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Dear Guild Member, 

Welcome to the Lutcher Theater Service Guild! We are so honored you 
have chosen to volunteer your time and talents for the good of the Lutcher 
Theater experience and mission. 

Every year, we are reminded that our Service Guild sets us apart from 
other venues across the country! World renowned performers rave about 
the Guild Members' food and hospitality and patrons continue to share 
that they are made to "feel like a member of the family" when they 
attend a show at the Lutcher. 

As a Service Guild member, you are the face and voice of the Lutcher, 
representatives of our entire organization! You set the tone for the entire 
event with your warm welcome and helpful attention and your heartfelt 
"goodbyes" send patrons home feeling appreciated and loved. 

According to the experts, arts patrons report that small gestures - having 
a door opened for them, being greeted in a friendly way, receiving extra 
attention when finding their seats - are major reasons they return to a 
venue. The biggest determining factor for returning patrons is "customer 
service," from the ticket buying experience to the exiting of the parking 
lot. We could not deliver such "Incredible Events" and "World Class 
Experiences" without the help of the Lutcher Theater Service Guild. 

We greatly appreciate the efforts of our volunteers and we look forward to 
your continued participation with the Service Guild. 

 

Lynae Sanford 
Executive Director 
Lutcher Theater 
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The Lutcher Theater 
 
The Frances Ann Lutcher Theater for the Performing Arts is a 1,500-seat performing arts 
facility owned by the Nelda C. and H.J. Lutcher Stark Foundation and operated by Lutcher 
Theater, Inc.  It is the largest Performing Arts Series from Houston, Texas to New Orleans, 
Lousiana, with annual attendance of approximately 30,000 adults and children, Dance 
companies, lectures and graduations are also presented, bringing the total to more than 
50,000 visitors each year. 
 
It serves as a showplace for all the finest in national and international performing arts, 
ranging from traveling Broadway plays to musical groups to one-man acts. The Lutcher 
Theater’s Incredible Kids Events Series is one of the largest Performing Arts Series of 
touring companies for children in the Southwest. 

 
Location and Contact Information  

 
Physical Address:  
Lutcher Theater for the Performing Arts  
707 West Main Street 
Orange, TX  77630 
 
Mailing Address: 
Lutcher Theater for the Performing Arts  
Post Office Box 2310 
Orange, TX  77631-2310 
 
Executive Director:  
Lynae Sanford   
lynae@lutcher.org 
 
Director of Operations:  
Cris McLeod 
cris@lutcher.org  
 
Box Office/House Manager 
Adam Conrad 
adam@lutcher.org 
 
Communications/Public Relations 
Manager: 
JT Robertson 
jt@lutcher.org 
  

Phone Numbers: 
409.886.5535 
 
Web site:  
www.lutcher.org  
 
Technical Director:  
David Boehme  
david@lutcher.org  
 
Marketing Manager  
Andy McCall 
andy@lutcher.org 
 
Social Media Manager/Box Office 
Associate: 
Abigail Liptak 
abigail@lutcher.org 
 
Administrative Assistant/Box Office 
Associate: 
Haley Seymour 
haley@lutcher.org 
 
Building Services Associate: 
Bertha Powdrill 

 

mailto:lynae@lutcher.org
mailto:cris@lutcher.org
mailto:adam@lutcher.org
mailto:jt@lutcher.org
http://www.lutcher.org/
mailto:david@lutcher.org
mailto:andy@lutcher.org
mailto:abigail@lutcher.org
mailto:haley@lutcher.org
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Nelda C. and H.J. Lutcher Stark Foundation 
 
The Nelda C. and H.J. Lutcher Stark Foundation is a private operating foundation established in 
1961 by H.J. Lutcher Stark and his wife, Nelda C. Stark, to encourage and assist education and to 
improve and enrich the quality of life in southeast Texas.  
 
The Stark Foundation seeks to continue the legacy of its founders through the programs of the Stark 
Museum of Art, The W.H. Stark House, the Frances Ann Lutcher Theater for the Performing Arts, 
and Shangri La Botanical Gardens and Nature Center, as well as the Miriam Lutcher Stark Contest 
in Reading and Declamation, a qualified scholarship program for public high school students in 
Orange County, Texas.  
 
These venues, programs and activities provide the community and region with rich resources and 
opportunities for study and enjoyment of the arts, history and nature.   
 

Purpose of the Service Guild 
 

To serve as a supplementary resource to the Lutcher Theater Staff in 
order to provide a world-class experience for all visitors to the 
Lutcher Theater  

 
Volunteer Roles and Opportunities 
 
Event Planning  
Job Description: Works closely with other committee members to execute events; preparation, 
decorate, and breakdown.  
Staff Coordinator: Cris McLeod, Director of Operations  
 
Audience Development   
Job Description:  Acquaint public with theater happenings; distribute posters and brochures  
Staff Coordinator: Andy McCall, Marketing Manager  
 
Hospitality 
Job Description:  Provide hospitality for cast members 
Staff Coordinator: Cris McLeod, Director of Operations  
 
Membership 
Job Description:  Conduct membership drive and parties  
Staff Coordinator:  Adam Conrad, House Manager  
 
Patron Services   
Job Description:  Ushers, ticket-takers, concessionaires volunteers.  Members will sign up for 
specific shows at the Guild meetings.   
Physical Requirement:  Ushers are required to walk and to climb up and down stairs.  All patron 
services’ opportunities may require volunteers to stand for long periods.  
Staff Coordinator:  Adam Conrad, House Manager 
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Sets, Lights and Props 
Job Description:  Stage hands.   
Physical Requirement:  Stage hands help set up for many of the Kids Shows and, on occasion, 
hang curtains and lights for evening shows.  This involves lifting and physical labor. 
Staff Coordinators:  Cris McLeod, Director of Operations and David Boehme, Technical 
Director 
 
Inactive Service Guild Members 
 
Some individuals elect to support the Guild as inactive members with financial and emotional 
support.  Inactive Service Guild members must only complete the Volunteer Application and pay 
annual dues; however, they are not eligible to volunteer for any opportunities. 
 
