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Thank you so much for being a part of our dedicated usher corps. Your willingness to 

volunteer your time in this way makes it possible to provide the kind of service to our patrons 

that enhance the entire experience of coming to the theater. While we are also glad to 

provide you with an opportunity to see our productions, the usher role is very important and 

carries a great deal of responsibility to ensure our patrons’ safety and enjoyment of each 

production. This manual is meant to provide new and long-time ushers with all of the 

information you need to effectively perform the role. It is meant to clearly define and describe 

usher responsibilities and to address most potential situations that may arise.  

If you have any questions, please don’t hesitate to contact me at 

amanda@shreveportopera.org or (318) 227-9503. Thank you again for the invaluable service 

you provide Shreveport Opera! 

Amanda J. Gouthiere, M.S., CNP 
Executive Director 
 

Contact Information  

Shreveport Opera 
212 Texas Street, Suite 101 
Shreveport, LA 71101 
(318) 227-9503 
www.shreveportopera.org 
 
Riverview Theater 
600 Clyde Fant Parkway 
Shreveport, LA 71101 
Box Office: (318) 673-5108 
 
Parking  

At the Riverview Theater, there is available parking on nearby streets at the meters (free on weekends) 

or in the Sci-Port and casino lots. There is also $10 valet parking and a free limo shuttle that runs from 

the 1st Floor of the Regions Parking Garage on Milam Street.  

Building Access  

All ushers should enter the building through the main entrance of Riverview Theater. 

Usher Meetings  

Usher meetings take place prior to each opera at 6 p.m. to disseminate information to the ushers in 

preparation for the performance.  A sheet will be set out at the usher meeting for the ushers to sign for 

attendance purposes and to ensure that an usher’s hours of service are recorded. Usher meetings for 

are held in the theater or in the opera club.  
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The following information will be disseminated at these meetings:  

 The expected attendance for the performance; 

 Specific timings regarding the performance;  

 The procedure for controlling and seating the patrons who arrive late to the performance;  

 Instructions regarding inserting flyers into the programs;  

 Information regarding the events which are scheduled in the other spaces in the building;  

 Emergency Procedures; and 

 Other special instructions.  

Protecting Your Valuables  

Upon request, we will put purses and other personal items in the Riverview Theater Box Office, but 

Shreveport Opera assumes no responsibility for any lost or stolen items. Whenever possible, the coat 

check room will also be available for the volunteers. 

Customer Service  

Shreveport Opera is committed to providing quality customer service to the patrons who attend the 

performances. Ushers play a key role in the customer service program of Shreveport Opera. It is 

essential for all of our ushers to seize the opportunities they have to make a positive impression upon 

everyone with whom they come into contact. It is particularly important for our ushers to understand all 

of the Shreveport Opera usher responsibilities.  

Special attention should be devoted to protecting the performance environment in Riverview Theater to 

prevent disruptions from occurring. Extra special attention must be devoted to familiarizing yourself 

with the Riverview Theater Emergency Plan. Ushers provide a critical role in patron safety. We 

recommend that our ushers review the contents of the Usher Manual often. Ushers are required to 

carry out all procedures in the manual in a courteous and professional manner. Ushers must stand and 

remain standing while patrons are present in their area, before a performance begins and during 

intermission. Ushers who are unable or unwilling to perform according to Shreveport Opera’s standards 

will be dismissed from the program.  

Training  

Ushers are required to read the Usher Manual in its entirety before signing up for any performances and 

should plan to attend each usher meeting at 6 p.m. the day of the performances. 

Uniform  

All ushers are required to adhere to the dress code of the usher department when they serve the public.  

The dress code for ushers is as follows: black and white business dress. 

Ushers are required to wear an usher badge when serving the public, unless otherwise instructed.  

Flashlights  

All ushers are requested to carry a small, working flashlight when serving as an usher. Shreveport Opera 

has a supply in the Riverview Theater Box Office.  



Scheduling 

Ushers are required to complete the online sign up process or respond via email notifying me of their 

willingness to usher. Shreveport Opera utilizes a sign-up genius/online tool for all usher scheduling. Slots 

are filled on a first-come-first-serve basis. To access the online tool, go to _____.  If you have never used 

the site, you must register. If you have previously used the site, do not create a new account as this will 

create duplicate accounts in the system. If you need to change your schedule less than 48 hours before 

the performance, please call my office or send me an email. Otherwise, changes should be made 

through the online sign-up.  

Attendance & Punctuality  

Shreveport Opera relies upon our ushers to be present on the dates when they are scheduled to serve; 

we depend upon our ushers to arrive on time. Shreveport Opera does not expect or require our ushers 

to report to serve when they are ill. Please call the Riverview Theater Box Office at (318) 673-5108 the 

day of the performance if you are suddenly unable to serve. Do not leave messages on Shreveport 

Opera’s general line.  

