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MISSION 
To foster a positive cultural impact in the community in a unique historic venue. 

 
 
City Opera House Goals 
As a not-for-profit performing arts center, City Opera House accomplishes it Mission by: 
• serving as an industry leader and advocate for the cultural and economic vitality of the community; 
• presenting diverse performing arts experiences; 
• providing meaningful life-long learning programs for the community for audiences of all ages. 
• striving to ensue that the diversity of the community is reflected both in the events and in the patrons; 
• maintaining exceptional customer service; 
• maintaining the historic facility; 
• managing the organization with fiscal responsibility; 
• involving the community through the Board of Directors, the Volunteers, the supporters and the patrons. 
 
 
City Opera House Policies 
City Opera House Policies are published in each Program.  Many Policies are also included with tickets when 
they are purchased.  They include: 

- Children’s Policy:  Infants and toddlers are not permitted at the City Opera House unless they are 
attending a private event.  Children under 5 years of age are not permitted at any events other than 
private parties unless otherwise advertised for children’s programs.  Everyone attending an event must 
have a ticket and be able to sit in a seat.  Parents will be asked to remove any children who are causing a 
disruption or unable to sit quietly. 

- Cameras and Recording Devices:  Cameras and other recording devices (audio, video, still) are not 
permitted in the City Opera House during any performance.  If used, they may be confiscated and 
relevant data deleted.  If such devices are brought into the facility, they may be checked with the House 
Manager and retrieved after the show.  Use during private events is at the discretion of the sponsors of 
that event. 

- Cell Phones and Personal Electronic Devices usage is strictly prohibited during any performance.   
Devices in use will be confiscated and returned to the owner at the end of the show. 

- Seating Policy: Every effort is made to start a performance at the designated time.  For the consideration 
of the patrons, late seating may not be permitted until a time as designated by the artist and the artist’s 
management.  Those arriving late may be held in the lobby until such time as seating is allowed. 

- City Opera House is a smoke-free facility.  Anyone smoking will be asked to leave. 
- No alcohol may be brought into the City Opera House.  Only alcohol served by the contracted vendor 

may be consumed in the House.  No alcoholic beverages may be removed from the building.  Alcohol 
service may be denied to anyone whom the bar staff determines to have had enough to drink. 

 
 
 
 



Rev: 2/2011 BD 

Responsibilities and Rules of Conduct for Volunteers 
Note:  These Rules and responsibilities parallel those of any staff member, with modifications for the role of a 
Volunteer. 
 
 
Responsibilities 
- Familiarize yourself with the building, the policies relating to your role, and the performance that you 
are working in order to provide the best service possible.  This includes amenities and information about the 
current event; having information about the facility and its history is helpful. 
- Report to your shift on time, ready to start at the scheduled time.  Leave your other responsibilities at the 
door when you arrive.   Excessive or repeated tardiness or failure to show will result in your being removed 
from the list of working volunteers. 
- All volunteers are to use the front door of the City Opera House, as are all visitors. 
- Do not admit anyone without a ticket.  If you have a question, refer the decision to the House Manager. 
 
 
Conduct 
- Follow the “4 feet/10 feet rule” when working with patrons whenever possible without seeming 
“invasive.”  Smile at everyone.  Greet those within 4 feet of you, smile and make eye contact with anyone 
within 10 feet of you. 
- Do not engage in an altercation or physical confrontation with a patron or other staff member or 
volunteer.  If a patron violates a Policy, remind the patron in a non-threatening way, or refer the matter to the 
House Manager.  
- Address patron complaints politely by: 
 • listening attentively; 
 • acknowledging the complaint without disagreeing, judging or arguing; 
 • apologize for their inconvenience; and 
 • direct them to the House Manager or other appropriate City Opera House staff. 
- Treat all staff and volunteers with the same respect you give the patrons. 
- No foul language usage will be tolerated. 
- Any volunteer wishing to watch a part of a show while working must have the permission of the House 
Manager. 
- Any volunteer wishing to watch a show while not working must purchase a ticket. 
_ Cell phone usage and texting is not permitted during your shift.  You may keep your phone (on silent) 
on your person to use as a clock.  If you need to make or take a call, ask your supervisor to relieve you of your 
responsibilities; then go the first floor Volunteer sign-in area, the first floor restroom or first floor back door 
area to use your phone.  Remember, if you open your phone to look at the time, do not do so in an area where 
the light will disturb the patrons. 
_ Do not eat or drink while on duty, in view of the patrons.  If you need to eat ask your supervisor to 
relieve you of your duties for a few minutes; then go to the first floor Volunteer sign-in area.  Use of the water 
drinking fountain is permitted. 
- Do not consume the food or beverages provided for the patrons.  Do not ask for patron’s food or 
beverages.  Exception:  At times the patrons or caterer may offer food.  Your supervisor will inform you when 
and where you may eat, and will coordinate this.  Generally this will be after the patrons have left the venue. 
- Do not lie down during your shift.  If you are ill, notify your supervisor so you can be released. 
- Do not congregate with staff, other volunteers or patrons whom you know in such a way as to be 
unavailable to patrons or inhibit service. 
- Accepting tips or gratuities is not permitted. 
_ Sign in and sign out; work your whole shift, and do not leave early without permission, or leave without 
notifying your supervisor. 
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- Reporting to work smelling of alcohol or drugs, or under the effect of alcohol or drugs or in any other 
way unfit to work is not acceptable.  This includes being hung-over. 
- Unauthorized removal of equipment or property belonging to City Opera House or other staff, 
volunteers or patrons will result in your release from the Volunteer team. 
- Unauthorized entry to the back of the House, or attempt to do so, is not permitted.  Roaming the building 
is not permitted. 
- Do not discuss attendance figures, accidents, staffing or other City Opera House matters with the patrons 
or the press.  Direct all such topics to your supervisor or other City Opera House staff. 
 
 
Dress Code  
The accepted dress for volunteers is: 
 You – clean, tidy, no heavy perfumes (no perfume is good) 

No bare midriffs or low-cut tops or short shirts or rips in clothing 
 Casual professional, clean and modest clothing. 
 Black slacks or skirt 
 White or black shirt, blouse or turtleneck 
 Clean comfortable shoes.  No thongs (flip-flops) 
 No political buttons, pins, T-shirts, or other jewelry that might be interpreted as offensive. 
 COH Nametag (supplied) 
 Having a watch is very helpful. 
 
Exception:  Sometimes the event will guide the clothing choice.  You might be able to wear a costume, casual 
clothing, etc.  You will be informed of this before the event.  Remember, the City Opera House can be cool. 
You might want to bring a sweater or jacket or dress in layers.  Also, if you are to be assigned to the back door 
in the winter, you will want to dress warmly. 
 
 
Parking 
Parking is the same as for any patron at the City Opera House.  Be mindful if you park in metered areas during 
the City’s ticketing hours.  DO NOT park in the spaces behind the City Opera House or the adjacent businesses; 
you will more than likely will be towed.  Remember, wherever you park, you need to use the front door. 
 
 
Grievance Procedures 
In the event of a misunderstanding or misinterpretation or other grievance, please set a time with the 
Coordinator of Volunteers (or the House Manager if it involves an event, or the General Manager, if it involves 
the Volunteer Coordinator.)  At that time, it is hoped you will be able to resolve the issue.  Please do not 
demand or expect your concerns to be dealt with during an event unless immediate action is required. 
 
 
Helping the City Opera House Grow 
Any questions, concerns, community feedback and suggestions for improvements are welcome at any time.  
Spreading the word on events is more powerful that you can imagine!  The staff encourage you to take an active 
role in helping COH grow. 
 
 
 


