director has assisted as house photographer, creating a comprehensive photographic record of performances, programs, and major events


Development
· Developed a tiered donation strategy (365 Club) with accumulating benefits
· Created early notification system to donors for added shows to increase sales and enhance benefit value of donation
· Opened Ninth Muse space for cultivating friends and donors
· Created artist meet and greets as a donor benefit and cultivation tool
· Shifted Grand Gala from celebrity performer focus to arts education and community service focus, added personal tribute aspect to program
· Raised nearly $6 million in ongoing campaign to reduce debt, address infrastructure repairs/upgrades, and increase endowment
· Created Gilliam Arts Access Fund and Historic Preservation/Education Funds at Delaware Community Foundation
· Added major corporate donors to annual fund
· Expanded number of foundation donors
· Increased annual fund donors and size of average gift
· Supplemented general operating support grant from Delaware Division of the Arts with new arts education funding and other special projects
· Created a Bus Subsidy Fund to underwrite transportation for schools participating in the Stage of Discovery program
· Launched first legacy giving program in tandem with the major fund campaign
· Garnered first Federal project grant (through National Park Service) for historic building system upgrade
· Raised $1.8 million in Cawley Tribute
· Encouraged artists to speak about theater with dressing room welcome card
· Increased solicitation of current audiences
· Coded patron tickets so that contributors are recognized and thanked by ticket-takers
· Encouraged contributions as part of ticket transactions via box office, website, ticket receipts
· Thanked specific attending donors in audience on pre-show slide show
· Initiated online donor information and online giving capabilities
· Increased public awareness of nonprofit status through messaging in program books, websites, emails 


Production
· Partnered with Community Professional Loudspeakers to add lobby speakers in baby grand and permanent ambient sound augmentation in mainstage; installation has garnered significant industry publicity
· Enhanced audience safety by adding new LED aisle lighting, emergency exit lighting and new aisle/step markings in mainstage auditorium
· Refreshed appearance of backstage and dressing room areas with new paint and performance photographs


Administration
· Evolved executive assistant responsibilities into Director of Administration position, still assisting executive and managing directors but also undertaking more general administrative tasks
· Standardized all administrative titles and salary ranges, updated job descriptions, and instituted staff-wide performance evaluations
· Re-arranged office suite to concentrate departments together and created more secure finance offices
· Instituted biweekly staff newsletter to improve internal communication, expanded coverage to include tenant organizations and extended distribution to include board and trustees to highlight steady volume of staff activity
· Established biweekly staff lunches to further strengthen internal team dynamics
· Streamlined contract administration with new routing process that tracks and executes contracts more efficiently
· Transitioned many records from paper to electronic format for easy retrieval and reference
· Leased new office equipment (copier, postage meter) to increase productivity and efficiency
· Formed Party Planning Committee to boost staff morale by recognizing personal milestones (births, weddings, retirements, etc), raising money to subsidize these costs by having occasional in-house fundraisers


Community Engagement
· Created this department in 2008 to bring focus and direction to disparate outreach and education efforts
· Re-launched Stage of Discovery school matinees; enhanced program with online study guides, pre-show classroom visits, and bus subsidy program
· Augmented Stage of Discovery program with ancillary educational opportunities provided by other regional non-profit organizations such as Delaware Historical Society and Delaware Aerospace Education Foundation
· Reinvigorated Arts Academy with new faculty, streamlined fee collection, registration and data management through Tessitura, and concerted marketing
· Added new programs to curriculum: Rock Academy, We Kids Rock, Steel Band, and Broadway Intensive
· Dramatically increased participation to Summer Children’s Theater (SCT) program by changing performance schedule to weekly and increasing marketing efforts; added opportunity to involve local child performers with Missoula Children’s Theatre
· Established a suggested donation approach to SCT ticketing to maintain access while raising revenue
· Expanded DanceWorks with more participating schools, teachers and off-site classes
· Partnered with six other arts organizations to create Warner Arts Alliance at Warner Elementary School
· Facilitated dozens of artist residencies, workshops, seminars, Q&As, open rehearsals, and other artist-audience interactions
· Initiated Summer Salon Series, weekly free concerts by local artists outdoors on Market Street
· Debuted In The Spotlight, regional multidisciplinary talent show with finale on mainstage; winners received opportunity to perform on subsequent season
· Created other opportunities to showcase local performers with Musikarmageddon, Clifford Brown High School Jazz Competition and LOL @ The Grand (both coming in spring 2012)
· Made building more publicly accessible with building tours and art galleries
· Experimented with community dance events in Studio 1: Philly Bloco and Grand Baile (debuting this fall)
· Partnered with City and Wilmington Renaissance on numerous programs designed to promote downtown include Wilmington Grand Prix, Fringe Festival, Downtown Fall Fest, Christmas Parade, monthly Art Loop, and Façade Light & Sound shows
· Developed new volunteer opportunities with Grand Marshals program, BIE Teacher Externships, and Latino Community Advisory Council
