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“I appreciate your desire to volunteer with Pilots 
Without Borders, but being a flightless bird you 
haven’t enough flying hours to qualify with us.” 

 

 
 
More than 250 volunteers give nearly 14,000 hours of their time at Associates programs 
each year. Their help enables the Smithsonian Associates to annually offer 750+ high-
quality educational and cultural programs that enrich the lives of our audiences.    
 

This handbook is intended as a ready reference on the policies and procedures that apply 
to Event/Concessions Representatives (hereafter referred to as “Rep” for brevity). Please 
give it a thorough reading upon receipt and keep it for future reference.  
 
Our Volunteer Program Philosophy 
The strength and stability of the volunteer program is sustained through the coordinated 
and collaborative efforts of the Associates Programming Staff, the Volunteer Coordinator, 
and our seven different kinds of volunteers:  Event, Bus and Studio Art Representatives, 
Office Volunteers, Ambassadors, Concessions Volunteers and our Special Event Volunteers. 
Our volunteers are an integral part of making our quality programs enjoyable for our 
patrons. Your work as part of a team collectively contributes to the overall success of the 
Smithsonian Associates. It sounds like a cliché, but truly, we could not do it all without our 
volunteers. You are an essential part of our success! 
 

Requirements for Serving as Event/Concessions Rep 
Each Event/Concessions Rep completes a Smithsonian background investigation and is 
issued Smithsonian identification credentials, similar to staff members. This is in keeping 
with the level of responsibility entrusted to each Event/Concessions Rep. For those 
attending Associates events, you are the public face of the Smithsonian.  
 
 

The Commitment Volunteers Make   
Our Event/Concessions Reps tend to volunteer 
actively in their positions for a minimum of five years, 
while many remain active for a decade or more. This 
low volunteer turnover enhances the program’s 
vitality by ensuring that those who are genuinely 
interested in assisting with the programs maintain 
their active participation. You are expected to commit 
at least 40 hours of volunteer time annually to retain 
your active volunteer status and the benefits that 
come with it. Also, you must become a member of the 
Smithsonian Associates, and renew your membership 
annually. There is a special discount rate for 
volunteers, and it includes upgraded member 
benefits. 
 

The benefits of long-term volunteering both to the individual and the organization are 
many and the Associates is grateful to those who are motivated and committed to 
volunteering for the long term. 

INTRODUCTION 
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Submission Phase 
Volunteers request the programs for which they would like to work via a website 
specifically designed for the Smithsonian Institution. It is called EVANS (Every Volunteer 
Accounted for iN the Smithsonian). If you are a new volunteer and have not created an 
account with EVANS, the Volunteer Coordinator can assist you with that process.  
You must have an EVANS account in order to request program assignments. 
 

Please refer to a separate document with step by step instructions for how to log 
onto the Smithsonian Associates’ version of the EVANS system. Then select your 
program choices clicking on the “Shifts: Requested, Assigned” link in the Volunteer Menu 
on the left side of the screen. Clicking on that link takes you to a calendar view page with a 
drop down menu that will enable you to see: 

 Available Programs You May Request 
 My Requested Shifts 
 My Assignments 

 

The deadline for submitting program preferences is generally the 7th of the month unless 
announced otherwise by the Volunteer Coordinator. Late submissions might not be 
considered during the assignment process, so please honor the deadline as emailed.   
 

When submitting your preferences, you should: 
 

 Select at least 3 to 5 programs, as this will help ensure an assignment.    
 Request courses only if you can assist at all sessions or send the Volunteer 

Coordinator an email that you are unable to serve specific dates in the course.     
  Request assignments to the programs to which Event/Concessions Reps are 

assigned. These exclude:  
1. Photography programs  
2. Digital media courses 
3. Bus Tours and Studio Arts, unless you have completed  

the additional training required. 
Often special programs, such as receptions, necessitate additional support by 
volunteers to include food and beverage set up and clean up. These events may 
also require you to be on your feet most of the time and carrying trays of 
refreshments. There may be only a short period for sitting down. Keep this in mind 
when identifying programs you wish to support. 
 

Assignment Phase 
After scheduling is completed, you will receive an email to log onto EVANS and see your 
assignments on the calendar pages. Be sure to look for the next several months, not just the 
current month, as some of your assignments may be there. It is your responsibility to look 
up your assignments; individual emails stating your assignments will not be sent. 
   

SCHEDULING PROCEDURES 
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Please save the dates of your requested programs until the assignments have been made. 
Assignments are considered accepted unless you reply to the contrary promptly after 
receiving an assignment. Be sure to mark your calendar.  
 
Gap Phase 
Once initial assignments are made, the Volunteer Coordinator will aim to fill those shifts 
that were not yet assigned due to lack of requests. Gaps are announced via a broadcast 
email, listing the remaining programs that still need volunteer coverage. Although first 
priority is given to those Reps who have no new assignments for that cycle, all volunteers 
are asked to reply by email if they can fill these gaps as well as other needs for last minute 
replacements. In most cases, gaps are assigned the day after being offered. 
 
Reminder Emails – Replies Needed 
It is essential for you to keep track of all your program assignments. In most instances, 
approximately three to seven days prior to an assignment, Reps will receive a reminder 
email from the Volunteer Coordinator. It will include the program name, date, and expected 
arrival time as well as any special instructions. Please email your confirmation that you 
still plan to assist with the program. Also, please contact the Volunteer Coordinator if 
you haven’t gotten this reminder email at least one working day prior to the program 
assignment.   
 
Program Cancellations 
On the rare occasion when a program is cancelled, Reps will be notified by the Volunteer 
Coordinator and a reply is requested so we know you are aware of the change. Patrons will 
be notified by email or telephone call from Customer Service. 
 
Location Changes – Way Finders Needed  

When the number of participants in a program either increases or 
decreases sufficiently to warrant a change in location, volunteers will 
receive an email seeking a Location Change Volunteer.   
 
If the original program location was on the Smithsonian campus, a Rep 
will serve as a location change volunteer. He or she will be posted at the 
original location to provide directions to any participants who 
somehow did not receive word of the venue change.  
 

Location Change Volunteers get the information they need to give patrons from a packet 
that is typically left with the Ripley Security Office off the main concourse. Please return the 
packet to the Volunteer Coordinator’s office after the shift is over so the leftover letters and 
maps can be reused. Depending on the program’s start time, the shift is generally from 6 
pm to 7:15 pm for weeknight programs, but volunteers will be credited for two 
volunteer hours. If you like, you can go to the new program location and sit in on the 
remainder of it after 7:15 pm. Extra Bonus: When a Rep fulfills a location change shift, s/he 
can then email the Volunteer Office his or her top choice for the next assigning cycle, and 
every effort will be made to assign that program as a means of special thanks for picking up 
this extra shift. 
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Leave of Absence 
If there comes a period of time when you are unable to volunteer due to illness or injury, 
surgery, extended travel or family emergencies, contact the Volunteer Coordinator to 
arrange a six-month leave of absence. They are granted on a case-by-case basis. 
 
 
 
 
 
 

 

SUMMARY FOR SCHEDULING ASSIGNMENTS AND RELATED INFORMATION 
 

1. Submit your requests via EVANS by the deadline, usually the 7th of each month. 

2. Log into EVANS when notified that your new (and previous) assignments are 

posted. 

3. Consider additional assignments via the GAP phase, make your interest known  

by promptly emailing the Volunteer Coordinator. 

4. Promptly reply to reminder emails and/or reminder calls to reconfirm your shift. 

5. You will be notified of program cancellations. 

6. Location Change Volunteers are sometimes needed. It’s a great opportunity to  

get additional volunteer hours and receive your first choice program assignment 

for the next cycle. 
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While the duties of Event/Concessions Reps may vary slightly from program to program 
and venue to venue, there are three basic responsibilities: 

 Assist staff 
 Enhance participants’ experience  

(especially when selling concessions) 
 Promote membership and complete door sales            

 
 
 
 

Programmers invest months of careful planning and preparation for each program in 
anticipation of serving a large audience who find the program valuable and interesting.  
In order to ensure a smooth, flawless presentation, that same degree of attention to detail 
needs to continue through the hour prior to presentation and the minutes following its 

conclusion.  
 
In general, your volunteer shift starts 45 minutes before the 
program begins. The first 45 minutes of your shift are the busiest, 
therefore it is important to be on time. Upon arrival, report directly 
to the Programmer so she will know you are here.  

 
If your program is taking place in Ripley, be aware that there may be other programs also 
taking place along the hall. Take a moment to find out the names of the other programs and 
which rooms they will be located in so you can redirect the patrons accordingly. You can 
find this information on the program signs that are posted at the ground level and on the 
wall near the escalator. This is especially helpful if you are doing a concessions shift, as 
patrons may ask you where to go for their program. 
 
Be aware that Programming Staff (herein referred to as Programmers) have specific 
responsibilities to attend to prior to, during and following a program. These duties and 
responsibilities limit the time they have available to deal with some matters, so they rely 
heavily on the assistance by Reps. Thus, assisting Programmers prior to, during, and 
following a program is the first of three indispensable duties of all 
Event/Concessions Reps. Your help reduces their stress levels, so bring a ready smile 
and a can-do attitude. 
Here are some of the specific things you will do to assist Programmers.   
 
Program Packets: What’s Inside   
You will receive a program packet from the Programmer or another staff member. When 
there are multiple sessions, a new attendance roster, new will call tickets, and/or handouts 
may be added to the packet after the initial session of a multi-session program.    

THE THREE FUNDAMENTAL VOLUNTEER RESPONSIBILITIES 

#1: ASSIST STAFF 
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For courses, series or other non-musical performance programs that meet multiple times, 
please store the program packets in between sessions in the Event Rep Supply Closet in the 
hallway off the right side of the office lobby. This is to ensure that personal information about 
our patrons, which is on the roster, is secure. 
 

Program Packets include the following: 

 Event Rep Guidelines for Programs 
 Door Sales Tally Sheet 
 Attendance Roster or Door Sheets  
 Program Evaluations (for all-day seminars and multi-session programs only) 
 Comment cards to set out on the will call table 
 Copies of the current issue of our monthly program guide, Smithsonian Associates 
 Smithsonian Associate Order Forms 
 Yellow Door Tickets to give patrons when making a sale at the door 
 Ticket Discrepancy Forms 
 Door Sales Procedures (this is on pink copier paper) 
 Membership Price and Benefits List 
 Money Bag 
 Any of the various types of tickets  
 Slips of paper for reserving seats            
 For all-day seminars, an information sheet on possible places to have lunch  
 Some program packets may also include name tags, activities applications, book 

plates, scrap paper for book signings, and handouts, etc.  
 
Please become familiar with these forms, by reviewing 
them in the program packets or getting samples from 
the two places in our office where we keep a supply of 
them.  
Copies of those forms routinely used by Reps may also 
be found in the Event Rep Closet located in the 
hallway to the right of our office lobby, and there’s a 
second place to find forms on top of the cabinets by 
the side entrance to our office.      
 

