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Overview 
This document provides instructions for searching for, reviewing, and modifying orders through Ticket 
Services. 
 
Most Ticket Services tasks require the same basic steps outlined below: 
 

 Search for the order  

 Navigate to the appropriate detail level  

 Select the action  

 Select the items   

 Apply the action 
 
An order... 

 is a collection of line items, service charges elements, payment elements, and open item 
elements (receivables and liabilities) created by transactions. 

 is a container for ticketing details with a common origin or transactional history (a reservation 
created for a particular patron and later claimed, printed, and delivered by mail, for example). 

 includes at least one transaction (sale or reservation): payment collected/expected, service 
charge, and related information. 

 includes at least one line item (seat level information). 

 (non-reservations) includes ticket delivery information: delivery method; print status; and related 
information. 

 
 

Prerequisites 
To access Patron orders within ProVenue

®
, a user must have one of the following Portal Roles assigned 

within User Management:  
 

 BOAsstMgr – Box Office Assistant Manager/Customer Service; or 

 BOMgmt – Box Office Management. 

Either of these roles allows a user access to Ticket Services. 
 

To access the “Orders” tab from the ACCOUNT screen, a user must have the following Portal Role 
assigned within User Management:  
 

 PatronOrders – Access to Patron Orders 

If this role is not added, the user can still access patron orders with access to Ticket Services. 
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Search for an Order 

 From the Home screen, navigate to Ticketing > Ticket Services 

 

The Ticket Services screen displays the “Order Search” tab by default in Simple Search mode.  The 
Simple Search function allows you to search by a variety of attributes. 
 

 Click the ‘Search Using’ dropdown to select the attribute by which you want to search. 

 

Note: When “Patron” is selected as the ‘Search Using’ criteria, you can search by any of the following 

values: 

 Order ID 

 Transaction ID 

 Delivery ID 

 External Transaction ID 

 Patron Info 
o Account Name  
o Contact Name  
o Account Number 
o Telephone Number (must add – qualifier) 
o Alternate Account Identifier (must add # qualifier) 
o E-mail address 

 Credit Card Number 

 Agency 

 Delivery Info 

 Driver License 

 Loyalty Card 

 Account Barcode 
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When searching by account name or contact name, entered name will search based on last name. Enter 
as much of the last name as desired, then a comma, space, and as much of the first name as desired to 
find the account. 

 
When searching by telephone number, include dashes to separate the values, e.g., 714-555-1212. 
 

 Enter the value for the search attribute chosen.  For example, if you select “Order ID,” then enter the 
order number in the ‘Search Value’ box. 

 
 

 Select “Order,” “Transaction,’ or “Delivery” to define the search result.   

 
 

 Once you have entered the desired search criteria, click FIND. 

 

If there was only one match for your search, e.g., you searched by “Order ID” and you selected to go to 
the “Order” search result, then you will be advanced to the ORDER screen. 
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If you selected “Transaction” search result… 

 

…the TRANSACTION tab for the order will be displayed. 

 

If you selected “Delivery” search result… 

 

…the DELIVERY tab for the order will be displayed. 
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If there was more than one match for your search, e.g., if you searched by patron for an account with 
multiple orders, then a list will be displayed. 
 
 
If you selected “Order,” then order information will be displayed with a hyperlink to the ORDER screen. 
 

 
 
 
If you selected “Transaction,” then transaction detail will be displayed with a hyperlink to the TRANSACTION 
screen. 
 

 
 
 
If you selected “Delivery,” then delivery detail will be displayed with a hyperlink to the DELIVERY screen. 
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Seat History Search 
Seat history provides a chronological history of seat status changes, including reservations, sales, 
returns, releases, the assignment of hold codes, printing, etc. 
 

 To search seat history from Ticket Services, click on the “Seat History Search” tab.  You can search by 
event or ticket barcode. 

 
 
 

 To search seat history by ticket barcode, select “Ticket Barcode” from the ‘Search Using’ dropdown 
menu.  Enter the barcode by manually typing it in or by scanning the ticket, if available, and then click 
FIND. 