Inactive Member 
Job Description:  Appreciation of the volunteers, financial support.   
NOTE:  Inactive members neither actively nor physically participate in nor commit to any of the 
opportunities listed above, but instead serve in a supporting role as Guild member.  
Staff Coordinator:  Adam Conrad, House Manager  
 
 

Volunteer Rights 
 
Volunteer Rights and Responsibilities  
Volunteers are a valuable resource of the Lutcher Theater, its staff and patrons.  Volunteers are 
extended the right to be given meaningful duties, the right to be treated fairly, the right to effective 
supervision, the right to involvement and participation, and the right to recognition for service 
provided during the period of a volunteer’s service with the Theater.  In return, active Service Guild 
members will agree to actively perform volunteer duties to the best of their abilities and to remain 
loyal to the mission, goals and procedures of the Lutcher Theater and the Stark Foundation.   
 
Volunteer Involvement  
Volunteers may be utilized in any programs and activities of the Lutcher Theater and may serve at 
varying levels of skill and decision making, as determined in the discretion of the House Manager, 
the Director of Operations and/or the Executive Director.   
 
Volunteer Service  
Lutcher Theater recognizes your right, as a volunteer, to discontinue your service to the Theater at 
any time and for any reason.  Lutcher Theater also reserves the right to discontinue the volunteer 
service relationship at any time in its sole discretion.  While membership in the Service Guild is a 
prerequisite to serving as a volunteer for the Lutcher Theater, Guild membership does not guarantee 
a volunteer service relationship with the Lutcher Theater, which will instead be utilized by Theater 
staff as they determine in their discretion based on need. 
  
Volunteers shall not receive, nor should expect to receive, any form of payment, including but not 
limited to cash (wages), food, clothing, shelter or other kinds of payment, for volunteer talents and 
services contributed to Lutcher Theater.  Volunteers are not eligible for reimbursement of any out-
of-pocket expenses incurred while engaging in volunteer services on behalf of Lutcher Theater, 
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with the exception of reimbursement that may be authorized (and paid) by the Service Guild Board, 
as set forth in the Policies and Procedures section of this Handbook. 
 
Volunteer Benefits 
Volunteers play an essential role in the mission of the Lutcher Theater.  They contribute to the 
education and arts programs that enable the Lutcher Theater to further its dedication to the arts 
and theater education.  
  
Many benefits of volunteering at Lutcher Theater are intangible: gaining knowledge about 
theatrical events, learning new skills, enjoyment of shows, meeting people with similar interest and 
contributing to the greater community.  
 
Lutcher Theater Service Guild members may receive incentives and opportunities, including but 
not limited to:   
 

• The opportunity to watch Theater performances from assigned positions 
• Attendance at Guild functions 
• Recognition in the SHOWNOTES Program  
• Recognition for years served 

 
Policies and Procedures 
 
General Requirements for Active Guild Members 

• 18 years of age, or older; 
• Completion of Volunteer Application Form;  
• Completion of Release of Information for Volunteer Purposes, consisting of Disclosure 

and Authorization Form To Obtain Consumer Reports for Volunteer Assessment Purposes, 
together with additional Information, Acknowledgements and Agreements form; 

• A criminal background investigation (and related information release);  
• Signed Child Protection Policy;  
• Signed Liability Waiver and Indemnity Agreement;  
• Signed Acknowledgment of Volunteer Handbook;  
• Completion of new volunteer orientation appropriate for selected committee; and 
• Payment of annual dues 
 

Service Requirement  
Service requirements include current membership as a Lutcher Theater Guild Member as well as a 
general desire to ensure that patrons who visit the Lutcher Theater are given every needed 
assistance to enjoy a performance or other event at the Theater. 

 
Records Management 
The Theater House Manager maintains general records on each Guild Member, including dates of 
volunteer service, duties performed, training attended, and awards and recognitions received.  Guild 
members should keep the House Manager informed of address, phone number and emergency 
contact changes.  Other volunteer records, including application and background checks are 
confidential and are maintained in the office of the Human Resources Director of the Stark 
Foundation.  
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Attendance and Time  
Guild member attendance is crucial to the Lutcher Theater’s shows.  Theater staff relies on guild 
members to be dependable and punctual.  Theater staff asks that a guild member notify the Box 
Office Manager at least 24 hours in advance if he/she is unable to be present at an event for which 
he/she is scheduled to serve in a volunteer opportunity.  
 
Volunteers should arrive at the Theater no less than 1 hour and 15 minutes prior to show time and 
report to the 2nd Floor by the Coat Room.   At that time, the guild member will sign in, receive 
his/her name tag and a Theater-issued flashlight.  Only Lutcher Theater-issued flashlights may be 
used by volunteers in connection with their volunteer duties.   
  
Dress Code  
Guild Members must always wear their Lutcher Theater identification badges when serving in a 
volunteer capacity for the Theater. 
 
Evening Shows (Except Dance Recitals) and Daytime Shows for High School Students: 
 

• Men must wear black or navy suits with white shirt and tie 
• Ladies must wear black or navy skirts or pants with a white blouse and dark jacket or 

cardigan sweater 
• Shoes should be dark (black, navy) and have no more than a low to medium heel for safety 

and comfort  
 
Kids’ Shows and Dance Recitals: 
 
     ●     Theater Guild T-shirt may be worn with dark slacks or skirts as applicable.  
 
Conduct  
Lutcher Theater and the Stark Foundation require a level of professionalism and basic standard of 
conduct for all volunteers to follow in conjunction with interaction with employees, patrons and 
other volunteers while acting in a volunteer capacity.  Volunteers must be polite and demonstrate 
respect and consideration to patrons, employees and other volunteers and must do so with words, 
tones and gestures that reflect a desire to provide world-class service.  
 
The following are only some examples of inappropriate conduct that could lead to discontinuation 
of the volunteer service relationship: 

§ Theft, inappropriate removal or unauthorized possession of either Lutcher Theater/Stark 
Foundation property; property of any Lutcher Theater patron, any Service Guild Member, or 
any Stark Foundation employee, representative, or agent, as well as the failure to cooperate 
fully in any investigation. 