Inside view of this closet:  That pile in the middle of the top row 
shows program packets for courses that have multiple 
dates/sessions. They are left there between sessions so they are 
easy to find for the next meeting time.  
When you open this hall closet, you will also see individual 
parts of the program packets, such as money bags, door tally 
sheets, comment cards, and other items you may need if they are 
missing from your program packet. Please look here instead of 
asking the Programmer to help you locate what you need for 
your program packet. 
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This is the other spot where you can pick 
up program packet materials. It is on top 
of the filing cabinets you see to your left 
as you come in the side door to our 
offices. This door is located along the 
same carpeted hallway as the Discovery 
Theater box office. This door is kept 
locked, but Event Reps can either ask a 
security guard to let you in – you will need 
to show your SI ID badge – or knock on the 
door so someone in the office can come 
and let you in the door. 
 

 
 
Attend the Programmer’s briefing at the start of your volunteer shift.  
The program briefing provides Reps with program specific expectations and information, 
such as when the doors should be opened, what copies need to be made, which volunteers 
will perform which duties, when handouts should be distributed, when any breaks will 
occur, the anticipated time the program will end, whether the program is sold out, etc.   
Please be present for and attentive to the Programmer providing this information. Once 
you have arrived, you should remain at the program site so that the program briefing may 
be given once – not multiple times. In the unusual instance that you need to leave for a 
moment, you should so advise the Programmer and your fellow Event Rep volunteers.     
 
This photo shows you what five items from the program packet get pulled out of the tab 
divider pockets in the packet, 
and placed on the counter/table 
for patrons to take them.  
They are: 

1. A few current issues of the 
monthly program guide 

2. The blue and yellow 
membership benefits flyer 

3. Brochures for our 
certificate programs  

4. Comment Cards 
5. Studio Art Volunteer 

Brochures 
 
At the end of your shift, please 
put the remaining copies of #2, 
#3, #4, and #5 back into the tab divider pockets as you found them in the program packet. 
This way they will be ready for the next program that uses that packet. Please don’t just 
stuff them in the front cover pocket.  
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Make Copies 
Make copies of flyers, handouts, etc. as requested by the Programmers. When in doubt 
about the appropriateness of a speaker’s request for copies, seek guidance from the 
Programmer. You will need a copier code to use the copier; it is printed on the backside of 
your name tag.  When there are several handouts, be ready to collate them as requested. 
 
Distribute Comment Cards 
Please make Comment Cards available at all programs by placing them on the will call table 
for participants to pick-up; they are in the “Comments” tab pocket in each program packet. 
All Reps should accept completed cards handed to them by program participants and either 
pass them unread to the Programmer or place them in the program packet. Some 
participants may prefer to fill them out later and mail them in. 
 
Attendance Rosters 
 

 
 
 
 

 
Inside the program packet you will find the event roster. The top portion indicates the 
program name, code, date, and the location as well as the date and time the roster was 
printed and the number of pages. The lower portion of the roster contains an alphabetical 
by name listing of program participants. Event rosters also show the number of tickets 
sold. For courses and programs in a series, sometimes the Programmer will print out and 
provide a new roster prior to each session.  
 
Generally, these rosters of ticket-holders are printed by a Programmer after 2:00 p.m. the 
day of the program. If the program falls on a weekend, the roster is printed after 2:00 p.m. 
on the previous Friday.  
 
Programmers will make every effort to supply an additional list of names for those last 
minute registrants purchasing tickets (via phone, online or the ticket window) after the 
rosters are printed. These additional names should be incorporated into the roster in last 
name/first name order.   
 
Because the attendance roster may contain personal information such as 
membership status, patrons’ names, and other details, it is a confidential document 
and should not be shared with anyone other than Associates staff and volunteers. 
During your shift this information must be kept out of view of other patrons.       
 
Participant Not on Attendance Roster   
If a participant arrives without a ticket and his/her name is not on the attendance roster, 
please inquire if the registration could be under a different name. Also, check any common 
misspellings of the participant's name.   
 

Rosters are confidential! 
Do not reveal any portion of the contents of any roster  
to anyone including guest lecturers and performers. 
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If a participant's name still cannot be located and s/he affirms the purchase of a ticket, but 
there is no way to confirm this (NOTE: we cannot accept print outs of an online 
purchase), please observe the following procedures – if there are seats available.  
 
Use the Ticket Discrepancy Form included in the program packet to record program 
information, the individual’s full name, address, telephone number, email address, and 
payment information (credit or debit card numbers or a check), and obtain their 
signature.  Explain to the patron that this form will be used to investigate the 
ticketing discrepancy and that they will not be charged twice. This form is to be used 
for both members and non-members.   
 
NOTE: This is a change to the former policy of asking participants if they are a 
member, and if they said yes, not collecting the address and phone number and 
payment form on the ticket discrepancy form. We cannot take their word for it; it 
could be that their membership has expired. 
Completing this form is necessary so that the discrepancy can be promptly resolved by the 
Associates’ customer service/membership office. If a volunteer does not find a Ticket 
Discrepancy Form in the program packet, there are copies in the Event Rep closet (off the 
office lobby) and on top of the cabinets near the side door to the office (Discovery Theater 
hallway).   
 
If there are no seats available, ask the programmer on duty how to handle the situation. 
 
Sold Out Programs  
When a program is sold out, "no show" seats may be sold at the door at the discretion of the 
Programmer. If a problem arises (such as the lack of seats for ticket holders who arrive 
late), handle the situation as diplomatically as possible. If there is no Programmer present, 
please fill out the problems section on the back (blank side) of the Door Sales Tally Sheet. 
If additional assistance is required, refer the individual to the Programmer. Only the 
Programmer can later request a refund to be issued to latecomers who can’t be seated. You 
are not authorized to offer that. 
 

Latecomers  
At least one Event Rep remains outside the auditorium 
or classroom for the first 20 minutes of the program to 
handle late arrivals. Latecomers should be reminded 
that the program has already started and asked to enter 
quietly and if possible from a rear entrance. Event Reps 
who enter the program as it is starting should sit just 
inside the door or to the rear of the classroom or 
auditorium so that they can see and assist late 
participants in turning in their tickets. There are slips of 

paper in the program packet that say “Reserved Staff.” Please put on one or two seats near 
the door to ensure you will be able to sit there. All Reps need to be aware of where 
available seats are located in order to assist late arrivals.  Part of your duties are to help 
latecomers find seats, so be ready to leave your seat to get them settled. If the program is 
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sold out or if seats close to the door are needed for latecomers, Reps may find it 
necessary to stand until the program is well under way and any empty seats become 
available. You are not to sit on the floor or in the aisle due to fire hazard issues. 
 

Refund Policy  
You need to be familiar with policies concerning cancellations and refunds. This 
information is set forth in every issue of the Associate. Under no circumstances can an 
Event Rep issue a refund to a participant who shows up at the door with an extra 
ticket. 
 
Check Tickets  
Check tickets as participants arrive, and in the event of a series, look 
to see that they have the right ticket for the right date, not just the 
name of the program. The Rep adjacent to the door looks at the 
tickets to ensure they are for the correct program, but does not tear 
them. If the program has multiple sessions, please encourage the 
participants to retain their tickets.   
 

Exception:  In the case of performances and concert series, Reps 
adjacent to the door take tickets and tear them at the perforation, 
and then return the ticket to the patron. The stubs are placed in the program packet unless 
requested by the Programmer. 
 

Position yourself by the entrance, facing the arriving attendees.  
Do not stand in front of the will call table or with your back to arriving participants. 
It sounds like common sense, but it happens frequently, as volunteers often like to chat 
facing their team mates sitting at the Will Call table. It is important we are ready to greet 
them with a smile, not our backs!  
 
Distribute Handouts  
There may be materials to distribute to participants as they arrive or later, such as 
programs, information sheets, brochures, etc.  All handouts should be given to Reps from 
the Programmer, not the instructors or presenters.  

 

If you receive handouts from an instructor, show it to the Programmer prior to handing 
them out. If there is no staff member on duty, please review the handout: 

 to make sure it does not request contact information from the participants 
 is not a personal performance evaluation 
 is not an advertisement for other events 
 is not a solicitation for donations    

If you are asked to collate the handouts, this should be done at an adjacent table and not 
the desktop where the door sales and will call are being handled. 
 
When you distribute handouts, please stand to either side of the room’s entrance unless 
otherwise instructed by the Programmer. 
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Photography 
Photography is not permitted by attendees at regular Associates programs. There will be 
some exceptions to this policy for media who coordinate in advance with public affairs 
staff, as well as at special events like Sleepovers, Breakfast at the Zoo, and Smithsonian at 8 
Nights. Event Reps will be informed in advance when media may be present to take photos. 
 

Food and Drink 
Other than bottled water, food and/or 
beverages are not permitted in the Ripley 
Center Lecture Hall or in other 
Smithsonian auditoriums (Baird, Ring, 
Rasmuson). Our patrons may bring food 
and drink into the other Ripley 
classrooms, including the art classrooms. 
 
Event Reps are called on to diplomatically 
inform participants of this policy of no food 
and drink during the program. This is 
especially true when the concessions cart is 
positioned across from the Lecture Hall; please 
politely ask people to finish their wine and snacks before going into the Lecture Hall. 
 
All-day seminars at Ripley feature a lunch break. Often the participants eat their bag 
lunches in one of our classrooms or meeting rooms. The room location for the lunch period 
is determined by the Programmer, not the volunteers, and this often is decided AFTER the 
program has begun. Please do not ask where the lunchroom will be – wait for the 
Programmer to give you that information. 
 
It is common for Studio Art students to bring snacks and drinks that they consume during 
the class. Please make sure their wrappings and other debris get into the trash can and that 
it is placed OUTSIDE of the room (in the concourse) so that the custodians pick it up 
promptly.  
 
 

Assist with Crowd Control 
Take time to familiarize yourself with building amenities in order to direct participants to 
water fountains, restrooms, accessible entrances and exits, emergency exits, and so forth. 
There are maps in another tab section of this handbook. 
 
 
Be Attentive 
Remain alert to changing needs of the Programmer and participants. Remember to sit 
adjacent to the door so you can easily be reached by a staff member who may need 
assistance. Also, by sitting in the rear or adjacent to the door, Reps are better able to assist 
late arriving audience members by viewing their ticket, providing a handout, offering 
assistance finding a seat, etc.        
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Troubleshoot  
Once all the Reps are seated or standing in the back at a program, they are still on duty and 
on call. Remain watchful of what is happening and take appropriate action.  
For example: 

Has a latecomer arrived wanting to buy a ticket?  
Is someone’s cell phone ringing? 
Has a participant fallen and injured him/herself badly, requiring the notification of 
security staff?  

 
The Event Reps’ duties do not end once seated.  
You are expected to step up and work to resolve issues at any point in the program. 
Remember, you are the “face” of the Smithsonian Associates.  
 
