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About WTM

Worthing Theatres & Museum (WTM) is a cultural charity running:

● 4 historic venues: Connaught Theatre, Pavilion Theatre, Assembly Hall, and 
Worthing Museum

● Year-round programme: live performance, cinema, exhibitions
● Audiences range from local families to national touring audiences
● We sit at the heart of the community, but aspire to offer national quality

My role as Director of Marketing & Sales:

Responsible for:

● Brand, Marketing, CRM, Ticketing & Sales, and Membership
● Leading on digital transformation
● Aligning revenue generation with audience development
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The Issues

Too many variations:

● 104 seating plans (!)
● 123 different ticket designs
● 1,400 customer lists
● Offers so many it broke Excel
● No consistency, no centralised control

Unfinished Business

● Multiple digital projects started, few completed
● No cross-team ownership
● Siloed approaches and unclear responsibilities

Fractured Relationships and Legacy Systems

● Spektrix relationship had stalled
● No single owner for the system internally
● Website not fit for purpose – clunky, confusing and inaccessible
● Poor data flow between systems
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The Project 
Brief

We set a clear goal:

A connected tech stack to:

● Improve internal efficiencies
● Improve our customer experience

But first:

● Reset and rebuild our relationship with Spektrix
● Make it central to our transformation
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Rebuilding 
with Spektrix

● Open conversation with Spektrix team - talk through our organisation 
ambitions 

● Took advice on roadmap, structure and team accountability 
● We started working together on the Spektrix Health Check 

● Included Spektrix in our new website tender from day one



Where are we now?

● New website launched last month
● Spektrix integrated properly across 

departments
● Working with TRG Arts on standard 

seating plans
● We are now down to 12 ticket designs
● Clearer team ownership and improved 

internal training
● CrowdEngage, Activity Stream, Yes Plan, 

Spektrix Payments & Passes all now 
embedded and used correctly. 

What next?

● Working with YesPlan and Spektrix to 
develop a semi-set-up of events. 

● Continue with the Health Check and 
training plans. 

● Unified customer view for marketing, 
sales and programming.

● Building audience journeys that reflect 
real behaviour, not spreadsheets.

● Start using programmes in DotDigital to 
automate some of our manual processes

● Continuing to learn and adapt.
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Reflections 
and Lessons

● Digital transformation isn’t a tech project — it’s a change 
management project

● Resetting partnerships is just as important as the software
● Don’t let ‘done’ get in the way of ‘better’



Thank You Kevin Quilty
Director of Marketing & 

Sales 
Connect with me
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