§ Altering Lutcher Theater/Stark Foundation reports or records. 
§ Volunteering under the influence of alcohol or illegal drugs and/or illegal or unauthorized 

possession, distribution, sale, transfer, or use of alcohol or illegal drugs.   
§ Lack of cooperation or other disrespectful conduct.  (See Public Relations below for guidance 

on appropriate conduct.) 
§ Violation of Lutcher Theater/Stark Foundation rules and regulations, or any federal, state, or 

local safety and health rules. 
§ Acts or omissions on Lutcher Theater premises, at Lutcher Theater/Stark Foundation/Lutcher 

Theater, Inc. sponsored activities or in related areas that could jeopardize the safety of others. 
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§ Inappropriate use of telephones, computer equipment or systems, internet, mail system, e-mail 
system, facsimile machines, or other Lutcher Theater/Stark Foundation data, equipment or 
connections. 

§ Unauthorized disclosure of Lutcher Theater/Stark Foundation proprietary or confidential 
information. 

§ Unsatisfactory performance or conduct. 
§ Engaging in any conduct or language that is harassing, abusive, profane, crude, sexual, racial 

or otherwise offensive in nature.  Lutcher Theater encourages volunteers to bring any incidents 
of harassment to the immediate attention of the Lutcher Theater Executive Director, or the 
Stark Foundation’s Human Resources Director.  (At no time, however, should a volunteer feel 
compelled to report any incident or offensive conduct to any of the foregoing individuals if that 
individual is the offending party; the volunteer should instead report any offensive conduct to 
any other individual in one of the positions listed.) 

Harassment:  Lutcher Theater is committed to providing volunteers with an environment that is 
free from discrimination and unlawful harassment. Actions, words, jokes, or comments based on 
an individual’s sex, race, ethnicity, age, religion, or any other legally protected characteristic will 
not be tolerated. Volunteers who believe they have been subject to harassment are urged to 
immediately report it to the immediate attention of the Lutcher Theater Executive Director, or to 
the Human Resources Director of the Stark Foundation.   
 
Use of Property  
Any equipment, machines, or tools that appear to be damaged, defective, or in need of repair should 
be reported to a Theater staff member.  Prompt reporting of damages, defects, and the need for 
repairs could prevent deterioration of equipment and possible injury to others.  Theater staff 
members can answer questions about the volunteer’s responsibility for maintenance and care of 
equipment or tools used during a volunteer assignment.  Lutcher Theater Inc./Stark Foundation 
owned or leased equipment is to be used for Theater business purposes only and only by authorized 
employees or volunteers.  It may not be borrowed or applied for personal use.   
 
Theater telephones are for business purposes.  When permitted, personal phone calls (whether on 
a Theater phone or a personal cell phone) should be kept to a minimum and should not interfere 
with volunteer service.  In addition, long distance charges resulting from a volunteer’s personal use 
of a Lutcher Theater telephone must be reimbursed to the Lutcher Theater.  
 
The use of Lutcher Theater paid postage for personal correspondence is prohibited.  At times, 
Lutcher Theater provides computers, email, and Internet access to assist some volunteers in 
performing their duties.  Computers, email and Internet access should be limited to business 
purposes that pertain to the Service Guild and/or the Lutcher Theater.   
 
Volunteers are responsible for the custody and care of any Lutcher Theater/Stark Foundation  
property that may be issued to a volunteer or in a volunteer’s possession or control, including all   
equipment, tools, materials, files, keys, badges, passwords or any other written or electronic 
information.  All Lutcher Theater/Stark Foundation property in the possession of a volunteer must 
be returned to the Theater or the Foundation on or before termination of a Guild member’s 
membership or active service as a volunteer.  The Stark Foundation may take all actions that it 
deems necessary or appropriate to recover or protect its property.  
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Open Carry Prohibition: 
As of January 1, 2016, signage has been posted at all Stark Foundation properties, including 
Lutcher Theater, to prohibit the open carry of handguns.  This prohibition is applicable to all 
persons on the premises of Lutcher Theater or otherwise in attendance at a show, function, or other 
event at Lutcher Theater, including service opportunities related to Service Guild membership, with 
the exception of uniformed police officers, other members of law enforcement, and the 
Foundation’s commissioned security officers acting in the course of their duties.    
 
Reimbursement  
 
Hospitality Committee 
The Hospitality Committee provides hospitality for cast members.  Committee members will be 
reimbursed for actual, out-of-pocket cost of food and related items purchased for the official 
provision of meals to cast and crew members who are affiliated with productions and other 
presentations at the Theater.  Original receipts must be given to the Director of Operations, who 
will forward such receipts for processing, as appropriate. 
 
Other Reimbursement 
General reimbursement for other authorized expenses incurred by a Guild member, other than 
expenses related to service on the Hospitality Committee, is handled by the Guild treasurer or other 
authorized Guild representative and will be subject to the determination of the Guild Board as well 
as the completion or submission of documentation that may be required by the Guild Board, as it 
may require.   
 
With the exception of the above items reimbursement set forth in this Handbook, no other 
reimbursement will be paid by Lutcher Theater, Inc. or by the Foundation in the absence of prior 
written authorization for the expenditures at issue.  
 
Distribution of Medication 
The Lutcher Theater is not a medical facility.  Therefore, no medication of any kind, 
including aspirin or pain relief medication, is available to patrons.  Ushers may not 
distribute any of their own medication, including aspirin or similar pain relief medication, 
to patrons, performers or other individuals while serving in a volunteer capacity for the 
Theater Guild.  
 
Parking  
For volunteer service opportunities, Guild members should not park in the main Lutcher Theater 
lot (to the east of the front entrance of the Theater) but should instead park on the west side of the 
Theater on or between 7th and 8th streets, near the former City Hall. 
 