Distribute Evaluations 

Evaluation forms are included in the program packet when 
appropriate (multi-session courses and all-day seminars.) Program 
Evaluation forms are distributed to participants as they arrive. 
However, in the case of all-day seminars and courses, distribute the 
forms at the beginning of the final session, but they may be 
distributed earlier to anyone who so requests or who is unable to 
stay for the final session.  Additional forms are in the Event Rep 
closet and on top of the file cabinets by the office’s side door. 
(Discovery Theater hallway) 

 
Collect Evaluations   
By encouraging program participants to complete the evaluation forms, you are helping to 
ensure the staff gets useful feedback information. These comments often assist the staff as 
they plan future programs. As you collect the forms, place them face down. Event Reps are 
reminded not to read the evaluations (and certainly not in the presence of program 
participants or instructor) or to share them with anyone, including instructors. Please 
abide by this policy. 

 
If a Programmer is not present, please put all the evaluation forms in the program packet.  
 
If a Presenter asks to read the evaluations, kindly tell him/her to contact the Programmer 
who will be happy to discuss the comments received and/or provide copies of the forms.  
 
 
Returning Program Packets 
Ideally, packets will be returned to the Programmer at the conclusion of the program, 
especially if the program is not held in the Ripley Center.  
 
At the end of your shift, please put the items you pulled out of the packet for patrons’ use 
(comment cards, membership benefits flyer, brochures for certificate programs, the studio 
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arts volunteer brochure) back into the tab divider pockets as you found them in the 
program packet. This way they will be ready for the next program that uses that packet. 
Please don’t just stuff them in the front cover.  
 
If there is no staff member present at the Ripley Center, please return the packet to the 
Event Rep Closet (off the lobby), as it contains personal information about the attendees.  
If the door to the Associates office is locked, please ask a guard from the Ripley Center 
security office to unlock the door for you. You will need to show the guard your ID badge. 
 
Complete Your Duties  
Whether you are selling tickets, taking tickets, or functioning as a greeter, you should 
continue performing these duties as long as needed. Do not leave your post without letting 
the Programmer and your fellow volunteers know. 

 
Remember, it is important for one or two Event Reps to remain at the door during the 
first 20 minutes of a program to assist latecomers. The volunteer teams should take 
turns doing this duty. 

 
 

Event Reps are also expected to remain 15 minutes after the program concludes or 
longer, if requested.  
Duties include: 

 collecting evaluations if they were 
distributed     

 discarding used water bottles  
 erasing the dry erase board  

 providing directions to patrons as 
they leave 

 gathering up program materials 
 checking the room for forgotten 

items 

 

 
 
Remember to check in with the Programmer on duty before leaving. She may need 
additional help you have not noticed, and besides, it is a chance for her to thank you 
and say goodbye!        
 

 

NOTE: Event/Concessions Reps should not expect to have the same program 

experience as those who paid for entry. If attending the entire program is 

important to you, we recommend you purchase a ticket (at the member rate) 

instead of volunteering at the program.   
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SUMMARY OF HOW EVENT REPS ASSIST PROGRAMMERS 

 
 

1. Report on time to Programmer directly upon arrival. 

2. Review the materials in the Program Packet. 

3. Attend the Programmer’s briefing at the very beginning of your shift. 

4. Always face attendees at the entrance to the programs. 

5. Do not be chatty with other volunteers or with the speakers. Make assisting  
our participants your first priority. 

6. Place comment cards, membership benefits and brochures out on the table. 

7. Use Attendance Rosters correctly. 

8. Check tickets at the door for correct date AND program name. 

9. Use the Ticket Discrepancy Form whenever patrons’ names aren’t on the roster. 

10. Know how to handle sold out programs and patrons who arrive late. 

11. During the program, refrain from talking with the staff about the program in 
progress. Wait until the next day to share your opinion by email or phone call.  

12. Do not permit photography during the regular program unless it is a staff 
photographer. (There are exceptions depending on the format of the program) 

13. Do not issue any refunds – ever! 

14. Know the Ripley food and drink policy in classrooms and lecture hall and 
politely enforce it.  

15.  Make copies of handouts and distribute them if needed. 

16.  Assist with crowd control, especially as crowds arrive and the auditorium is not 
yet open.  

17.  Be attentive and troubleshoot when problems arise. Get help from Programmer 
if needed. 

18.  Distribute and collect evaluations if included in Program Packet. 

19. Return program packets to staff or in the hall closet (for future sessions.) 

20.  Complete all your finishing up duties and check in with Programmer before 
leaving. 
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Providing excellent customer care is the responsibility of all Event/Concessions 
Reps. It influences all other aspects of your duties and creates good will.  
Your warm smile and gracious attitude have a tremendous impact!  
 
Furthermore, promoting the Smithsonian Associates and its programs are significant ways 
to contribute to the growth of the organization. Providing good customer care leads to 
future ticket sales and upgraded membership levels. It is that simple. 
 

How can you enhance the participants’ experience? 
 
Express Welcome   
Sincere greetings such as “Welcome to [program name],” or “Thank you for coming this 
evening,” make a great first impression. Remember, our guests may have had quite a time 
getting to the program’s venue, dealing with traffic, parking, or Metro issues. They may feel 
frazzled or rushed, and they may be hungry. If they are first-timers, they may not even be 
sure they are in the right place. Your welcome quickly puts them at ease.         

 
Offer Assistance 
Be prepared to assist participants in locating restrooms, lost and found, nearby food 
services, etc. Try to anticipate problems and seek solutions. 
 
Provide Clarity 
The arriving program participants are not likely to understand the functions assigned to 
each volunteer. Help address that by saying, “I would be happy to assist you with ticket 
sales.”  Or, “May I please take your ticket?”   
 
Remain at the Door 
One or two Event Reps are to remain at the door for 20 minutes after the start of the 
program to greet and assist latecomers. All Event Reps are expected to offer support for the 
duration of each program and for 15 minutes or so after its conclusion. You will not be able 
to listen to the entire program sitting in a seat like our customers do. 

 
Express Thanks 
As participants leave the auditorium or classroom, stand beside 
the door and express appreciation for their attendance by 
saying such things as “Thank you for attending,”  
“Thanks for coming this evening,” or even a simple “Good 
evening.” 

#2. ENHANCE EACH PARTICIPANT’S EXPERIENCE 
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Assist Individuals with Disabilities  
Assisting a patron who has a disability is in 
almost all regards no different from 
assisting anyone else. It is worth noting 
that some disabilities are visible, and 
others are invisible. In most cases special 
accommodations will have been requested 
and addressed in advance, but when this is 
not the case, check with the Programmer.  

Normally, it is unnecessary to refer to an 
individual’s disability, but when it is 
pertinent to what is being coordinated, 
refer to the person first. For example, say 
“There is an individual here who” … and 
then identify the disability … “has low 
vision”.  Or, “This gentleman uses a 
wheelchair and needs to be shown to 
appropriate seating.”   
   
When speaking with someone who has a disability, make eye contact; speak directly to 
him/her rather than his/her companion. When communicating with someone who is deaf 
and who seems to neither lip read nor speak, communicate by writing notes. When in 
doubt about how best to handle a situation, be courteous, use common sense, and politely 
ask the individual who can probably easily suggest a solution. The Programmer may also be 
helpful in such circumstances.     
 

There is a “General Accessibility Information and Information on Access for 
Frequently Used Auditoriums and Other Spaces” in one of the tabbed sections of this 
handbook. Please review it. 

 
Be Informative 
Especially at seminars and courses, if you notice a change in the quality of a program, 
promptly contact the Programmer. This is especially true when several participants 
complain about the quality of a program, a course dismisses in 60 minutes instead of 90, 
there is obvious attrition in attendance, and/or sessions of a course consistently begin late 
or exceed their allotted time.  
 
Use the Volunteer Observation Form to Ask Questions 
If something happens during a program and you are not certain how it should be handled 
and no staff members are present at the time, fill out the Volunteer Observation Form in 
your program packet. Perhaps the Volunteer Coordinator will share the answer to your 
question with all the other Event/Concessions Reps to clarify something that others were 
also wondering about.  
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Use Positive Language 
Say “We will open the doors to the auditorium a soon as the A/V team is ready.” instead 
of “We aren’t ready yet” and “We can’t let you in yet.”  Ask patrons, “May I be of any 
assistance?” Or, “May I provide directions?”  Avoid such expressions as “Are you lost?”  
When possible, greet people by name. “Thank you for your ticket, Mr. Jones. Please see 
[Name of fellow volunteer] at the door for a program handout.”   
 
 
Smile!  

Not only does a smile cost less than electricity, it also lights up the 
room and brightens people’s day. The universal language of a 
friendly, cordial welcome is a warm smile. Use open body language to 
convey a friendly attitude. Acknowledge people as they arrive. 
Enthusiasm is contagious.  
Enjoy yourself and let it show!       
 
 

 
Avoid Assumptions 
It is important to treat everyone with the same courtesy and respect with which we would 
like to be treated. Do not judge others by their appearance or treat them differently 
because of it. 
 
Communicate with Others 
Listen attentively to the comments and questions of others whether staff, participants, or 
other volunteers on your team.  
If you are still unsure of how to answer, ask questions.  
When speaking to our patrons, face them, speak clearly, and with enough volume.  
 
 

 
 
 

NOTE: END TIMES OF MANY PROGRAMS WILL NOT BE ADVERTISED! 

The Associates has decided to remove the end time from many programs’ door 
signs. Patrons may ask you when the program will be over. Please reply by saying,  
"The evening programs generally run between 1.5 to 2 hours, including the Q&A.  
Sometimes, depending on the Q&A duration, or if there is a book signing, the 
program can last longer." 

 
If a patron wants a more specific answer regarding the length of the program or the lack 
of published end time, please refer him or her to a staff person. 
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Defuse Difficult Situations 
At some point, you are likely to encounter someone who is unhappy or dissatisfied in some 
regard. Be prepared to ensure the exchange is as positive as possible.   
 

 
    
 
 

The best first thing you can do when someone complains is say,  
“Thank you for telling me this.” It sets a tone that you are sincerely interested in 
what s/he is saying. It also is not what the person is expecting to hear, so it will likely 
help in de-escalating the situation. 

 
1. If the individual is shouting, discourteous, etc., be courteous at all times.  

Speaking quietly may help the individual to regain his/her composure, but refrain 
from correcting the individual. In no instances should a Rep volunteer shout or be 
rude. Use positive language, open body language, and congenial behavior to 
help resolve the problem rather than inflame.   

 
2. Remember that the individual is upset, but probably not with you. If the individual is 

upset with you, listen and then, if appropriate, apologize.   
 

3. Be sure to resist being drawn into a debate or providing excuses.  To ensure you 
understand, ask specific questions if doing so does not increase the level of 
irritation. 
 

4. Face the individual who is speaking to you and respond 
directly to him/her professionally and without emotion.   
If you know it, use the individual’s name.     

 
5. Listen, listen, listen. Consider what you are being told. 

There may be validity to the complaint. This alone will  
do much to defuse the situation.  
Some people just want to be heard.  
They want their dissatisfaction to be known.     

 
6. If a displeased participant is open to this suggestion, offer him/her a Program 

Evaluation form or a Comments Welcome form to record the precise nature of the 
problem or complaint. Always keep Comment Cards on the will call table. (These 
forms are in the Event Rep Closet if they are not in the program packet.) If the 
participant wants a response, please encourage the inclusion of contact information.  
S/he may complete it and submit it to you or another Associates staff member or 
mail it back. In receiving their feedback, we are able to better ensure his/her 
concerns are understood and considered.        