 
 

 The SEAT HISTORY screen will be displayed. To access the individual transaction level details, click on 
the appropriate hyperlink in the Trxn ID column.  To access the order level details, click on the 
appropriate hyperlink in the Order ID column.  To go to the Seat Map in Ticket Sales, click on the 
Section hyperlink. 
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You can limit the grid to a subset of activity records using the ‘View Activity’ filter. 

 
 

 To limit the grid to a subset of activity records, e.g., Ticket Print Activity, select the filter from the View 
Activity dropdown. 
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 To search by Event, select Event in the Search Using dropdown.  Enter the Event, Section, Row, and 
Seat Number that you want to search.  The Event field supports the normal event search criteria. 

 
 

 If your search returns seat records for multiple events, results display as individual rows in a grid. Use 
the ‘Filter By’ field, if necessary, to find the event-seat combination that you want to access, and then 
click the corresponding hyperlink in the Code column. 

 
 
 

 The SEAT HISTORY screen will be displayed. 

 
Note: You can also access the seat history from the seat map in Ticket Sales by right-clicking on the seat 

or by using the “Seat History” tab.   
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Review an Order 

The ORDER screen provides a view of the current status of the order.  
 

 
 
Patron (except for anonymous sales), Transaction, and Delivery detail can be accessed from the Order 
by selecting the corresponding tab at the top of the screen.   
 
Throughout Ticket Services, order, transaction, delivery, seat, and patron account identifiers display as  
hyperlinks, allowing easy navigation between the various levels of order detail.  

 

 To view seat level detail for an order, click the  icon to expand the event information line. 

 
 

 To view seat history, click the hyperlink in the Seat column. 
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 To view transaction information, you can click the hyperlink in the Trans ID column. 

 

 

 To view delivery information, you can click the hyperlink in the Delivery column. 

 
 
  



 
 

 

 
 

©2015 Tickets.com. All rights reserved. Tickets.com, ProVenue and ProVenueOnline are registered 

trademarks of Tickets.com, Inc. All other trademarks used herein are the property of their respective 
owners. 

Page 11 of 101 

 

 To view print history, if available, click the hyperlink in the   column. 

 
 

 To view scan history, if available, click the hyperlink in the  column. 
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Return a Ticket 
To return a ticket, a user must have the appropriate access for Return in Package Access (Full and 
Partial Package) or Event Access (Single Tickets and Group Tickets). 
 
 

 To return a ticket, navigate to the ORDER screen. 

 
 
 

 Select “Return” from the ‘Select Action’ dropdown menu. 
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 To return all seats, select the checkbox to the right of the  icon.  To return individual seats in the  

order, click the  icon to expand the event information line to display the seat level details. Select  

the seats to be returned by checking the box corresponding to the seats.  Click APPLY ACTION to 

advance to the Patron Cart. 

 

 

 If the service charges were set to ‘Refund Type’ of “Auto,” then they will be automatically refunded.  If 

the service charges were set to ‘Refund Type’ of “Manual” and they should be refunded, click the  
icon to the right of ‘Service Charge Subtotal’ to bring up the Service Charge box.  In order to manually 
refund service charges the user must have permission via System Setup > Application Feature 
Permissions > Sales Permissions > ‘Manually Refund.’ 
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 Click the  icon to expand the service charge detail.  Click on the  icon to return the service 
charge.  After the adjustment, the selected icon will display as green and the amount due will be 
updated. Once all adjustments are complete, click Close. 

 
 

 If a note is desired/required, click on the “NOTES” tab.  Select a ‘Note Type,’ enter text in the ‘Note’ box 
as needed, and then click Apply. 
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 Click on the “PAYMENT”  tab.  Select the payment method, enter or confirm the dollar amount, and then 
click Accept Payment. 
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 Click CHECKOUT. 

 

 

 Once the return is confirmed, click DONE to return to Ticket Sales. To go to the ORDER, TRANSACTION, 

or ACCOUNT screen in Ticket Services, click on the corresponding hyperlink.   

 
 
Note: If the System Setup > Application Feature Permission > Sales Permissions > ‘Change 
Transaction Checkout Behavior’ is enabled for a user, the user will be returned ticket sales upon 
checkout: the user is not required to click DONE.  
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The ORDER screen will now only display the active tickets. 
 

 
 
The “Transaction” tab will display the sale and return transactions associated with the order. 
 