Volunteers who have a handicapped parking permit issued by the appropriate governmental or 
regulatory agency as a result of a medical need or physical limitation may park in designated 
handicapped parking spots.  Handicapped parking is limited so, in an effort to ensure availability 
for patrons needing handicapped parking spaces during shows, Guild members are encouraged to 
park at the same area requested for other Guild members, or alternatively, utilize a carpool system 
with drop-off at the front entrance of the Theater.    
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Training  
With the exception of inactive members, all Guild members receive training as part of their 
volunteer service with the Lutcher Theater.  All active Guild Members must complete a new 
volunteer orientation as well as on-the-job training specific to their committee assignments, prior 
to being eligible for assignment to a volunteer opportunity. 
 
Volunteer Orientation consists of a review of the Guild Handbook, as well as a review of the 
Theater facility and review of emergency procedures and related handling.   
 
Individual Training is provided by assigning new volunteers to an experienced, senior volunteer to 
observe and learn the functions of a particular opportunity.  
 
Specific Committee Training is provided by a staff member for a particular opportunity.  
The training details the skills and knowledge necessary to perform the volunteer 
assignment.  For some opportunities, Specific Program Training may be required before a 
volunteer may be assigned to that opportunity. 
 
Tobacco-Free Environment 
The Lutcher Theater maintains a tobacco-free and smoke-free environment for employees, 
volunteers and the general public.  The use of tobacco products, including but not limited to 
cigarettes, cigars, pipes, and smokeless tobacco, as well as the use of e-cigarettes and vaping 
products, is expressly prohibited on the entirety of all Lutcher Theater property, both interior 
and exterior, except as may be otherwise specifically designated during show times.   

Safety and Security 
Lutcher Theater and the Stark Foundation desire to provide a safe and healthful environment for 
all volunteers.  Volunteers must take all necessary steps to work in a safe and careful manner.  A 
volunteer should not work in unsafe conditions, and any volunteer who perceives an unsafe 
condition should immediately report that condition to a Theater staff member.   
 
If possible, the volunteer should take prompt steps to prevent or minimize potential harm to himself, 
others or property. All incidents (medical and non-medical) involving Lutcher Theater/Lutcher 
Theater, Inc./Stark Foundation property must be reported in accordance with the incident, injury 
and emergency reporting procedures provided below. 
 
Volunteers are responsible for using common-sense guidelines to help ensure a safe environment, 
including the following:  Never leave a purse, wallet or other valuable items in an open, obvious or 
unsecured location.  Keep wallets or purses with you at all times or keep them out of sight in a 
secure drawer or cabinet.  Avoid carrying large sums of money. 
 
Desks, lockers and other storage devices may be provided for a volunteer’s convenience but such 
equipment remains the sole property of Lutcher Theater/Lutcher Theater Inc./Stark Foundation.  
Accordingly, they, as well as any articles found on, about or within them, may be inspected by any 
agent or representative of Lutcher Theater/Lutcher Theater, Inc./Stark Foundation at any time, 
either with or without prior notice.  
 
Neither Lutcher Theater nor the Stark Foundation is responsible for lost or stolen personal property, 
nor will Lutcher Theater/Stark Foundation reimburse a volunteer for any personal property that 
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may disappear from a volunteer site.  It is suggested that volunteers do not bring valuable items to 
the Theater while volunteering as part of the Guild. 
 

Public Relations 
 
In order to assist the Lutcher Theater in providing a world-class experience to its patrons, volunteers 
should practice the following guidelines:  
 

• Tell a staff member when a patron is unhappy; Theater staff members need to know about 
the issue and work to address it. If any patron expresses dissatisfaction or lodges a 
complaint with a volunteer, the volunteer should notify a Theater staff member, and the 
timing of such notification based upon the volunteer’s best judgment as to the level of 
priority of the issue. 

• Guild Members are representatives of the Lutcher Theater and should always be kind, 
courteous, respectful, enthusiastic and helpful at all times. 

• Patrons have previously stated that Guild Members provide exceptional customer service.  
Please be patient with patrons who may demonstrate a poor attitude, as there may be other, 
unknown issues affecting their judgement and actions.  We want to make their experience 
at the Lutcher Theater pleasant and enjoyable.   

• Always be polite when directing patrons.  Saying “I’m sorry, but we don’t allow food in 
the auditorium” is friendlier than “You can’t bring that in here.”  

• Guild Members should stay apprised of the Theater’s rules as well as current events. This 
allows a Guild member to graciously and intelligently converse with patrons. 

• Bottled water is permitted in the auditorium; other drinks are not.  Say “I’m sorry but coffee 
is not permitted in the auditorium; you may bring in bottled water if you like.”  

• Please contact a staff member if you see a dignitary or well-known person such as a 
politician, performer, or member of the media who is attending for the first time.  If 
appropriate, we will thank them for attending and build a positive relationship with them.  

• Volunteers should encourage Service Guild Membership whenever possible and speak 
favorably of the Guild in all circles.  Guild members are the Theater’s means of new 
volunteer recruitment. 

• Be Polite – to everyone, adults and children alike!  Volunteers set the tone for a positive 
(or negative) experience at the Lutcher Theater.  

• A smile and simple greeting can make a visitor feel genuinely welcome.  The Lutcher 
Theater and its shows create an image, but the Guild member has the opportunity to add a 
personal touch to ensure a pleasant visit.  

• If asked a specific question by a visitor, a Guild member should make every effort to be as 
accurate and informative as possible.  If a Guild member does not know the answer to a 
question, all efforts should be made to find the answer.  Saying, “I don’t know, but I can 
find out,” is always an appropriate answer.  Then, be sure and follow through.  

• All areas of the Lutcher Theater should be kept clean and neat by employees; however, 
Guild members should stop and pick up any trash they see.  Please contact the box office 
if staff assistance if needed.  

• Guild members should refrain from personal cell phone use or other use of personal 
electronic devices while serving as a volunteer for the Theater.  The volunteer’s attention 
should be on his/her assignment to ensure prompt, courteous and same handling of all 
patrons, performers and other show or Theater-related issues. 
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Show Protocol 

Schedules 

• Volunteers should report to the House Manager on the second level of the Theater by the Coat 
Room desk no less than 1 hour and 15 minutes prior to show time.  At that time, the volunteer 
will be given his/her assignment and instructions along with a badge and flashlight. 