SOME CUSTOMER CARE TIPS 
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7. Do not make promises of corrective action. Rather, gather all the facts and follow up 

with appropriate staff members.   
 

8. If the individual is upset and not able to gain his/her composure and you feel unable 
to deal with the situation, calmly explain that you need to leave and go seek the 
assistance of the Programmer on duty.  

 

 

What do you notice about how the worker handled this situation?  
What would have been a better approach? 
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#3. PROMOTE MEMBERSHIP AND COMPLETE DOOR SALES 

 
 

Take Turns with these Duties 
It is ideal for Event Reps to take turns at performing door sales duties unless you or some 
other volunteer on the Rep team is very uncomfortable with money and math. Please arrive 
on time so you may assume these duties promptly and cheerfully without being asked.  
 

Types of Tickets 
There are several different types of tickets used at Associates programs.  
Take some time to be familiar with each. 

1. A Ticket purchased in advance, presented by the participant upon arrival. 
2. A Will Call Ticket, the same as a mailed ticket, but purchased too late for mailing.  

It is picked up at the ticket table just prior to the program. 
3. A Door Ticket is a small slip of yellow paper used to admit participants who buy 

tickets at the door. It reads: “Admit One” and includes the program name and date.  
 

Comp tickets or Guest Tickets describe instances in which one or more individuals 
are given complimentary entry into a program. Sometimes they are given to individuals 
prior to a program. However, when tickets are not issued, a Guest Ticket List will be placed 
in the program packet or may be written on the attendance roster. If a participant arrives 
without a guest ticket and his or her name does not appear on the list, ask the 
Programmer for guidance. It may be that the presenter invited guests.  

      
Promote Membership Sales and Upgrades: Be Prepared  
Promoting Associates membership has 
become an increasingly important 
responsibility for Event/Concessions Reps.  
Be sure to have a few copies of the current 
issue of the monthly Smithsonian Associates 
on the door sales/will call table. When an 
Event Rep sells a ticket at the door, she or 
he will need to determine if the purchaser is 
an Associates member or non-member. An 
easy way to do this is to say, “Do you 
receive this monthly guide in the mail?” 
rather than “Are you a member?” The 
patron may think s/he’s a member, but has 
let it expire, in which case the answer to 
your question may be “I used to get it in the 
mail but it stopped coming.” There’s your 
chance to sell a renewal membership! 
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When you are selling tickets to non-members, point out the frequently substantial 
difference between member and non-member prices. There is a substantial savings  
(30-40%) on the ticket prices. In fact, in many cases, the price difference amount will 
nearly cover the cost of membership. Encourage participants to become members on 
the spot and allow them to take advantage of the member ticket price. If the individual 
is a non-member, determine the price difference as noted on Program Packet’s cover sheet 
and tell the purchaser about the savings involved with a membership. 
 
  
Take time to become familiar with the examples of benefits for members only, such as 
member-only tours. The most current information on member benefits is on the blue and 
yellow Membership Benefits Flyer, which is available in the program packet and in the 
Event Rep closet.  
A copy of the current benefits can be found in the Program Packet.  
 
If the individual does not express interest, do not discuss this any further. However, if there 
is interest, sell the individual a membership and the ticket at the member rate. You are not 
to “hard sell” memberships, but rather suggest membership as an option. 
 
Here is how our website first describes membership and donor levels.  
Take a look at our webpages on this topic to become more familiar with the benefit levels 
and comfortable in talking about them. 
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PROCEDURES FOR DOOR SALES 

 

 
 

 
 

A copy of the Door Sales Procedures Guide follows this 
summary section and can be found in each program packet. 

 
 
 

 
 
 
The Standard Procedures for Door Sales describes in detail these subtopics you are 
expected to know and follow: 
 

 Bring Change – For any program (even sell-outs) Reps are expected to bring 
approximately $25 in small bills to make change in the event of any cash door sales.  
With the volume of programs each week and multiple venues, we are unable to 
maintain multiple petty cash boxes, especially offsite. This practice of Event Reps 
bringing small bills for change has been in place for many years and is unlikely to 
change anytime soon. 

   
 Know the Ticket Price – It is listed on the cover sheet of the program packet (web 

page print out, top right corner) In rare instances, there may be a “Senior Rate,” 

which is only available to Associates Members 60 years old or older. 
 

 Know the Benefits of Membership –. Refer to the membership benefits 
attachment in the handbook and the program packet. 
 

 Smithsonian Staff – Smithsonian staff members enjoy complimentary Associates 
membership.  Please be advised that staff memberships receive the discounted 
ticket price for up to six people. 

 
Selling tickets 
To the maximum extent possible keep cash, checks, and credit card information safe 
and out of the public eye. Be sure to put any payments received promptly and 
directly into the money bag.  
 
Forms and Documents need to be completed by the Event Rep/s performing door sales in 
order to create a sales record and should accompany the payments and put into the money 
bag. The accurate and legible completion of all forms is vital to the membership, 
registration, and business offices. 
 
 

Please review the guidance set forth in the  
Standard Procedures for Door Sales, which is copied on pink paper in the program packet,  

prior to volunteering for a program and performing Door Sales. 
 

 

 

Please review the guidance set forth in the  
Standard Procedures for Door Sales, which is copied on pink paper,  

prior to volunteering for a program and performing Door Sales. 
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The Door Sales Tally Sheet 
This form is used to document all the sales of tickets and memberships sold at the door.  
All sections should be completed as appropriate.  
As sales are made, keep a running tally of all ticket and membership sales in the lower right 
section of the form. Use tick marks to create a record of sales. If there are any discrepancies 
in the sales, these tick marks can be useful to business office staff members.   
 

The reverse side of the tally sheet can be used to explain to the best of the Rep’s ability any 
problems that occurred, such as if the total sales amount doesn’t match the payments 
collected.       

 

Make sure you reimburse yourself for the change with which you started the 
program’s bank. Reps should not use their own money to make up any dollar difference 
between the amount that should have been collected and the amount collected based on 
the tally sheet figures.   

 

Once the Door Sales Tally Sheet is completed, it is placed in the money bag.    
 
Payment  
The Order Form  

Complete the Order Form only when there is payment by credit card or when a 
membership is purchased by any means of payment. It has a yellow carbonless copy. 
Event Reps or the patron should take special care to write legibly when filling in the name, 

address, contact (daytime phone and E-mail) information. 

It is best for the Event Rep making the sale to write the credit card number and expiration 

date on the form. Please proofread the numbers before returning the debit/credit card.  

Be sure to obtain a signature and include beside it, the patron’s billing zip code. 

 

Refunds   
Event Reps are never to issue any refunds – for any reason! For the most current 
information on refunds, refer to the current edition of the Smithsonian Associates Program 
Guide and also on www.SmithsonianAssociates.org. Patrons should be advised to contact 
our customer service office at (202) 633-3030 during normal business hours 
regarding refunds.      
 

When patrons purchase a ticket for a course, ask them to retain their ticket throughout the 
entire course. At the first and subsequent sessions, tickets should be viewed by an Event 
Rep stationed at the door as patrons enter the venue.          
 
A Rep selling a single ticket for one session of a course needs to add an additional 
charge of $3 to the price of the ticket. For example: If a 6-session course costs $72, then 
each session costs $12 (72 divided by 6) plus $3 = $15 per session at the door. This is done 
as an incentive to encourage program participants to buy the course as a package and save 
money.   
 
 

http://www.smithsonianassociates.org/
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Tickets are found in program packets. There are two types of tickets sold at the door:   
 

 ”Door Sales” tickets are specially printed tickets that look like the tickets we mail to 
patrons in advance; they are printed for a specific program with the program name, 
date, and code, but are generic in that they lack a patron’s name and there is no 
price noted. In this way, they may be sold to members or nonmembers.  
 

 “Door Tickets” are on yellow copier paper and are available for purchase onsite 
before the program begins.  They are paper-clipped to the inside of the program 
packet. Any unused Door Tickets should be returned to the program packet.      

 
Will Call Tickets are included in the program packet. These are tickets that are purchased 
less than 12 days prior to the first event. Check the tickets carefully before giving them to 
the participant. Putting them in alphabetical order will help the pick-up process go 
smoothly. When will call tickets are not picked up, place them in the money bag. 
 
Taking/ Checking Tickets 

 Check tickets as participants arrive. At least two Event Reps should be 
adjacent to the door to check tickets, if the Programmer requests that in 

her briefing. If the program has multiple sessions or is an all-day seminar, 
check the ticket for the correct date and remind patrons to retain their 
ticket to show at subsequent sessions and upon entry after lunch.     

  
 
Ticket Discrepancy Form– is used to address ticket problems such as… 

1. A patron doesn’t have a ticket, is not on the roster, but says s/he already bought one  
2. A patron has too many or not enough tickets when they pick up their tickets or 

when they came in the mail 
3. A patron made a website purchase AFTER the deadline for the sale of that event.  

In these cases, the Rep is to legibly complete the ticket discrepancy form. Include the 
patron’s email address, phone number, and membership number, if known.

Please explain that since we have no proof of purchase, we need to complete the ticket 
discrepancy form and collect payment information in the form of a credit or debit card.  
This form goes in the money bag. 
 If we find in the system that payment was, in fact, made, they will NOT be charged again.  
If we cannot find payment, we will charge them on the card provided.  
If they have concerns about this process, they may contact the customer service 
office at 202-633-3030. They will resolve any problems. 
 

 

Please explain that since we have no proof of purchase, we need to complete the ticket 
discrepancy form by collecting payment information in the form of a credit or debit card.  
This form goes in the money bag. 
 If we find in the system that payment has been made, they will NOT be charged again.  
If we cannot find payment, we will charge them on the card provided.  
If they have concerns about this process, they may contact the registration office at 
202-633-3030. They will contact the patron to resolve any problems. 
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Wait List/ Sold Out Shows 
If the program is sold out, a Programmer will alert the Event Reps as to how many “no 
show” seats are available. Reps should ask prospective ticket purchasers if they would like 
to add their names to our wait list. Once the number of available seats is determined 
AND the Programmer gives the go ahead, Reps may sell the appropriate number of seats 
to the individuals on the wait list.  

 
The Money Bag 
The money bag should be used at programs where door sales occur. If no sales occur, the 
bag should be returned unused to the program packet.   
 
Please fill out the bag according to the sticker label on the front of the bag. 

 
Place in the money bag: 

 All cash, minus your small bills you brought  
 Checks 
 Completed Order Forms 
 Completed Ticket Discrepancy Forms (if any),  
 Will call tickets that are not picked up  
 Door Sales Tally Sheet   

 
It is important that the money bag and its contents, as well as forms containing 
personal information be properly safeguarded at all times until placed in a lock box. 
The money bag must either be given to the Programmer on duty at the program or placed 
in the appropriate Smithsonian lock box.  

 
If there is no Programmer on duty and the program is held in a Smithsonian museum 
without a lock box or in a non-Smithsonian facility, the money bag must be placed in the 
Ripley Center’s lock box – near the security office hallway. 