 
 
The Sale transaction will display the status for the sold and returned tickets. 
 

 
 
 
The Return transaction will display details on the returned tickets. 
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Exchange a Ticket 
An exchange represents the return of seats and the sale of replacement seats in the same transaction.  
 
To process an exchange, a user must have the appropriate access for Exchange Return/Release and 
Exchange Sale in Package Access (Full and Partial Package Exchange) and Event Access (Single 
Tickets and Group Tickets). In the example below, we will exchange Single Tickets. 
  
 

 From the ORDER screen, select “Exchange” from the ‘Select Action’ dropdown menu. 

 

 
 
 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be exchanged by checking the box corresponding to the seats.  Click APPLY 
ACTION. 
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 Enter search criteria for the new event into which the tickets are being exchanged. Click FIND.  

 
 
Note: The eligibility of Events for which you can exchange into may be restricted by Package Event List 

Equivalences (for Partial Package Exchanges), Exchange Groups, and/or Exchange Context Settings in 
Package or Event Administration. 

 

 Select the event by clicking on the  icon.  

 
 

 Select seats using Best Available or Map method. 
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 From the “DELIVERY” tab, select the delivery method for the new tickets and click Apply. 

 

 
 

 If a note is desired/required, click on the “NOTES” tab.  Select the ‘Note Type,’ enter text in the ‘Note’ 
box as needed, and then click Apply. 
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 Enter payment if required.  When the Cart Balance is $0.00, click CHECKOUT. 

 
 

 Once the exchange is confirmed, click DONE to return to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT screen in Ticket Services, click on the corresponding hyperlink.   
 

 

In the ORDER screen, both the exchanged from and exchanged into events will be displayed. 
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Reoffer 
Reoffering tickets is the sale and return of the same seats.  This process allows the user to change the 
Buyer Type, or edit the price of the existing Buyer Type, if so configured. The process also allows the 
user to retain the barcodes when reoffering tickets. 
 
To reoffer tickets, the user must have the appropriate Sale/Reservation and Return/Release access in 
Package Access and Event Access.  
 

 From the ORDER screen, select “Reoffer” from the ‘Select Action’ dropdown menu. 

 
 
 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be reoffered by checking the box corresponding to the seats.  Click APPLY 
ACTION. 
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This will advance you to the Patron Cart.  
 

 
 
Note: If Service Charges need to be edited (removed or reduced), and the user has access to edit service 

charges via the Application Feature Permission, and are configured to be editable, then click on the  
icon to the right of the Service Charge Subtotal to bring up the Service Charge box.  
 
 

To reoffer the tickets, click the  icon in the Order – Offer summary frame.  
 

 
 
Note: The reprice of seats may take place automatically if the access to the Buyer Type of the tickets to 
be repriced has changed.    
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The “MODIFY” tab displays, and the right side of the screen displays the transaction's current Buyer Type 
and seat quantity information. 
 
 

 To reprice a seat or seats, use the dropdown to set the new Buyer Type, enter the seat quantity in the 
Tickets column, and then click Reprice 

 
 

Note: You can also reprice seats individually by clicking  . 
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 If authorized, and a Buyer Type is set to be editable, you can edit the price of the tickets without 

changing the Buyer Type by clicking on the icon. 

 
 

 Select the seats for which you want to edit the price.  Enter the updated price in the ‘New Amount’ box, 
select a ‘Reason Code’, and type text in the ‘Reason Text’ box as needed..  Once complete, click OK. 
To close the pop-up, click Cancel or ‘Esc.’ 

 
 
 

 If the tickets that are being reoffered have a valid barcode, then you will have the option to retain the 
barcode during the reoffer process.  To retain the barcodes, select ‘Keep Barcodes.’   
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 From the “DELIVERY” tab, select the delivery method, and then click Apply. 

 
 
Note: You will not need to select a delivery method if you chose to retain the barcodes since the original 
tickets can be used. 
 

 If there is a balance owed or due, select the payment method and click Accept Payment. 
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 If a note is desired/required, click on the “NOTES” tab.  Select the ‘Note Type,’ enter text in the ‘Note’ 
box as needed, and then click Apply. 