• If you have signed up to work a show, and are unable to work, please contact the House 
Manager as soon as possible and no less than 24 hours in advance of the assignment. 

• Volunteers must return flashlights at the conclusion of the volunteer assignment.   

Preshow 

• The House Manager will inform ticket takers when patrons may enter the theater.   
• The auditorium doors will open 30 minutes prior to show time for events with reserved seating. 

The auditorium doors will open 45 minutes prior to show time for events with general 
admission (non-reserved) seating. Doors may be opened only after Lutcher staff members give 
permission to ushers to open the doors.  

• Ushers will be assigned to an auditorium door.  Ushers should greet patrons as they arrive and 
offer to assist them in finding their seats.  In particular, ushers should watch for people who are 
looking at their tickets or at the numbers above the door trying to determine out where their 
seats are. 

• Ushers should take a few SHOWNOTES programs to distribute at their assigned door.  Try to 
limit to one program per couple.  Of course, give each patron a program if they request one.   

When the Show Starts 

• When the show starts, ushers should move outside the auditorium door for 15 minutes to assist 
latecomers.  Generally, latecomers must wait for an appropriate time to be seated.  Ushers will 
be informed before a particular show as to when to seat latecomers based on the preference of 
the artist or production company.  

• Ushers should allow latecomers to enter the auditorium at the beginning of applause, help them 
to get to their seats before the applause ends, and then exit rapidly.  

• Flashlights should be used inside the auditorium only when necessary to seat latecomers.  
Ushers may only use flashlights provided by the Theater.  An usher should shield the flashlight 
with his/her hands and point the light straight down (↓) at the steps/aisle to keep the patrons’ 
attention on the steps.  Flashlights can be very distracting to seated patrons and/or performers 
and should be used discreetly.   

Location During the Show 

• No more than two ushers should be inside doors 2 and 3.  Extra ushers will move to door 1, 
door 4, or go to the top of the balcony.  Ushers may sit in the last row of the auditorium or other 
rear rows as long as no audience members are located in the area.     

• Ushers or other volunteers may not sit on the floor or the steps inside the auditorium.  If there 
are no available seats inside the auditorium, you must stand along the wall near the door, 
without blocking ingress or egress of patrons. 
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• Never sit in front of patrons, or cross in front of patrons during a performance. If you must 
cross in front of patrons, do so during applause or scene breaks.   

• When entering or exiting the auditorium during a show, open the door slightly so outside lights 
do not distract audience.  You should control the closing of the door to ensure that it closes 
quietly.  

• Enter and/or exit during applause to work concessions.  

Quiet Please 

• Ushers should never talk inside the Theater except to direct patrons to their seats.   
• In the lobby, keep conversations away from the doors and volume low during performances.  

Audiences can hear and be distracted by talking in the lobby.  
• Use of cell phones and other personal electronic devices by volunteers is prohibited during 

times of volunteer service, except in cases of emergency. 

Emergency Evacuation 
These procedures are to assist you in responding in a situation in which an emergency evacuation 
occurs on the premises of the Lutcher Theater.  
 
It is impossible to predict an audience’s response to an emergency situation and these procedures 
will not cover every situation, as they are general in nature. Volunteers should observe, think, 
reason, and make appropriate decisions using good judgment based on the circumstances presented 
by each situation.     
 
Volunteers must first be able to recognize an emergency situation.  Each volunteer must be alert to 
unusual situations, for example, if a section of the audience suddenly starts to stir or exit the 
auditorium.  If part of the audience should start to leave, the volunteer should do nothing to impede 
their progress but should assist the effort to ensure a calm and orderly exit, especially if the 
volunteer is not aware of what is happening.  Meanwhile, volunteers should remain calm,  
investigate, and proceed appropriately.  
 
In the event that you observe a situation that requires immediate action, Theater staff should be 
notified immediately.   

The Lutcher Theater is equipped with smoke detectors and an automatic sprinkler system which 
activates in the lobby and hallway of the Theater.  When smoke detectors are activated. strobe lights 
flash and a warning buzzer sounds.  Sprinkler heads activate only if heat is detected.   

Additionally, there are many ‘PULL STATIONS’ located through the Theater that may be 
manually activated.  These stations have plastic covers that are also alarmed to prevent tampering.  
The activation (by pulling down the alarm) of any one of these stations will sound a fire alarm.   

Service Guild Members should familiarize themselves with the location of these stations so that 
upon discovering a fire, an alarm can be quickly sounded and emergency procedures initiated.  Act 
immediately if you have reason to believe there is a fire in the Theater.  If an alarm is heard coming 
from the station and the alarm bar has not been pulled, then someone has tampered with the cover 
and you should immediately notify a Lutcher Theater staff member.  



Rev. August 2024 
 

16 

NOTE:  If the fire department responds to an emergency call, fire engines will arrive on 7th Street 
and will need to enter through the West side of the Theater building (the side facing 7th Street 
toward the police department), so volunteers should keep this in mind in connection with any 
evacuations. 

Emergency Procedures during a Show 

Concessionaires:  All concessionaires should do the following:  

• Remain calm  
• Evacuate the building at the closest exit that is both safe and accessible 
• Assemble in the Northeast corner (corner of 5th and Main St.) of the main visitor parking 

lot on the East side of the Theater, away from the building, emergency vehicles and activity 
• Take a head count; report any unaccounted concessionaire to authorities 
• Remain outside the Theater until building is declared safe by the first responders or Theater 

staff, as applicable, or until other directions are issued by those in authority  

Ushers:  All ushers should do the following:  

• Move calmly to assigned area and follow instructions described below for that area. 
• Once in position, you should calmly and deliberately do all you can to maintain order. 
• Be alert to any situation that may cause panic, such as a bottleneck in the flow of people or 

one individual who is panic stricken.  Also, be aware of any patrons who may be trying to 
look over the crowd to find someone, as they have the tendency to stay back and cause 
problems in the evacuation flow.  If it is possible to reach this person, do so and encourage 
them to exit promptly and to find the House Manager at the Stark Park fountain who will 
help them in locating their friend or family member. 