 
Whenever possible, two volunteers will place the money bag in the lock box. This is 
for the protection of all concerned.   
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Lock Boxes are found in various museums and locations, as noted in a handout in your 
program packet.  The most commonly used one is in the Ripley Center. It is located on the 
left side of the hallway leading to the security office. The box is on the floor.  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

In the Ripley Center, the lock box is located 
halfway up the Quad corridor, on the left-hand 
side, beside the hallway that goes to the 
Security Office. You insert the money bag like 
you would put a letter in a mailbox. Make sure 
it drops all the way down. 
 
For the location of all the lock boxes at other 
program venues, see page 33. 
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STANDARD PROCEDURES FOR DOOR SALES 

 
 

 

 
 
 
Everyone who purchases a ticket in advance (either in person, by phone, or online) will 
be issued a clearly marked ticket with the individual’s name, the program name and 
code and location (if available), the date and price paid. Some individuals will purchase 
their ticket at the door prior to the program. As mentioned before, promoting door sales, 
which is the selling of program tickets, Associates memberships, and renewals, is one 
of the primary duties of an Event Rep.   
 
Event Reps who sell tickets at the door prior to a program’s start should complete the 
process for any given program.   
 
Reps are encouraged to actively seek out the opportunity to perform door sales on a 
regular basis and not wait to be asked. Nor should the same Rep habitually be called on 
to perform these duties. This will ensure all Event Reps are comfortable and confident in 
handling this duty. 
 
 
Preparation   
The following are basic, standard procedures Event Reps should observe when selling 
tickets at the door prior to a program. 
 

 Bring Change - For any program (even sell-outs) Reps are expected to bring 
approximately $25 in small bills to make change in the event of any cash door 
sales. 

   

 Know the price – Prior to the arrival at a program, read the program description 
in the Associates or on the cover of the program packet to familiarize yourself 
with the different ticket prices. Some programs may have a senior and/or student 
discount at one-time-only events, series, and courses (excludes study tours, 
food-related events, and other programs as indicated); if either discount is 
offered, it will be indicated on the program packet cover.   

 

o If a student discount is offered for a program, the Programmer will notify 
the Event Reps of that decision, and will include the dollar amount on the 
Door Sales Tally Sheet. Participants must be full-time students and show 
a student ID card. 

 
 

Please review the guidance set forth in this document before volunteering 
for a program and performing Door Sales. Updated 4/2017. 

This document is printed on PINK PAPER in the program packets. 
 

THANKS 
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o A senior discount is rarely offered, and it is only for Associates’ 

members who are 60 and older. Individuals who are 60 and older, but who 

are not members of the Associates, pay the general admission rate.  

 

 Know the Benefits of Membership - Be familiar with benefits associated with 
Associates membership. Knowing the difference between the member and non-
member program price, as well as the benefits and costs associated with 
membership, enables Event Reps to offer and interpret for participants those 
options. Be ready to articulate several of these benefits and costs of various 
membership levels to a potential member. Refer to the membership benefits 
attachment in the handbook and the program packet. 
 

 Smithsonian Staff - Smithsonian staff members enjoy complimentary 
Associates membership. Please be advised that staff memberships are at the 
Resident Enthusiast level and includes discounted tickets for up to six people. 
 

 
Sales 
Based on the pricing set forth on the “Door Tally Sheet”, and once the Programmer has 
said sales may occur, begin selling tickets for available seats.   
 
The accurate and legible completion of all forms is vital to the membership, registration, 
and business offices.      
 

 To the maximum extent possible keep cash, checks and credit card 
information safe and out of the public eye. Be sure to put any payments 
received promptly and directly into the money bag.    

 
Forms and Documents need to be completed by the Event Rep/s performing door 
sales in order to create a sales record and should accompany the payments and put 
into the money bag. 
 
The Door Sales Tally Sheet 
A tally sheet is included in program packets even if a program is sold out, because there 
is the possibility that someone who purchased a ticket will not show up and this could 
result in a door sale.   
 
The top of the tally sheet should be filled out. If not, fill in the top portion of the tally 
sheet with the program name and code, etc. as well as the cost of tickets and 
memberships. This should be done first thing.  
 
Assist each patron as efficiently as possible. Take care to fully complete a transaction 
before starting the next one. Even if there is a long line, take the time needed to process 
each transaction correctly. You may want to have two Event Reps handling this to 
speed things along. 
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As sales are made, a running tally of all ticket and membership sales can be kept on the 
bottom right corner of the tally sheet. Use tick marks to create a record of sales. If there 
are any discrepancies in the sales, these tick marks can be useful to business office 
staff members.   
 
Once the Programmer on duty has determined that registration (patron check-in) is 

complete, the Rep/s should total the ticket and membership sales on the tally sheet. 

The two totals indicated on the form should be the same – Complete Sales Total 

and the A+B+C Sales Totals.  The accurate completion of this form is vital to our 

accounting procedures. 

 
It is ideal for a Programmer to re-count the funds. A second Event Rep may substitute, if 
a staff member is not available. 
 

Print and sign your name on the tally sheet and have the Programmer or another Event 

Rep review the sheet. S/he should also print and sign his/her name. You may indicate 

any problems encountered on the reverse side of the tally sheet, or on the Volunteer 

Observation Form which is also included in the program packet. 

 
Make sure you reimburse yourself for the change with which you started the program’s 
bank. Reps should not use their own money to make up any dollar difference between 
the amount that should have been collected and the amount collected based on the tally 
sheet figures. 
 
Once the tally sheet is completed, place it in the money bag.    
 
Note: Some Programmers may ask for two tally sheets, one for their own budgeting 
purposes. They will provide an extra sheet to fill out and put back into the program 
packet. 
 
Payment  
The Order Form  

Complete the Order Form only when there is payment by credit card or when a 

membership is purchased by any means of payment. It has a yellow carbonless copy. 

Smithsonian Associates prefers Discover, Visa, and Master Card, but also accepts 

American Express. 

 

Press firmly to imprint the second page, fill in the program title and code and other 

pertinent information.  Event Reps or the patron should take special care to write legibly 

when filling in the name, address, contact (daytime phone and E-mail) information, and 

credit card number with expiration date. The number from the reverse of the credit card 

is not needed. 

Be sure to obtain a signature! 
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The white original of the order form goes in the money bag. The yellow copy is given to 

the purchaser.        

 
Cash: is always accepted. Count the money before handing over the ticket(s). Make 
sure it is the right amount and that proper change is given.  

   

Checks:  Checks should be made out to “Smithsonian Associates.” If the individual 

making the purchase is an Associates member, please write the member number on the 

front of the check, if known.        

 

Refunds:  Event Reps are never to issue any refunds – for any reason! For the 

most current information on refunds refer to the current edition of the Smithsonian 

Associates Program Guide and also on www.SmithsonianAssociates.org.  Patrons should be 

advised to contact our customer service office at (202) 633-3030 during normal 

business hours regarding refunds.      

 

Single Sessions Ticket Sales for Courses are made only at the door (not at the ticket 
window) by Event Reps even for daytime programming.  
 
Ask participants to retain their ticket throughout the entire course. At the first and 
subsequent sessions, tickets should be viewed by the Event Rep as patrons enter the 
venue.          
 
A Rep selling a single ticket for one session of a course should add an additional 
charge of $3 to the price of the ticket. For example:  if a 6-session course costs $72, 
then each session costs $12 (72 divided by 6) Plus $3 = $15 per session at the door.  
This is done as an incentive to encourage program participants to buy the course as a 
package and save money.   
 
Tickets are found in program packets.  There are two types of tickets sold at the door:   
 

 ”Door Sales” tickets are specially printed tickets that look similar to a regular 
ticket in that they are printed for a specific program with the program name, date, 
and code, but are generic in that they lack a patron’s name and there is no price 
noted. In this way they may be sold to members or nonmembers. Any unsold 
Door Sales tickets must be placed in the money bag with cash, checks, etc., as 
they must be accounted for in the computer system.    

 

 “Door Tickets” may also be used. Most often Door Tickets are used when a 
program is sold out, but because no shows are always possible, they may be 
used for the sale of additional seats that become available. Door Tickets are 
small, most often yellow or gold pieces of paper that are paper clipped to the 

http://www.smithsonianassociates.org/
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inside of the program packet.  When sold, they should be dated by the Event 
Rep. Any unused Door Tickets should be returned to the program packet.      

 

 Will Call Tickets are included in the program packet. These are tickets that are 
purchased less than 12 days prior to the first event. Check the tickets carefully 
before giving them to the participant. Putting them in alphabetical order will help 
the pick-up process go smoothly. If the first session of the course/series is 
scheduled to take place less than 12 days after purchase, all of the tickets are 
placed in the program packet for pick up by the participant at the first program.  
If the will call tickets are not picked up, they are then placed in the money bag. 

 
Taking/ checking tickets Check tickets as participants arrive. At least two Event Reps 
should be adjacent to the door to check and take tickets. If the program has multiple 
sessions or is an all-day seminar, check the ticket for the correct date and remind 
patrons to retain their ticket to show at subsequent sessions and upon entry after lunch. 
In rare occasions (ex. Concerts), the Programmer may ask you to tear the ticket at the 
perforation, return the white part to the patron, and give her the yellow stub. 
 
The ticket stubs are either counted to find out the house totals or are either discreetly 
(out of view of the purchaser) discarded or placed in the program packet. Ask the 
Programmer which she would prefer. 
 
  
Discrepancies 
 
Ticket Discrepancy Form – is used to address tickets problems such as: 

 A patron not having a ticket and is not on the roster, but stating s/he purchased 
one in advance 

 A patron having too many or not enough tickets when they pick up their tickets or 
when they came in the mail 

 A patron having a web printout receipt after the web was closed for sale of that 
event. 

 
In all such cases, the Rep should legibly complete the ticket discrepancy form. Include 
the patron’s membership number, if known. The Rep should use this form to then sell 
the patron a ticket/s.  

 
Describe the situation and any additional pertinent information the patron provides in the 
comments section of the form. If additional space is needed, use the reverse side.   
Please explain that since we have no proof of purchase, they must provide 
payment in the form of a credit card again. If we find in the system that payment 
has been made, they will NOT be charged again. If we cannot find payment we will 
charge them on the card provided. If they are charged twice inadvertently, they 
should contact the registration office at 202-633-3030. 
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Be sure to record their name, method of payment, method of registration (phone, fax, 
web site, in person), date of registration, address, daytime telephone number and any 
other useful information on an Associates Program Ticket Discrepancy Form. You do 
not need to fill out the order form as well unless they would like receipt, and then do so, 
but do not count this in your Tally sales. It is helpful if they can provide the card they 
used for the original purchase.  
 
Registration staff will contact the patron to resolve any problems. Once completed, the 
form is placed in the money bag.     
 
WAIT LIST/ SOLD OUT SHOWS 
If the program is sold out, a Programmer will alert the Event Reps as to how many “no 
show” seats are available. Event Reps should ask prospective ticket purchasers to put 
their names on a waiting list. Once the number of available seats is determined AND 
the Programmer gives the go ahead, Event Reps may sell the appropriate number of 
seats to the individuals on the waiting list. 
 