 
 
 

 To complete the reoffer, click CHECKOUT. 
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 Once the reoffer is confirmed, click DONE to return to Ticket Sales. To go to the ORDER, TRANSACTION, 

or ACCOUNT screen in Ticket Services, click on the corresponding hyperlink.   
 

 

In the ORDER screen, the tickets will display with the new Buyer Type. 
 

 
 
In the TRANSACTION screen, you will see a return transaction of the old Buyer Type and a sale transaction 
with the new Buyer Type.  
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Seat Upgrade 
A "seat upgrade" is a form of an exchange in which the system ensures that the targeted (exchanged 
into) event is the same as the original (exchanged from) event, eliminating the need to search for and 
select a target event in the exchange flow. The new seats do not need to be priced higher than the 
original seats for an upgrade.  
 
A seat upgrade can be used in place of single, group, or partial package exchanges. Seat upgrade is also 
available for certain bundles. Bundle secondary tickets are only eligible for Seat Upgrade activity if there 
is a 1:1 relationship between the primary and non-primary events.  All seats related to the purchase of 
bundle value tickets must be selected for the upgrade process. 
 
To process a seat upgrade, a user must have the appropriate access for Seat Upgrade in Package 
Access (Partial Package) and Event Access (Single Tickets and Group Tickets). 
 
 
 

 From the ORDER screen,  select “Seat Upgrade” from the ‘Select Action’ dropdown menu.  

 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be upgraded by checking the box corresponding to the seats.  Click APPLY 
ACTION. 
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 Select seats using Best Available or the Seat Map. 

 
 

Note: Event navigation in Best Available and map sales is disabled for seat upgrades.  

 
 

 Once you have selected seats, advance to the Patron Cart.  If required, enter a Note, select Delivery, 
and select and accept Payment for any balance due or owed.  To complete the upgrade, click 
CHECKOUT. 

 
 
Note: During a seat upgrade, the existing delivery is retained if the delivery is available for new tickets. 

Otherwise, a new delivery will need to be selected. 
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Reprint a Ticket 
Reprinting a ticket will generate a new barcode and invalidate the previous barcode.   
 
To reprint a ticket, the user must have permission via System Setup > Application Feature Permissions > 
Ticket Permissions > ‘Reprint Tickets From History.’ 
 

 A ticket may be reprinted from the ORDER screen or from the DELIVERY screen.  In either case, the 
steps are the same.  From the ORDER screen, select “Reprint Tickets” from the ‘Select Action’ 
dropdown menu. 
 

 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be reprinted by checking the box corresponding to the seats.  Click APPLY 
ACTION. 

 
 

Note: If you are unable to select seats, and you have permission to reprint tickets, then the tickets may 

not yet be printed. 
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 Confirm the print settings, if required, and click Print. 
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Reissue a Ticket 
Re-issuing a ticket generates a new ticket with the same barcode as the original ticket. 

To reissue a ticket, the user must have permission via System Setup > Application Feature Permissions > 
Ticket Permissions > ‘Reissue Tickets From History.’  
 

 A ticket may be reissued from the ORDER screen or from the DELIVERY screen.  In either case, the steps 
are the same.  From the ORDER screen, select “Reissue Tickets” from the ‘Select Action’ dropdown 
menu. 

 
 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be reprinted by checking the box corresponding to the seats.  Click APPLY 
ACTION. 

 
 
Note: If you are unable to select seats, and you have permission to reprint tickets, then the tickets may 

not yet be printed. 
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 Confirm the print settings, if required, and click Print. 
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Reset a Print Header 
Resetting a Print Header will change the print status of a ticket with a non-digital delivery to unprinted and 
invalidate the previous barcode.  This is not available for tickets with a digital delivery. 
 
To reset a print header, the user must have permission via System Setup > Application Feature 
Permissions > Ticket Permissions > ‘Reset Tickets From History.’  
 

 The print headers may be reset for a ticket from the ORDER screen or from the DELIVERY screen.  In 
either case, the steps are the same.  From the ORDER screen, select “Reset Print Headers” from the 
‘Select Action’ dropdown menu. 

 
 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be reset by checking the box corresponding to the seats.  Click APPLY ACTION. 