• Stay behind until all patrons have exited; follow the last patron out of the building 
• Assemble in the northeast corner (corner of 5th and Main St.) of the main visitor parking 

lot located on the East side of the Theater, away from the building, emergency vehicles and 
activity 

• Take a head count; report any unaccounted ushers to authorities 
• Remain outside the Theater until building is declared safe by the first responders or Theater 

staff, as applicable, or until other directions are issued by those in authority. 

Specific Assignments: 

FIRST FLOOR:  Ushers at the East and West doors should direct individuals to exit as follows: 

• Patrons exiting from East door should move to Northeast corner of parking lot.  
Patrons exiting from West door should go North to Stark Park.  

• Cast Members and crew exiting West door should go to Lutcher Annex Building 
directly across 7th Street from the Theater loading dock.  Cast and crew exiting 
from East side should walk west down Front Street, cross 7th Street and meet at 
Lutcher Annex Building.   

• Patrons in wheelchairs should exit to the front of the Theater and cross to the 
Northeast corner of the parking lot. 
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NOTE:  Hospitality backstage should help performers and crew exit through the east exit or west 
exit (as indicated) – DO NOT use loading dock door exit. Cast and backstage crew and hospitality 
assemble at Lutcher Theater Annex Building on the corner of Front Street and 7th Street (Old Price 
and Tarpley building). 

SECOND FLOOR:  The House Manager should go to the front doors on the First Floor level of 
the Theater and direct patrons to cross to Stark Park.  Ticket Takers should move ropes and clear 
way, if it has not already happened.  They should then cross to Stark Park. House Manager moves 
to Stark Park when last ushers exit the building. House Manager should cross to Stark Park, 
encourage patrons to be calm and provide reassurance that an update will soon be given once the 
situation has been confirmed. 

Ushers assigned to Door 1:  One usher should go to the passenger elevator located in the West 
hallway and one usher should go to the exit stairwell next to the elevator.  The usher at the exit 
stairwell near the elevator should direct patrons to use stairwell if main staircase is congested or 
otherwise not an option.  The usher at the West hallway passenger elevator should prevent use of 
the elevator by any patrons, after ensuring that no one is in the elevator car. 

Ushers assigned to Door 2:  Ushers should go to the main staircase and direct patrons down the 
steps to the 1st floor level encouraging patrons to be calm, orderly and to “watch their step.” 

Ushers assigned to Door 3:  Both ushers should go to the East hallway.  One usher should stay at 
the door directing patrons to either the East side door (to the main parking lot) or the main staircase, 
depending on which has better traffic flow.  This will, in turn, depend on the circumstances as to 
what areas are safe, accessible, etc. 

Ushers assigned to Door 4: Ushers should go to the East side exit stairwell and direct patrons to 
exit. 

THIRD FLOOR:   

West Side:  One Usher should move to hallway and prevent patrons from using the elevator and 
instead direct patrons down West side exit, directing them to go to Stark Park once they exit the 
building. That usher should also check and confirm the elevator car is empty.  The other usher 
should remain at the base of the steps to keep audience calm and moving and to assist patrons or 
call for help.  Wheelchair patrons on the third floor may have to be carried down the main steps.  
The usher should first send a request for help to the Second Floor if this is the case.  All ushers 
should leave, once patrons are clear, and follow patrons to designated safety location. 

East Side:  Ushers on the East side should send one usher outside of door to direct patrons to exits 
and direct them to the northeast side of the parking lot.  One usher should remain behind to keep 
audience calm. All ushers should leave, once patrons are clear, and follow patrons to designated 
safety location. 

FOURTH FLOOR:  Spot operators and others on Fourth Floor should proceed to nearest fire exit, 
exit the Theater, and go to Lutcher Theater Annex Building located directly across 7th Street from 
the Theater loading dock (former Price & Tarpley Building). 

FIFTH FLOOR:  Ushers should direct patrons nearest to main steps to exit down the steps and 
cross to Stark Park.  Ushers on doors farthest from steps should direct patrons to East Exit.  If the 
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balcony is partially full, send all patrons down main steps.   Ushers in Balcony should move quickly, 
smoke rises and 5th floor needs rapid clearing. All ushers should leave, once patrons are clear, and 
follow patrons to designated safety location. 

Medical and Non-Medical Incident, Injury and 
Emergency Procedure 
These procedures are to assist you in responding to an incident that occurs on the premises of the 
Lutcher Theater, whether a medical or non-medical incident.  While broad in scope, these 
procedures will not cover every situation.   
 
You need to observe, think, reason, and make appropriate decisions using good judgment based on 
each situation.   
 
Medical Incident, Injury or Emergency: 
 
1. Remain calm.   

 
2. Assess the situation.  Beware of an unsafe situation – do not enter or permit other people 

to enter an unsafe area, and remove yourself and/or others from any unsafe area if the 
potential harm that could occur by remaining in the area is greater than the potential 
harm that could result by relocating.   Do not move an injured person – especially if 
the injury involves a head or back injury -- unless necessary to avoid further 
harm.  

 
3. For Patrons in the Auditorium who need medical help and are in their seats:  Lutcher 

Staff and some ushers are trained on how to safely transport patrons to the nearest exit 
so emergency personnel can assist them.  In case of heart attacks, choking, etc. the 
patron must be moved outside the nearest exit where CPR can be administered 
immediately.  Lutcher Staff are trained to quickly, quietly and without alarming 
audience members assist or move a patron in need.   

 
Ask these questions:   

• Is there a threat to life?   
• Does the person require immediate medical attention?   Chest pains, seizure, 

unconsciousness, or difficulty breathing are indicators of this type of emergency.   
 