 
The Money Bag 
The money bag should be used at programs where door sales occur. If no sales occur, 

the bag should be returned unused to the program packet.   

 
Please write in the information as listed on the adhesive label on the money bag: Name 
of program, program code, date, monies collected, total sales, etc.  
 
Place in the bag All cash, checks, the white copy of the Order Forms, Ticket 
Discrepancy Forms (if any), will call tickets that are not picked up and the Door Sales 
Tally Sheet. 

  
After double checking to ensure the conclusion of door sales and that all forms have 
been completed and placed inside the money bag along with any cash, the Event Rep 
should pull the strip off the top of the money bag and seal it. Once sealed, it will not 
reopen.     

 
It is important that the money bag and its contents, as well as forms containing 
personal information, be properly safeguarded at all times until placed in a lock 
box.  
 
The money bag must either be given to the Programmer on duty at the program or 
placed in the appropriate Smithsonian lock box. However, in the case of daytime 
programs, the money bag may be hand delivered to our Business Office, whose door is 
on the right side of the office lobby, near the hallway. They are open from 9 am to 4 pm 
weekdays. Do not take the money back to the ticket window.  
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If there is no Programmer on duty and the program is held in a Smithsonian museum 
without a lock box or in a non-Smithsonian facility, please go to the Ripley Center and 
place the money bag in its lock box - near the security office hallway. 

 
All money bags must be turned in by midnight of the same day as the program and/or 
within the 24 hours in which the program was presented.     

 
Whenever possible, two volunteers will place the money bag in the lock box. This is for 
the protection of all concerned. 
 
Lock Boxes are found in the museums and locations noted below:      
 
Hirshhorn Museum: On the lowest level in the security office (room G-36). Event Reps 
do not have access and need to be escorted by a staff member or someone with 
area/proximity access. 

 
National Air and Space Museum: On the lowest (parking garage) level adjacent to the 
security office. Go down the hall and just before the security office (P-703) the box will 
be located on the wall. The security office is down a hall on the left just beyond the 
parking office. 

 
National Museum of American History: On the lowest level in the security office 
(room AB-50). Take the escalator down and veer to the left. It will be on the floor in a 
corner.   

 
National Museum of Natural History: On ground level from the Constitution Avenue 
entrance in the security office (room 50). The box is located on the floor to the left.     

 
National Postal Museum: On the lowest level in the security office (room 119), which is 
just inside the First Street staff entrance. Event Reps do not have access and need to 
be escorted by a staff member or someone with area/proximity access. 

 
Renwick Gallery: On the lobby level in the security office (room 116).   
The box is in a tiny room inside the security office and adjacent to the copier.   

 
Ripley Center: On the left side of the hallway leading to the security office.  
The box is on the floor.  

 
There is not a lock box at the Museum of the American Indian. In that case, please 
give the money bag to the Programmer or an Associates Staff Member on duty.    
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QUALITIES OF EXCELLENCE FOR EVENT/CONCESSIONS REPS 
 

QUALITIES OF EXCELLENCE FOR EVENT/CONCESSIONS 

REPS 

Arrive on Time 

As Woody Allen once said, "Eighty percent of success is showing up."  Arrive at the program 
by the designated time, which generally, means arriving 45 minutes prior to the start of the 
program. If your Programmer requests an earlier arrival, please come early.  

 
Allow extra time for heavy traffic, road work, and locating 
parking, and Metrorail delays, all of which are on-going 
challenges. It takes longer to get to the Mall campus than it 
did just 5 or 10 years ago, so plan for a longer commute.  
 
Arriving late places an unwelcome burden on the rest of the 
team and can negatively impact the program.  If you know you 
will be late, you should email the Volunteer Coordinator.  
 
Upon arrival, tell the Programmer you are here, and 
depending on how late you are, ask how much of the 
program preparation has been completed prior to your 
arrival.  
 
Please know if you are more than 10 minutes late, you 
might not work the rest of the shift. It is up to the 
discretion of each Programmer. In the case that you do not 

volunteer for the remaining part of your shift, you will not be credited with volunteer 
hours, and your lateness will be noted. You will not be permitted to “sit in” on the program 
once the other volunteers have completed their initial tasks and go in to monitor the 
program.  
If you decide that since you are already there, and the program was of great interest to you, 
you may opt to purchase a ticket at the member rate and attend it as a patron. 
 
Be advised that if you develop a pattern of lateness, that will be addressed with the 
Volunteer Coordinator and may eventually lead to ending your active volunteer 
status. 
 
Dress Professionally  
Once you put on your Smithsonian ID badge and Associates name tag, you represent both 
the Smithsonian Institution and the Smithsonian Associates. Your name tag is essentially 
your uniform –  it communicates at a quick glance that you are here to help our audiences, 
and are not an audience member yourself.  
 
A professional appearance means being dressed to work in a professional office setting, or 
as if you are on a first date. Please, no jeans, no jogging suits, no shorts in the summer. 
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Some venues will require suits or jacket and ties for men, and dresses or suits for women. 
Others, such as Studio Arts courses, Sleepovers, and Breakfast at the Zoo will be exceptions 
to the rule and call for casual attire instead. 
 
Be Courteous  
Please introduce yourself to the staff members on duty. You are on duty until released by 
the Programmer and please do not ask if you may leave early. Please volunteer only for 
those programs you are able to fully support. Be aware that speakers are often doing 
mental preparation prior to speaking; this is not the time to try to engage them in 
conversation.   
 
 
Cell Phones 
Cell phones and other electronic gadgets must be turned off while 
monitoring a program. Event Reps are expected to give their full 
attention to our participants and the volunteer duties throughout 
their shift. It is not acceptable to check your phone, reply to 
texts or emails, or make calls when volunteering for the 
Associates. If you must use your cell phone, go into a bathroom 
stall and use it there. No patrons should see you on your phone 
at any time.  
 
 
 
Work Together 
There is no rank among Reps, including those who have been in the program for a decade 
or more. Event/Concessions Reps are foremost part of a team and are always 
supportive of staff and fellow volunteers. Those who work together collegially are better 
able to meet patrons’ needs, not to mention have a more pleasant volunteer experience as a 
whole. 
 
Be Ready to Lend a Hand 
Be ready to do whatever needs to be done cheerfully, whether it is getting water for the 
speaker, making copies, selling tickets and memberships (to include renewals) or 
something more unusual. Reps are expected to arrive ready to assume their duties by 
making any telephone calls, chatting with other volunteers, taking restroom breaks, etc. 
before arriving. Your proactive willingness to step in and perform any essential task is 
appreciated. 
 

Be Flexible 
Shifting program needs may prompt Programmers to request modifications in the way 
things are normally done and may even modify the instructions provided in the initial 
program briefing. Please be open to and supportive of such changes; respond positively, be 
cooperative and supportive of our staff who may want things to be done differently than 
what you are accustomed to doing.   
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SPECIAL INSTRUCTIONS 
 

SPECIAL INSTRUCTIONS 

 
Cancellations 
Life happens. Sometimes it becomes necessary for a Rep to cancel a given assignment. In 
these instances, contact the Volunteer Coordinator (email or phone) as soon as possible so 
she can find a substitute volunteer for you. You should not independently find a substitute 
on your own for Event Rep Shifts, as the previous requesters are contacted first by the 
Volunteer Office.  Frequent cancellations are to be avoided, as they may negatively impact a 
program and reflect on a volunteer’s lack of dependability. If you begin to frequently cancel 
or miss assignments, the Volunteer Coordinator will discuss with you either granting a six-
month leave of absence, or concluding your service as a volunteer, which means collecting 
your ID badge and changing you from active to inactive status. 
 
No Shows  
Missing from action for a program assignment is a serious infraction.  A Rep who fails to 
appear for an assignment detracts from the program’s presentation and puts a burden on 
staff and fellow volunteers. Once a volunteer realizes s/he has missed an assignment, email 
or phone the Volunteer Coordinator with an explanation. A pattern of such behavior is 
grounds for dismissal. 
 
 
 
 
 
Book Signings 
Selling books and holding book signings have 
become increasingly popular at programs. In most 
cases, books by the guest lecturer are sold prior to 
and after the program. It is the Event Reps’ 
responsibility to assist in whatever way is necessary 
with setting up the sales table(s). Even more 
important, for those book signings with popular 
authors, you are expected to stay after the event and 
assist with crowd control. If this means you leave for 
home later than the shift’s end time, you are 
encouraged to tell the Volunteer Coordinator the 
next day and mention the leave time so your 
volunteer hours can be adjusted to reflect the extra 
time you spent assisting with the program’s success. 
 
Box Lunches at All-Day Seminars 
Some all-day seminars include distributing a box lunch. Please wait until all our patrons are 
served and the Programmer invites you to take one of the remaining ones to have for your 
lunch. In some instances, we may not have extras, as they are ordered according to the 
number of program tickets sold. There is no guarantee you will receive a box lunch, but 
staff does give them to volunteers when available  
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Programs that Include Serving Alcohol  
Our policy is this: Event Reps first check with the Programmer to be sure all the patrons 
have been served, and then limit themselves to one glass. Your volunteer duties do not end 
while you enjoy an adult beverage. Be ready to assist with whatever task needs attention. 
 
Donor Services Table 
On occasion, and especially at the most popular programs, the Smithsonian Associates 
development staff will set up a donor services table outside the auditorium to greet donors 
at the higher levels of membership that are attending the program. Those donors will have 
received an email from our staff letting them know to check in at the table. Donors will be 
shown to reserved seats in the auditorium, often by our Ambassador Volunteers. The 
development staff will let the staff and volunteers know their purpose for that evening.  In 
some cases, donors may receive reserved seating at a program where the development 
staff members are not in attendance. In these cases, staff will place signs with the donors’ 
names on the appropriate seats prior to the program.   
 
Courses or Series AND Seminars 
Keep an eye on the entrance during the course of the day in order to deter individuals 
without tickets from entering after the lunch break or later in the program. In such cases, 
politely request to see the participant’s ticket. If such individuals do not have a ticket, 
please verify their names on the attendance roster. If the individuals are not on the 
attendance roster, then you should offer to sell them a ticket and use the Ticket 
Discrepancy Form if the attendees insist they have already bought a ticket. If these 
individuals don’t want to purchase a ticket, they should be asked to leave and a note made 
of their names.      
 

Event Reps should always distribute Program Evaluation forms for courses, series or 
all-day seminars. Distribute the forms prior to the final break (at the start of the last 
session is fine, too). Encourage their completion. Evaluations are collected at the 
conclusion of the program. Additional copies of the form are available from the Event Rep 
closet or on top of the file cabinets near the side entrance to the office (Discovery Theater 
hallway). 
 

Completed evaluations are placed inside the program packet and returned to the 
Programmer or placed in the basket on the office lobby front desk. You should not read the 
evaluation forms. 
 

Tickets for courses should be viewed and returned. Some Programmers may ask you to 
tear the stubs, others will not. Please remind participants to retain their ticket to show for 
admittance to the subsequent sessions. 
 