 
 
 
The number of times printed will now display as zero. 
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Reprint/Resend a Tickets@Home
®
 Ticket 

If a patron has been emailed Tickets@Home
®
 tickets and the email was not received, the email was 

deleted, or the tickets otherwise need to be reprinted, then the following options may be available.  
 

Print/Reprint the ticket on ticket stock 

 
Tickets that have the Tickets@Home

®
 delivery can be printed or reprinted on ticket stock from 

ProVenue
®
.   

 
If the tickets show as not printed in ProVenue

®
 (no barcode issued), then from the DELIVERY screen, select 

“Print Selected Tickets” from the ‘Select Action’ dropdown menu, select the tickets to be printed, and then 
click APPLY ACTION. 

 
 
If the tickets show as printed in ProVenue (barcode issued), then from the ORDER screen, select “Reprint 
Tickets” from the ‘Select Action’ dropdown menu, select the tickets to be reprinted, and then click APPLY 
ACTION. 

Reoffer the Ticket with BO Tickets@Home® delivery method 

 
To send the patron new Tickets@Home

®
 tickets (a new email with new barcodes), the tickets can be 

reoffered if BO Tickets@Home
®
 is an available delivery method. 

 
From the ORDER screen, select “Reoffer” from the ‘Select Action’ dropdown menu, select the tickets to be 
reoffered, and then click APPLY ACTION. 

 
In the Patron Cart, go to the “DELIVERY” tab, remove the delivery, select BO Tickets@Home

®
, and click 

Apply.  Once complete, click CHECKOUT. 

 
 
 

Resend the original email  

 
Outside of ProVenue

®
, you may also search for the original confirmation email and send to the patron.   

 
For users with access to ProVenueOnline

®
 maintenance, the confirmation email can be resent from 

ProVenueOnline
®
. 
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Refund a Service Charge without Refunding Tickets 

To refund a service charge, the user must have permission via System Setup > Application Feature 
Permissions > Sales Permissions > ‘Edit Service Charge.’ The service charge must also be configured as 
editable. 
 

 To refund a service charge after a transaction is complete, click the “Service Charges” tab in the 
ORDER screen. 

 
 

 Click Details. 

 
 

 Click the  icon to expand the Service Charge Group to display the individual service charges.  
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 Select the service charges to be refunded by checking the box corresponding to the service charge, 
and then click Edit. 

 
 
 

 Click the  icon to expand the Service Charge Group to display the individual service charges. 

 
 

 Click the  icon to edit the service charge. 
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 Enter the updated amount of the service charge, e.g., $0.00, in the ‘New Amount’ field.  Select a 
‘Reason Code,’ enter text as needed in the ‘Reason Text’ box, and then click Update. 

 
 
 

 Select the payment method and enter or confirm the dollar amount to be refunded.  Click Accept 
Payment.   

 
 

 Click CHECKOUT and then click DONE. 
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Change Delivery 

To change the delivery, the user must have permission via System Setup > Application Feature 
Permissions > Ticket Permissions > ‘Change Delivery.’  
 

 To change a delivery method after a transaction is complete, and before tickets are printed, go to the 
DELIVERY screen. From the ORDER screen, you can access the DELIVERY screen by clicking on the 
delivery hyperlink in the TICKETS grid or by clicking the hyperlink in the “Deliveries” tab. 
 

 
 

Note: When looking up an order using the Order Search feature, you can go directly to the DELIVERY 

screen by choosing the “Delivery” radio button. 
 

 Select “Change Delivery” from the ‘Select Action’ dropdown menu. 
 

 
 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to for which you want to change the delivery by checking the box corresponding to the 
seats.  Click APPLY ACTION. 
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 Select the delivery method for and click Apply. 

 

 
 

 If payment is required, select a payment method, enter or confirm the dollar amount of the payment, 

and then click Accept Payment.  If no payment is required, click CHECKOUT.   

 
 

 Once the delivery change is confirmed, click DONE to return to Ticket Sales. To go to the ORDER, 
TRANSACTION, or ACCOUNT screen in Ticket Services, click on the corresponding hyperlink.   
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Edit a Delivery 
Editing a delivery allows you to change the fulfillment details of a delivery, e.g., address or will call name, 
without changing the delivery method or creating a new delivery record.   
 