If yes, do the following in the order listed: 

 
a. Call 911.  Use any available technology to call 911 -- cell phone, land line, or 

else alert Lutcher Staff and they will radio Base S (Foundation Security) and 
tell them to call 911.  Know the location of the emergency (i.e., back stage, 
auditorium) and the number from which you are calling.  Answer all questions 
clearly and calmly, stay on the line and follow directions. 

b. Alert Lutcher Theater Staff and they will radio or call Base S (883-
0030).  (This is done even if 911 has already been called.) 
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c. Ensure that someone within the facility (staff member, guild member or 
guard) is stationed at the front entrance to await the emergency 
responder for escort to the proper location of the injured party.  
Individuals may need to go to Green Avenue with a flashlight to direct 
responders to the Theater. 

d. Stay with the person and provide first aid/CPR if you are trained.  
Remember that once you start rendering aid, you cannot stop until first 
responders arrive.  NOTE:  Make sure a large crowd is not permitted to 
gather around the person.  Keep back onlookers and use staff, etc. to 
control the scene. 

e. Notify the Executive Director of the Theater as soon as possible.  

f. The Executive Director calls the CEO and the Director of Security, 
Safety & Emergency Preparedness.  The HR Director should be notified 
as well, as soon as reasonably possible. 

g. Once medical assistance arrives, begin collecting data for incident 
report.  

h. Complete an incident report in the form provided as soon as possible 
after incident.  Report forms are located in the Coat Room on the 2nd 
floor of Theater. 

i. Stark Foundation security personnel who are on duty, including Base S, 
will complete a separate incident report.  Both incident reports should 
be delivered to the Stark Foundation Administration Office, Attention 
HR.   

NOTE:  During any medical emergency, there should be radio silence by all personnel in 
possession of a radio with the exception of those individuals involved in responding to the 
emergency, unless another emergency arises. Security will give the all clear when 
appropriate to resume general radio traffic.   
 
If life does not appear to be threatened (i.e., just a scraped knee, twisted ankle, etc.), do the 
following in the order listed:  
 

a. Notify a staff member immediately.   
b. If the person requires first aid and you are trained, provide first aid. 
c. First Aid kits are located in the Coat Room on the second floor by the 

concession area and backstage on Stage Left in the patch room.   
d. Complete an incident report in the form provided.  Update Base S with additional 

information for separate log maintained by them.  
 
There are medical conditions that are time sensitive – waiting too long could have serious 
consequences, even death.   Such time-sensitive conditions include the following, which is certainly 
not an exhaustive list: 
 

• Anaphylaxis (severe allergic reaction)  • Slurred speech  
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• Chest pain  
• Coma (unresponsive victim)  
• Confusion  
• Dizziness 
• Heart attack 
• Heat stroke or cramps 
• Shortness of breath  

 

• Stroke  
• Uncontrolled bleeding  
• Vomiting blood  
• Weakness 
• Serious burns  
• Broken bones visible through an open 

wound 
• Sudden fainting 

 
In any of the foregoing situations call 911 immediately.   
 
Non-Medical Event, Incident or Emergency: 
 
If the situation involves a non-medical incident, remain calm and assess the situation.   
 
Beware of an unsafe situation – do not enter or permit other people to enter an unsafe area, and 
remove yourself and/or others from any unsafe area if the potential harm that could occur by 
remaining in the area is greater than the potential harm that could result by relocating.    
 
If the incident is criminal in nature and/or of an urgent nature requiring third-party responders: 
 
a.  Call 911.  Use any available technology to call 911 -- cell phone, land line, or else alert Lutcher 
Theater staff and they will call or radio Base S (Foundation security) and tell them to call 911.  
Know the location of the emergency and the number from which you are calling.  Answer all 
questions clearly and calmly, stay on the line and follow directions. 
b.  Radio or call Base S (883-0030) (do this in addition to calling 911). 
c.  Notify the Theater Executive Director as soon as possible  
d. Theater Executive Director calls the CEO and the Director of Security, Safety & 
Emergency Preparedness.  The HR Director should be notified as well as soon as 
reasonably possible. 
e.  After arrival of third-party responders, begin collecting data for incident report.  
f.  Complete an incident report in the form provided.  Base S personnel on duty will 
complete separate incident report.  Deliver both to Administration office. 
 
If the incident is not criminal in nature: 
 
a.  Notify the Theater Executive Director on as soon as possible.  
b. Complete an incident report in the form provided. Update Base S with additional 
information for separate log maintained by them. 
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Conflict of Interest 
The Lutcher Theater is judged, in part, by the individual and collective performance of Service 
Guild members.  A Service Guild member/volunteer must recognize the importance of his/her duty 
to Lutcher Theater, its patrons and supporters, to act in a manner that merits public trust and 
confidence. 
 
Each volunteer must act in all matters in a manner that will safeguard the reputation and integrity 
of the Lutcher Theater and the Theater Service Guild and will preserve and strengthen public 
confidence in Lutcher Theater’s activities and operations.  Likewise, volunteers must refrain from 
engaging in any transaction in which personal interests conflict, potentially conflict or appear to 
conflict with those of Lutcher Theater and the Stark Foundation. 
 
An actual or potential conflict of interest occurs when a volunteer is in a position to influence a 
decision that may result in a personal gain for the volunteer or for a relative (by blood or marriage) 
of the volunteer as a result of business dealings of the Lutcher Theater or the Stark Foundation.  
Participation in any activity that constitutes a conflict of interest prohibited by this Policy can result 
in the termination of volunteer service. 
 
Some conflict of interest situations are easily identifiable, while others are more subtle.  Some of 
the more common situations pertaining to volunteers rise to the potential conflicts set out below.  
This list is illustrative only and should not be regarded as all-inclusive: 
 
Accepting Payment or Gifts:  No volunteer shall accept payment of any kind (including gifts, tips, 
cash, discounts, concessions, services or other similar item or benefits) for services rendered as part 
of his or her volunteer service.  This includes payment for speaking engagements or for 
participation in workshops or similar activities.  If money or a gift is offered, the volunteer should 
express his/her appreciation and decline to accept it. 
 
Improper Influence: Any volunteer or close relative of a volunteer, should not, when acting on his 
or her own behalf or when acting on behalf of another person, business or organization, attempt to 
influence Lutcher Theater/Stark Foundation’s position on any issue, matter or transaction nor 
participate in any discussions pertaining to a related organization. 
 