Programmers are rarely present throughout an entire course; therefore, 
Event/Concession Reps need to stay alert and on site. 

 

Event Reps are expected to assist the instructor, facilitator, and/or guest speakers with any 
last minute requirements. The most common needs are for water and copies.  
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Generally, photocopying should be done prior to the program by staff, but occasionally an 
instructor may ask for some last minute copies. (The copier code is on the back of your 
name tag.) Use the black and white copier - located in the mailroom - rather than the color 
copier, whenever possible. Tell the appropriate Programmer if materials need to be 
duplicated for the next session.    
 

Be aware that some participants or would-be participants may try to come in through the 
back door of Ripley’s Lecture Hall or other venues that have alternate entrances, side 
doors, etc. Please take turns with your fellow volunteers and station yourselves at these 
back doors so as to check tickets and ensure that everyone who goes in is, in fact, a ticket 
holder. 
 

Please note any problems that arise, such as drop off in attendance, class letting out very 
early, changes in location or times that the guest speaker made without advance knowledge 
of the Programmer, etc. and notify staff as soon as possible.  
 
The Volunteer Observation Form, which is available in the tab pocket divider in your 
program packet, may be used to report any problems such as those above.   
Emails and phone calls to the Volunteer Coordinator the next day are also welcome.   

Return the program packet with evaluations and any extra forms and handouts at the end 
of the course. Please leave the packet in the Volunteer Coordinator’s Office. 
 
Seminars  
When checking tickets at the door, you will need to remind participants to retain their 
tickets, which will be needed to re-enter the program. Tickets should be checked when 
participants return from restroom breaks, lunch, etc.   
 

Remember to sit adjacent to the entrance of the auditorium, lecture hall, or classroom for 
the duration of the program. When seated, you should sit close to the door or at the rear. 
Under no circumstances should an Event Rep leave the seminar to which they are 
assigned in order to observe portions of other programs in adjacent locations.    
 
Smithsonian Staff  

Some Smithsonian staffers erroneously believe 

that complimentary admission to Associates 

programs is a staff benefit. They should be 

politely informed that their actual benefit is that 

with their current SI ID they may purchase 

tickets at the member rate even though they 

may not be a member. If they do not have their 

SI ID with them and/or become annoyed, please 

jot down their names and telephone numbers 

on the back side of the Door Sales Tally Sheet. 

 

This photo of Smithsonian employees was 

taken in July 2015. There are approximately 

6,200 staffers and over 5,000 volunteers! 
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Working with the Press  
Members of the press occasionally attend programs to report on or review them. If you are 
approached by any members of the press, locate the Programmer so she can handle their 
needs. 
 
Museum Rules and Regulations 
Visitors to all Smithsonian museums and facilities, including the Ripley Center, are 
expected to observe basic standards of conduct. While Reps should not attempt to enforce 
any of the following rules, they should report to the nearest security officer any actions or 
situations that may lead to loss or destruction of property, may cause an unsafe situation, 
or that are suspicious.   
 

Visitor conduct should always be orderly and respectful of the rights, comfort, and safety of 
others.     

 Smoking (including e-cigarettes) is prohibited in all public areas.    
 No animals, with the exception of service animals, are allowed in the Smithsonian. 

 

Illness, Accident, or Injury  
You should alert the nearest security officer to report any incidents of illness, accident, or 
injury. The number for Quad (Ripley Center) Security is (202) 633-3993 and it is 
printed on the back of your name tag. 
You may reassure the individual, but should not offer medical advice or administer 
medication or treatment. Additionally, please notify the Programmer and Volunteer 
Coordinator of such an incident as soon as practical, but no later than the next working day. 
 
Metro Station and Bus Stops 
The Metro station closest to the Ripley Center is Smithsonian station, on the Blue, Orange 
and Silver Lines. The Mall exit, which is somewhat closer than the one at Independence 
Avenue, closes at 10:00 p.m. Bus stops are located at various points on main streets such as 
7th Street, Independence Avenue, and Pennsylvania Avenue. For more specific information 
and / or assistance go to http://www.wmata.com or call 202-637-7000. 
 
Audiovisual  

At films, lectures, performances, and classes that require special 
equipment, there will be a Smithsonian audiovisual (AV) technician 
on duty to assist with setup, program needs, and equipment 
removal.   
 

When volunteering at any program (especially at the Ripley Center) 
where AV equipment is being used, do not under any circumstances 
attempt to fix any broken equipment. Always find an AV technician to 
solve the problem.  

If there is no technician at the program, alert on-site programming staff.  
Please note there is a green AV comment card in the back cover pocket of your program 
packet. Our staff is eager to get feedback on what is working well, and what is not.  
Feel free to fill it out and turn it in. 

http://www.wmata.com/
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GENERAL ACCESSIBILITY INFORMATION  
FOR FREQUENTLY USED VENUES 

 
During Business Hours:  Call the Smithsonian Associates Office: (202) 633-3030 or go 
to our Ticket Window (Located at 1100 Jefferson Dr. SW Washington, DC 20560  
Suite 3077).      
 
During Non-Business Hours:  For assistance with the problems noted below during 
non-business hours go to Security Office 
 
Heating or Air Conditioning: Report problem to Security Office. 
 
Audiovisual Emergency: Use telephone in Security Office. 
 
Lighting: Security Officers should turn lights on before start of activity. 
 
Locked Doors: Security Officers will open doors, when asked. 
 
Lost and Found:  Lost and found items should be turned in at the Security Office of the 
building in which the items were found. Visitors with lost and found items should be 
referred to the Security Officer stationed at the nearest building entrance. 
 

 

Accommodating Individuals with Disabilities 
 
Sight Lines for Patrons Who Are Deaf   
For any Smithsonian Associates program, sign-language, oral, or cued-speech 
interpreters can be arranged upon advance request. (The availability of this service is 
outlined for patrons in the back of the monthly Associates). Event Reps supporting 
a program where these services are being offered should connect with program staff 
and interpreters to see if seats need to be reserved for deaf or hard of hearing 
individuals to provide them with good sight lines of the interpreter(s). The interpreter 
may also need a reserved seat. 
 
Reserved Seating for Patrons with Low Vision 
Patrons with low vision may need reserved seating in order to maximize their view of 
the program presenter(s) and/or slides. Additionally, hard copies of the slides or 
materials in alternate formats may need to be provided to meet the needs of individuals 
with low vision. Be prepared to make such copies. 
 
Wheelchair Availability at Smithsonian Venues 
There are wheelchairs for visitors' use in Smithsonian museums. These are available 
upon request by contacting the museums’ Office of Protection Services Security 
Office. The wheelchairs housed in the Ripley Center kiosk and at the Security Office are 
also available. Any patron attending a program in the Ripley Center who needs a 



 41 

wheelchair may borrow one of these.  Please note that many non-Smithsonian venues 
may not have wheelchairs available on site. If you are in doubt as to whether they are 
available, ask a security officer. 

 
 

VENUE-SPECIFIC ACCESSIBILITY INFORMATION 
 
Listed below is information related to audio enhancement capabilities and accessible 
entrances and seating for the spaces used most frequently for our programs.  
 
Two different assisted listening devices are available in our venues. When a patron 
requests this, ask the AV Technician to provide one, and test it out to be sure it is 
operational (ex., doesn’t have a dead battery.)   
 
Please review these details related to accessible parking, entrances, and other 
information.   
 

Please review the Accessibility Map for Smithsonian Museums On and 
Near the Mall. 
 
 
National Museum of American History 
 
Accessible Entrances 
On Constitution Avenue, there is a semicircular drive with a passenger drop-off area. 
There are automatic doors at the entrance. 
 
On Madison Drive, there is a passenger loading zone in front of the entrance.  A ramp 
near the east end of the building leads to the museum terrace. There are automatic 
doors at the entrance.  
 
Wheelchair-accessible Space for Seating  
In The Warner Brothers Auditorium, space is provided for wheelchair users at the first, 
fifth, and fifteenth rows.  
 
Audio Enhancement  
The Warner Brothers Theater has two different assisted listening devices available. 
When a patron requests this, ask the AV Technician to provide one, and test it out to be 
sure it is operational (ex., doesn’t have a dead battery.)   
. 

 
Other Information  
Accessible Parking is located on Madison Drive. The National Park Service has 
designated three parking spaces for people with disabilities at the east end of the 
museum near the ramp to the plaza and two spaces in front of the museum. 
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Parking & Entrances 
National Park Service designated accessible parking spaces are located on Madison 
Drive across from the museum. This map depicts accessible entrances, curb cuts, 
designated parking, and more for Smithsonian facilities on the National Mall. 
 
Accessibility  
Wheelchairs: A limited number of wheelchairs are available free of charge for use while 
visiting the museum. Visitors may ask for assistance from Security officers at either 
entrance. 
 
Restrooms 
All rest rooms in the museum are accessible. Companion rest rooms are available on 
the first floor, East and West wings opposite the escalators, and on the second floor, 
East wing only. 
 
 
Hirshhorn Museum 
 
Accessible Entrance   
There is a flat paved entry at street level from Independence Avenue.    
The museum entrance at Jefferson Drive may be reached by either a ramp or a short 
flight of steps. The ramp is entered from the Mary Livingston Ripley Garden between 
the Arts and Industries Building and the Hirshhorn Museum’s perimeter wall off 
Jefferson Drive.  
 
The accessible entrance is on the museum’s plaza near the fountain. Ring the bell for a 
security officer to assist with the door. 
 

Wheelchair-accessible Seats  
The Hirshhorn's Ring Auditorium has four designated spaces for wheelchair users, eight 
removable seats to accommodate five additional spaces with companion seating and 
four aisle seats with swing-away arms.  The auditorium is accessible by elevator or 
escalator.  
 
Audio Enhancement 
The Ring Auditorium is equipped with two different assisted listening devices. When a 
patron requests this, ask the AV Technician to provide one, and test it out to be sure it is 
operational (ex., doesn’t have a dead battery.)   
 
Other Information  
Accessible Parking has been designated by the National Park Service. There are five 
designated parking spaces for people with disabilities along Jefferson Drive between 
the Arts and Industries Building and the Hirshhorn Sculpture Garden. The city has not 
designated any parking spaces on Independence Avenue for people with disabilities.  
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The Hirshhorn Museum has wheelchairs that may be borrowed, free of charge, for use 
within the building. The wheelchairs, which are all manually operated, may not be taken 
outside of the museum. 
The wheelchairs are available on a first-come, first-served basis. To borrow a 
wheelchair, go to the museum’s information desk and request a loaner. The information 
desk attendant may help you directly or send you to the nearby Security Desk. The 
patron will be asked to leave identification until you return the wheelchair. 
 
Visitors who are in a wheelchair, use a walker, or have a stroller should use the 
museum’s accessible entrance, which is located around the corner from the main 
entrance on the inner plaza (near the fountain). All areas of the museum are served by 
an elevator. 
 