To edit a delivery, the user must have permission via System Setup > Application Feature Permissions > 
Ticket Permissions > ‘Edit Ticket Fulfillment Details.’  
 

 To edit a delivery after a transaction is complete, and before tickets are printed, go to the DELIVERY 
screen. From the ORDER screen, you can access the DELIVERY screen by clicking on the delivery 
hyperlink in the TICKETS grid or by clicking on the hyperlink in the “Deliveries” tab. 

 
 

 From the DELIVERY screen, click Edit. 

 
 
 

 Edit the fulfillment details as needed, and click Apply. 
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The updated details now appear on the DELIVERY screen. 
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Forward a Ticket 
Ticket Forwarding provides the ability to send tickets purchased by a patron (the "Financial Patron") to 
another patron (the "Attending Patron"). 
 
Recipients of forwarded tickets can forward one or more of the tickets to another patron in turn, if desired. 
The new recipient then becomes the Attending Patron associated with the delivery. 
 

The Ticket Forward action… 

 is a primary market transaction, resulting in the tickets being placed on a new delivery. 

 immediately executes and completes a redelivery of tickets, resulting in a ProVenue
®
 

transaction. In other words, the tickets are auto-accepted by the recipient with no need to 
take action, unless the recipient does not want the tickets. 

To forward a ticket from Ticket Services, the user must have the appropriate access via the Ticket 
Permissions and Market Permissions Application Feature Permissions.  The user must also have the 
appropriate permissions in Event Access. 
 

 To forward a ticket, go to the DELIVERY screen. From the ORDER screen, you can access the DELIVERY 
screen by clicking on the delivery hyperlink in the ticket detail list or by clicking the hyperlink in the 
“Deliveries” tab. 

 
 
 

 Select “Ticket Forward” from the ‘Select Action’ dropdown menu. 
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 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be forwarded by checking the box corresponding to the seats.  Click APPLY 
ACTION. 

 
 
This will advance you to the Patron Cart. 
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 Select the delivery method for the forwarded tickets. To change the Attending Contact, click the 
icon. 

 
 

 Enter Attending Patron search criteria and click FIND.  If the only patron found matches the criteria, 
and it is the correct patron, then click Apply Changes or the ‘Enter’ key. 
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 If more than one patron matches the criteria, select the patron by clicking the  icon. 

 
 

 To create a new account, click New.   

 
 

 Enter the details for the Attending Contact, and then click Apply Changes. 
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 Once the Attending Contact has been selected, update other fulfillment details as needed, and then 
click Apply. 
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 To complete the ticket forwarding, click CHECKOUT. 

 
 

 Once the ticket forward is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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The TICKETS grid in the ORDER screen displays a  icon in the Delivery column indicating that a ticket's 
Financial Patron is different than the Attending Patron. Mouse-over text for the icon displays the Attending 
Patron ID and account name. 
 

 
 
The Attending Patron information for each delivery is located on the "Deliveries" tab of the ORDER screen. 

An  icon also displays if the Financial Patron account is different than the Attending Patron account. 

Mouse-over text for the icon displays the Financial Patron ID and account name. 

 
 
Patron information (including Attending Patron Account ID and Account Name) is located on the 
"Destination & Patron" tab. 

 
 
Note: The forwarded ticket is always associated to the Financial Patron.  When searching for an order, 
the Financial Patron will be listed in the order search results.  The Attending Patron will be listed in the 
delivery search results and both the Financial Patron and Transaction Patron will be listed in the 
transaction search results. 
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Send Confirmation Email 

Sending confirmation emails from ProVenue
®

 is a premium product offering.  Implementing this feature 
requires client integration with a third-party email provider. 
 
If enabled, a transaction containing financial activity related to a ticket is eligible for email confirmation 

from ProVenue
®

. Eligible transactions include single, group, and package sale types, reservation and 
sale transaction types, payments, and edits to service charges or deliveries.  
 

To send a confirmation email from within ProVenue
®

, the user must have permission via the Application 

Feature Permission.  The user must also belong to an agency or organization that has been associated 
with an Email Configuration Profile.  
 

 To send a confirmation from Ticket Services, navigate to an eligible transaction.  Select “Confirmation 
Email” from the ‘Actions’ dropdown menu in the TRANSACTION screen. 