Policies Regarding Watching Performances  

Ushers must remain in their assigned positions, outside of the theater, until the break for late-comer 

seating has occurred, or when I release you. Ushers must adhere to the policies of the performing 

groups. If an usher leaves the theater while a performance is in progress, they must check in with me 

before re-entering the theater. Ushers must remain quiet and refrain from talking inside the theater as 

they watch a performance. Ushers should also refrain from other actions that could make noise such as 

playing with the flashlights or unwrapping lozenges or candy.  

Ushers are required to sit in the designated seats at the back of the theater for the following reasons:  

 To be available for patron assistance;  

 To be accessible for emergencies such as theater evacuation; and 

 To monitor the audience and ensure that the Shreveport Opera patrons are having an optimum 
experience.  

 
Ticket Taking Instructions 

Cordially greet all patrons who pass through the entrance to the theater. Ask all patrons to present their 

tickets/e-tickets to ensure everyone entering is authorized to be here. Count the number of tickets the 

patrons have in their possession. Compare the number of tickets with the number of patrons in the 

group. Direct them to the Box Office if they neglected to purchase a ticket for every member of their 

group. Prohibit anyone who does not have a ticket from attending the performance. Check the title of 

the performance. Check to make sure the patron is on the correct level (Orchestra= floor; Balcony = 

Upstairs). Always check the section, row and seat number printed on the tickets. It is extremely 

important for a ticket taker to give patrons accurate directions to their seats. Each patron or group 

should receive directions to their seats unless they state they already know where they are located. 

Tickets do not have to be torn. Keep the flow of patron traffic moving quickly but safely. Ticket takers 

are required to inform the patrons who arrive late that they will not be able to be seated in their 

designated seats until there is a suitable break in the performance (i.e. intermission). They must explain 



when the break for the seating will occur and give the patrons specific instructions on what they should 

do next (i.e. find an open seat in the balcony if able).  

Patrons are not to take pictures or video of any performance. Ticket takers must enforce this policy.  

Programs and Program Book Inserts  

One of the many important duties of the ushers perform is inserting flyers into the programs books. All 

fliers must be inserted into the front cover of the programs unless otherwise instructed. All flyers must 

be inserted right-side up and neatly so that the flyers are easy to read as soon as the patrons open their 

program. The ushers must assist each other in completing this task. After all of the flyers have been 

inserted, the ushers should stack their programs neatly in the same location they found them. Care must 

be taken not to leave the programs or excess flyers in a location where a patron may slip and fall on 

them. The ushers are required to hand a program to each patron who is seated in their section. Ushers 

should familiarize themselves with the theater layout and gather programs to distribute. 

Opening the House  

Please prevent patrons from entering any of the seating areas of the theater until the house is opened. 

Generally, patrons will have access to their seats approximately 30 minutes before a performance. 

When it is time to open the theater for seating, I will walk to each level and direct ushers to move into 

their assigned positions. The ushers must open all the doors leading in and out of the theater at this 

time. Each usher must pick up and carry a handful of programs to distribute to the patrons.  

Escorting Patrons to their Seats 

All ushers are required to follow this standard operating procedure for escorting patrons to their seats:  

 As the patrons approach to be seated, an usher should great them politely by saying, “Good 
Evening!”  

 Offer to escort all patrons to their seats by asking, “May I show you to your seats?” (Some 
patrons will know where their seats are located, and they do not need usher assistance.)                                                

 Patrons are not allowed to bring food or beverage into Riverview Theater.  

 Ask the patrons to present their tickets and check the section, row and seat number to be 
certain that the patrons are in the proper area. Great care must be taken to ensure that patrons 
have come to the correct section of the theater to be seated.  

 Before escorting patrons to their seats, it is extremely important to state “Please watch your 
step!”  

 All patrons must be escorted directly to the row in which they belong.  Make certain that the 
patrons know the seat numbers which identify their seats.  

 Conclude by saying, “Enjoy the performance!”  
 
Responding to Seating Problems 
 
Remember to ask to see the tickets of all the patrons involved in a seating conflict. Before entering the 
row, check the identification where the seating problem exists. Inspect the tickets of all the patrons who 
are involved in the situation. Inspect each group separately to make sure they are correct. Never have 
two sets of tickets in your hand at the same time! Check to make sure that all the patrons are holding 
tickets for the performance which is currently taking place. Check the date printed on the tickets to be 



certain that all of the patrons are present on the correct date. Check the section, row and seat numbers 
printed on the tickets; the patrons may be seated in the wrong section or in the wrong row. Check the 
seats which are occupied by the patrons and compare that with the seat numbers printed on the tickets 
to be certain that the patrons are occupying the correct seats. The usher must notify the Box Office 
Manager immediately if they are unable to resolve the seating problem. Do not reassign patrons 
without permission from the Box Office Manager. The Box Office Manager will take responsibility for 
notification & reassignment.  
 
The Performance is About to Begin  
 
The lobby lights are flashed in sequence 5-10 minutes prior to the start of the performance as a signal to 
the audience that the performance is about to begin. 
 
The following duties must be carried out when the lobby lights are flashed:  
 

 Quickly escort patrons to their seats before the performance begins.  