Inside Information:  Inside information should not be used either for the purposes of gaining 
advantage for one’s self, a close relative, or another organization or for any other purpose not 
specifically approved by Lutcher Theater or the Stark Foundation. 
 
Competing with Lutcher Theater:  No volunteer shall prevent or hinder Lutcher Theater/Stark 
Foundation from lawfully competing with others or divert business or personnel from Lutcher 
Theater/Stark Foundation. 
 
Political Activities:  Volunteers are encouraged to take an active interest and to participate in the 
political and governmental process. However, volunteers participating do so as individuals and not 
as representatives of Lutcher Theater/Stark Foundation and/or Theater Service Guild.    
 
To avoid any inference of support or sponsorship by Lutcher Theater/Stark Foundation, a volunteer 
must never represent that his or her political donation, endorsement or other political activity was 
made or engaged in with the approval, or on behalf, of Lutcher Theater/Stark Foundation and/or 
Theater Service Guild. Likewise, volunteers must not engage in political activities at any time 
during their volunteer service on behalf of Lutcher Theater/Stark Foundation. 
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The Making of Statements:  No volunteer shall use Lutcher Theater/Stark Foundation stationery or 
any title of Lutcher Theater/Stark Foundation or refer to Lutcher Theater/Stark Foundation or 
misidentify him or herself as an employee thereof in connection with any matter as to which he or 
she is not authorized as a representative of Lutcher Theater/Stark Foundation and to express an 
opinion on its behalf, including but not limited to media articles and related publicity.  
 
Volunteers are not authorized or designated to speak on behalf of Lutcher Theater/Stark Foundation 
in a representative capacity or otherwise provide a response to media inquiries.  Requests for public 
presentations are subject to prior approval by the Lutcher Theater Executive Director, Marketing 
Manager or the Stark Foundation CEO or CFO. 
 

Problem Resolution 

Lutcher Theater is committed to providing the best possible environment and conditions for its 
volunteers.  Part of this commitment is encouraging an open and frank atmosphere in which any 
problem, complaint, suggestion, or question receives a timely response from supervisors and 
management. 
 
Lutcher Theater strives to ensure fair and honest treatment of all volunteers. Theater staff and 
volunteers are expected to treat each other with mutual respect.  Volunteers are encouraged to offer 
positive and constructive criticism. 
 
If a volunteer disagrees with established rules of conduct, policies, or practices, or if a volunteer 
takes issue with the handling or determination of any issue pertaining to the Lutcher Theater or the 
Stark Foundation, he or she must express their concern through the problem resolution procedure 
outlined below.     

1. FIRST STEP:  The volunteer should present the problem or issue to the Theater House 
Manager within 5 days after the problem occurs.  

2. SECOND STEP:  If the problem or issue remains unresolved following the volunteer’s 
completion of the Second Step, the volunteer should present the problem or issue in writing 
to the Theater Executive Director. 

3. THIRD STEP:  If the problem or issue remains unresolved following the volunteer’s 
completion of the First Step and Second Step, the volunteer should present the problem or 
issue in writing to the CEO of the Stark Foundation. 

If the problem or issue involves a person within the problem resolution structure outlined above, 
then the volunteer should skip the step involving that person and proceed to the following or 
next/alternate step. 

Not every problem can be resolved to everyone’s total satisfaction, but only through understanding 
and discussion of mutual problems can volunteers, employees and management develop confidence 
in each other.  This confidence is important to the operation of an efficient and harmonious 
environment.   
 
Volunteers are encouraged to disclose concerns and reveal problems that are known to them or that 
present a potential for additional problems for themselves or others.  Further, if a volunteer has a 
problem that is creating stress or otherwise causing agitation, the volunteer is encouraged to discuss 
it with the Theater Director or follow the steps of this problem resolution process. 
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Volunteer Acknowledgement of Lutcher Theater Service Guild Handbook 

The Lutcher Theater Service Guild Handbook describes important information about The 
Lutcher Theater for the Performing Arts, Nelda C. and H.J. Lutcher Stark Foundation and 
Lutcher Theater, Inc.  I understand that I should consult with the Managing Director, 
Operations Manager or House Manager if I have questions regarding anything covered in 
the Lutcher Theater Service Guild Handbook or any other Lutcher Theater/Lutcher 
Theater, Inc./Stark Foundation (LT/SF) volunteer policies, procedures or related issues. 
 
I have entered into a volunteer relationship with LT/SF and acknowledge that I shall not 
receive nor shall I expect to receive any form of payment for volunteer talents and services 
I contribute to LT/SF.  I can terminate my volunteer service at any time and for any reason.  
LT/SF also reserves the right to discontinue the volunteer service at anytime in its sole 
discretion. 
 
Since the information and policies described in the Lutcher Theater Service Guild 
Handbook are necessarily subject to change, I acknowledge that revisions to the Handbook 
may occur.  LT/SF reserves the right to make changes in content or application as it deems 
appropriate, and these changes may be implemented even if they have not been 
communicated and will supersede, modify, or eliminate existing policies.  Although I have 
received a printed copy of the current Lutcher Theater Service Guild Handbook, I 
understand that the House Manager maintains a current electronic version of this 
information at www.lutcher.org.  
 
I understand that any materials provided to me for the purpose of my volunteer service are 
to be returned to the Lutcher Theater upon completion of service or upon termination of 
participation as a Lutcher Theater volunteer, which is earlier. 
 
The contents of this Handbook and the policies and procedures described in it are presented 
as a matter of information and general guidance only.  The Handbook is intended to provide 
guidelines for supervisors and volunteers.  I acknowledge that this Handbook is neither a 
contract of volunteer service or employment, nor does it constitute a legal document.  I 
have received the Handbook, and I understand that it is my responsibility to read and 
comply with the policies contained in this Handbook and any revisions made to it. 
  
I further acknowledge that all materials, products, plans and/or ideas which may be created 
or conceived by me in the course of my volunteer service for LT/SF, whether tangible or 
intangible, are and remain the property of LT/SF. 
  
___________________________________  ___________________________ 
  Volunteer’s Signature     Printed Name  
  
___________________________________    
  Date 
 
 

http://www.lutcher.org/