 
National Museum of Natural History 
 
Accessible Entrance 
The museum’s Constitution Avenue entrance is wheelchair accessible. There are ramps 
and automatic doors. (The entrance on the Mall side of the building is reached by two 
very long, steep flights of steps. The doors to the Mall entrance are very heavy.)  
 
Wheelchair-accessible seating  
In the museum's Baird Auditorium space is provided for wheelchair users behind the 
last row of seats. Be aware  there is a slope that may cause some difficulty.  
 
Audio Enhancement  
Baird Auditorium is equipped with two different assisted listening devices. When a 
patron requests this, ask the AV Technician to provide one, and test it out to be sure it is 
operational (ex., doesn’t have a dead battery.)   
 
Other Information  
Accessible Parking on Madison Drive has been designated by the National Park 
Service. There are three parking spaces for people with disabilities at the east end of 
the museum and two parking spaces in front of the museum. However, the Mall 
entrance from Madison Drive is not accessible. Visitors using wheelchairs must go 
around the building to the Constitution Avenue (north) entrance.  
 
On-street metered parking, restricted during rush hours, is available on Constitution 
Avenue. The city has not designated any parking spaces on Constitution Avenue for 
people with disabilities. 
The museum has six elevators; two of them -- one at each entrance -- is operated by an 
attendant. The other four elevators are self-operated and accessible.  
 
Accessible Entrance 
The accessible entrance to the National Museum of Natural History is located on the 
Constitution Avenue side of the building. 
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Metro 
The closest Metro Station to the accessible entrance on Constitution Avenue is the 
Federal Triangle Metro Station, which is located on the Blue and Orange lines. Please 
note that the entrance on the National Mall side of the building on Madison Drive is not 
accessible for persons with physical disabilities.   
 
Parking 
The Smithsonian does not provide parking, but there are designated accessible spaces 
around the National Mall. 
 
Courtesy Wheelchairs 
The National Museum of Natural History has courtesy wheelchairs that may be 
borrowed on a first-come, first-served basis free of charge for use within the building. 
The wheelchairs, which are all manually operated, may not be taken outside of the 
museum. They are located on the ground floor (Constitution Avenue entrance) under 
the ascending elevator by the Visitor Information Desk. 
 
Johnson IMAX® Theater  
The Johnson IMAX® Theater is equipped with an audio amplification device and audio 
description; Rear Window captioning may also be available within the theater for 
mission-related films. Ask for assistance at the box office. There is designated seating 
for wheelchair users and their companions.  
 
Restrooms  
The museum has accessible restrooms. Family/companion care restrooms are located 
on the 1st floor (off the Rotunda via the Ocean Hall and by the IMAX® box office). 
 
 
National Air and Space Museum 
 
Accessible Entrance 
The museum may be entered from either Independence Avenue or Jefferson Drive. 
Ramps lead from the sidewalks to the building's terrace. On Independence Avenue 
there is a very gently sloping ramp at the west end of the building and a longer, steeper 
one at the east end. On Jefferson Drive there is one ramp at the west end of the 
building.             
  
Accessible Parking  
The National Park Service has designated parking spaces for people with disabilities on 
Jefferson Drive in front of the museum. The city has not designated any parking spaces 
on Independence Avenue for people with disabilities. 
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VISITORS WITH DISABILITIES 
The National Air and Space Museum offers accommodation for visitors with disabilities, 
including: 
 
Parking: There are seven individually marked spaces on Jefferson Drive. Visitors with 
disability cards/stickers can park at metered spaces along Independence Avenue, SW, 
for four hours rather than the regular two hours. 
 
Exterior access ramps: Ramps are located at the west and east ends of the building 
on Independence Avenue, and one ramp is located on the west end of the building on 
Jefferson Drive. 
 
Interior elevators: Elevators are available in several locations throughout the building. 
 
Wheelchair access: The museum offers wheelchair accessible exhibits, theaters, 
planetarium, pay phones, and water fountains. 
 
Restrooms: All restrooms are wheelchair accessible, and there are two 
family/companion restrooms at the Food Court entrance. 
 
Wheelchairs. Non-motorized wheelchairs are available at no charge with a valid ID. 
The museum does not provide motorized wheelchairs. Please visit the Security Desk to 
inquire about availability. Wheelchairs are provided on a first-come-first-served basis. 
 
 
Ripley Center 
 
Accessible Entrance  
Visitors enter the Ripley Center at sidewalk level through a small, copper-domed 
circular kiosk on Jefferson Drive between the Freer Gallery of Art and the Smithsonian 
Castle at the northeast entrance to the Enid A. Haupt Garden. Visitors may take the 
elevator or a combination of stairs and escalator down to the Ripley Center on the 3rd 
level. 
 
Audio Enhancement  
Ripley Center program spaces are equipped with two different assisted listening 
devices. When a patron requests this, ask the AV Technician to provide one, and test it 
out to be sure it is operational (ex., doesn’t have a dead battery.)   
 
Other information  
The National Park Service has designated seven parking spaces for people with 
disabilities on Jefferson Drive in front of the Freer Gallery of Art. There is a 
passenger drop-off area on Jefferson Drive in front of the Ripley Center kiosk.  
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There are moderately accessible restrooms located at the west end of the concourse 
near the escalator. 
 

PARKING 
 
Public Parking    
For more information about the District’s parking operations and policies, please visit 
http://ddot.dc.gov. 
 
Paid Parking at the Smithsonian 
The Smithsonian Parking Office allots a specific, limited number of parking spaces for 
$8.00 per day, Monday through Friday, at the National Air and Space Museum. 
Volunteers may reserve these spaces on a first-come-first-served basis. 
 
To reserve a space, you must telephone the Parking Office between 8:30 a.m.  
and 12:00 p.m. on the workday preceding the day on which the space is needed.  
The number is (202) 633-1964. The Parking Office records the volunteer’s name and 
telephone number, and, if a space is available, gives the volunteer the space number.  
The Parking Office does not honor requests sent via facsimile, on other phone lines, or 
telephoned earlier than one day prior to the day needed.  
 
You must show a valid Smithsonian ID badge when entering the parking facility. You  
will receive a two-part form that shows the parking space number to which you are 
assigned, and provides instructions for payment.  
 
Individuals using the daily parking must remit the $8.00 fee by 9:30 p.m. You may pay  
in the Parking Office, located in the National Air and Space Museum garage,  
Room P-706A or you may deposit the money in the lock box located directly outside  
the Parking Office. 
 
Payment is due for every reservation that is not cancelled before 8:00 am. If you fail to 
pay for a reserved daily space, whether used or not, you may receive a bill from the 
Office of the Comptroller and/or face exclusion from future daily parking privileges. 

  

http://ddot.dc.gov/
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ACCESSIBILITY MAP: Smithsonian Museums On and Near Mall 
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EMERGENCY EVACUATION PROCEDURES 
 
From: Smith, Joe L., Safety and Occupational Health Manager 
Office of Undersecretary of Museums and Research Provost 
Sent: Friday, February 17, 2017 
Subject: Refresher: QUAD Evacuation plan  
Importance: High 
 
On behalf of the Smithsonian’s Office of Protective Services: 
 
Please make sure to study the evacuation procedures below and take the time to walk 
through the Quad independently of our evacuation drills to fully understand the evacuation 
routes.  
 
When you hear the evacuation alarm or see the strobe lights, listen closely to the 
public announcement (PA) for instructions. If within 15 seconds there is no PA, all 
occupants must leave the facility.  Where possible, doors should be closed and people 
should proceed to the nearest or designated emergency exit stairwell.  
 
Do not take the elevator. 
 
**Note that all of the QUAD 8 emergency exit stairwells lead directly to Haupt Garden. This 
area has been deemed a safe route for staff to walk through during an emergency 
evacuation in order to reach our designated primary assembly point on the Mall.  
 
If you are unable to evacuate via the stairs, go to an Area of Rescue Assistance (ARA). At the 
ARA, push the call box button for immediate assistance. (see sample photo following this 
memo) 
 
ARA Locations on Quad Level 3 (the floor for the Associates Office and program spaces): 
Ripley Stairwell #5 level 3 
Ripley Stairwell#7 level 3 
Ripley stairwell #8 level 3 
 
Personnel Movement Officers (PMO) should quickly pass through their areas of 
responsibility to ensure all occupants have left. PMO will account for any Special Needs 
Individuals within the exit stairwell, proceed to the Designated Assembly Point, and report 
the name and location of those individuals to OPS. 
   
Following evacuation of the facility all occupants will proceed across the Haupt 
Garden, to the Primary Designated Assembly Point which is the NORTH SIDE of 
Jefferson Drive (across from the Kiosk). 
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OPS personnel are responsible for evacuating visitors from the Ripley Center’s public 
spaces and each museum. They will direct those individuals to the Designated Assembly 
Point.  Following the evacuation, OPS will quickly walk through the facility to ensure all 
occupants have exited.  
 
At the Direction of OPS, Fire Response personnel will assist any special needs 
individuals in exiting from the emergency stairwells. This is not a volunteer duty. 
 
During an evacuation, facility occupants will use the closest exit stairwell by following the 
defined exit routes that are shown on the facility evacuation maps.  Facility evacuation 
maps showing the location of the exit stairwells are posted throughout the facility for 
reference.  
 
Primary assembly point route: 
The NORTH SIDE of Jefferson Drive (across from the Kiosk). 
 
In the attachment is a visual map just to give a better understanding where our 8 exterior 
exits are located and where they lead to our primary assembly point.  An interior map for 
Ripley’s third level is also included. 
 
Take the time to walk through the Quad to understand the evacuation routes. 
 

Remember Safety is Everyone's Responsibility 
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EMERGENCY EVACUATION MAP 
SHOWING INTERIOR, RIPLEY LEVEL 3 

 SMITHSONIAN ASSOCIATES MAIN VENUE 

USE STAIRWELL EXITS 7, 8 AND IF NECESSARY, 5 AND 6 
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EMERGENCY EVACUATION MAP SHOWING 
PRIMARY ASSEMBLY POINT OUTSIDE  
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AREAS OF RESCUE AND ASSISTANCE WHEN EVACUATING 
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IN CONCLUSION: THANK YOU! 
 

IN CONCLUSION: THANK YOU! 

 
 
 

 
 

Volunteers who serve as Event/Concessions Representatives are 
paramount to the success of the Smithsonian Associates programs and 
this cannot be overstated. Simply speaking, we couldn’t offer our 
programs without your support. You are the eyes and ears of our 
organization, indeed, the very “face” of the Smithsonian Associates that 
our participants often first see upon their arrival. You very likely make 
both the initial impression and the last impression on our patrons 
as they leave. 
 

Both the time commitment you give, and your commitment to follow the 
guidelines in the handbook, are equally important.  
 
 

The Volunteer Program and the Associates Staff  
 are very grateful for all the ways you assist us  

in carrying out our mission. THANK YOU! 
 
 

 
 
If you have any questions about the 
topics in this handbook, or any 
concerns about volunteering with 
our organization, please contact: 

 
Smithsonian Associates Program 

Jenna Jones, CVA 
Volunteer Coordinator 

202-633-8596 
 

volunteer@smithsonianassociates.org 
  

 

 

volunteer@smithsonianassociates.org 
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