 If possible, the ushers should inform the patrons in the lobby areas that the performance is 
about to begin.  

 Remove the excess programs from inside the theater and stack them neatly in the lobby area 
where they will not pose a trip hazard.  

 The theater and lobby lights will be dimmed, signifying the start of the performance. All doors 
leading in and out of the theater must be closed uniformly at this time.  

 
Responding to Late Patrons  
 
The artists who perform with Shreveport Opera wish to perform in a controlled environment, free of 

disruptions. Likewise, patrons do not want to be distracted. The ushering staff is responsible for 

enforcing the late-comer policy. Therefore, all of the ushers are required to remain standing in their 

assigned positions, outside of the theater, until the break for late-comer seating occurs or until I have 

released you. Ushers seated closest to the doors are designated as late-comer seaters. As soon as the 

lobby lights dim at the start of the performance, no one may be seated. Ushers should offer an 

explanation to the late-arriving patrons as to when they will be allowed to be seated. Care must be 

taken to keep late-comers away from the doors leading into the theater by standing in front of the 

appropriate entrance doors. Ushers are expected to prevent patrons from entering the theater at times 

other than late-seating breaks. If a patron insists on entering and moves to do so, the ushers should not 

use physical restraint to prevent the patrons from entering the theater. If a patron leaves the theater 

during a performance, they may not return to their seat until a suitable break occurs in the 

performance. The ushers must use their flashlights to light the aisles and steps for the patrons as they 

escort them to their seats. Ushers are required to inform the patrons who arrive late that they will not 

be able to be seated in their designated seats until there is a suitable break in the performance (i.e. 

intermission). They must explain when the break for the seating will occur and give the patrons specific 

instructions on what they should do next (i.e. find an open seat in the balcony if able).  

The ushers are allowed to be seated once they have taken care of all patrons and late-comers.  
 
 
 



During the Performance  
 
Monitor the doors while the performance is in progress to prevent patrons from entering the theater at 
inappropriate times. Make yourself available for patrons to report an emergency if necessary.  
 
When ushers are seated inside the theater, and the performance is in progress, they are responsible for 
the following duties:  
 

 Please notify me immediately if you are able to hear noise inside the theater emanating from 
the lobby areas. The lobby areas must remain quiet while a performance is in progress. 

 Monitor the behavior of the audience. If a patron is taking photos, text messaging or using an 
electronic device of any type, quietly pursue the problem and attempt to locate the patron. 
Direct the patron to stop. Contact me whenever this problem continues to occur and ask for 
additional assistance, if necessary. Notify me immediately if a patron creates a disturbance. 
Notify me immediately if a patron develops a medical problem or falls inside the theater. We 
will need to collect their name and the circumstances of the event for an incident report.  

 Keep all of the theater doors closed while the performance is in progress. At intermission, make 
certain that all of the theater doors are opened and aisles are clear. Monitor the climate 
conditions inside the theater and inform me if it becomes too hot or cold inside the theater.  

 
At Intermission(s)  
 
All of the theater doors must be uniformly opened when the lobby lights are brought up to full intensity 

at the intermission. Ushers should remain near their assigned areas during intermission(s) to answer 

patron questions. Enforce the smoking policy and prevent patrons from bringing food and beverages 

into the theater. All of the theater doors must be closed uniformly when the theater and lobby lights are 

dimmed at the end of intermission. Some patrons may be late in returning to their seats. Ushers are 

required to inform the patrons who are late returning to their seats that they will not be able to be 

seated in their designated seats until there is a suitable break in the performance (i.e. another 

intermission). They must explain when the break for the seating will occur and give the patrons specific 

instructions on what they should do next (i.e. find an open seat in the balcony if able).  

After the Performance  
 
Help clear the house of patrons and close theater doors when empty as soon as performance is over. 
Pick-up any left-over refuse on the floor or seats. Put any refuse in the trash receptacles. Check out with 
me and return usher badges and flashlights.  
 
Emergency Procedures  
 
The ushers must understand the procedures to be followed if they become involved in an emergency 
situation. It is particularly important to remain calm when an emergency occurs.  
 
Medical Emergencies  
 
Contact me immediately and advise me of the situation. If I cannot be found, find the Box Office 
Manager.  



 
Emergency Procedures for Riverview Theater 
 
Please see Riverview Theater Emergency Plan. 
 
Seating Chart of Riverview Theater 
 
Please familiarize yourself with the seating chart of Riverview Theater. 
 

 
 

 
 
 
 
 



 
Acknowledgement of Usher Manual 

 
 
I acknowledge that I have received, read and fully understand the policies and procedures included in 
the Shreveport Opera Usher Manual. I acknowledge that I am physically capable of fulfilling all the 
duties and responsibilities presented in the Shreveport Opera Usher Manual. I acknowledge that I may 
be dismissed from the Usher Program for not completely fulfilling all the duties and responsibilities 
presented in the Shreveport Opera Usher Manual.  
 
Printed Name______________________________________________________________________  
 
Signature__________________________________________________________________________ 
 
Date______________________________________________________________________________ 