 
 
 

 Edit the email address, if needed, and then click Send. 

 
 

 
To view confirmation emails sent from ProVenue

®
 (as opposed to emails sent from ProVenueOnline

®
) for 

a transaction, click on the “Messages” tab.  The green checkmark indicates the message was sent 
successfully. 
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 To view a copy of the email that was sent, click on the hyperlink in the Id column. 

 
 
The Email Message Details will display in a pop-up window. 

 
 
 
Records of email confirmations can also be found in the “Messages” tab in the ACCOUNT screen. 
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Create New Statement 
To create a new statement, the user must have permission via System Setup > Application Feature 
Permissions > Common System Permissions > ‘Can Generate Statements From Patron, Ticket Services 
and Externally.’   
 

 To create a new statement from the ORDER screen, click on the “Statements” tab, and then click New 
Statement. 

 
 

 Select or confirm the ‘Format’ and ‘Template’ for the statement you will be running, and then click 
Apply Changes. 
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A PDF of the invoice will be generated. 
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 From the “Statements” tab, the invoice will show as Completed.  To view information about the invoice, 
click the hyperlink in the Format column. 

 

 
A pop-up will appear with information about the invoice that was generated. 

 
 

 To view a copy of the invoice, click on the hyperlink in the Prints column. 

 
 

 From the pop-up window, click on the icon.  
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Reverse Payment 
The Reverse Payment process provides the ability to reverse a payment without returning tickets.  This 
may be needed when a check bounced, a chargeback was issued, or the wrong payment method was 
initially used.  As part of this process, a receivable is created for the amount of the payment that is 
reversed.  
 
To reverse a payment, a user must have permission via System Setup > Application Feature Permissions 
> Ticket Permissions > ‘Reverse Payment.’ The user must also have permission to create a receivable via 
System Setup > Organization Administration > “Access Permissions.” 
 

 To reverse a payment, go to the “Payments” tab for the transaction and select “Reverse Payment” 
from the ‘Actions’ dropdown menu.  

 
 

 Select the ‘Order ID,’ the ‘Open Item Receivable Type’ to be created, and then click OK. 
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 Select the payment method and click Accept Payment. 

 
 

 Once the payment reversal is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 
TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Reprint Receipt 
A receipt is an item that is printed with details about a transaction and payment information on it.  For 
transactions paid by credit card, two receipts may be printed for a face-to-face transaction, one with a 
signature line for the consumer to sign and give back to the seller, the other without a signature line to be 
kept by the consumer for their records. 
 
You can print a receipt from the “Payments” tab of the ORDER screen or from the TRANSACTION screen.   
 

 To print a receipt from the ORDER screen, go to the “Payments” tab. 

 
 

 In the Actions column, click on the ‘Actions’ dropdown menu corresponding to the transaction for 
which you want to print a receipt, and then select “Print Receipt.” 

 
 

 Once the receipt is printed, a pop-up window will appear.  Click Close. 
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 To print a receipt from the TRANSACTION screen, navigate to the TRANSACTION screen by clicking on a 
Transaction ID hyperlink.  You can also navigate to the TRANSACTION screen through Order Search.    

 
 

 In the TICKETS grid of the TRANSACTION screen, click PRINT RECEIPT. 
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Pay Receivables 
A receivable is the monetary amount that a patron owes for tickets. A receivable is created during a 
transaction when payment from the patron is deferred. Receivables are always linked to a financial patron 
account and are always linked to a specific order. 
 
To make a payment on a receivable, you must create a cash receipt.  This can be done through the 
ORDER screen or from the “Account Balance” tab in the ACCOUNT screen. 
 

 To make a payment on a receivable from the ORDER screen, select “Create Cash Receipt” from the 
‘Actions’ dropdown menu. 

 
 
This will advance you to the Patron Cart. 
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 Enter the amount to be paid toward the receivable.  If a note is desired, then select a ‘Note Type’ and 
enter text as needed.  Once complete, click Apply.  

 
 
 

 Select the payment method and click Accept Payment. 
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 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  

 
  



 
 

 

 
 

©2015 Tickets.com. All rights reserved. Tickets.com, ProVenue and ProVenueOnline are registered 

trademarks of Tickets.com, Inc. All other trademarks used herein are the property of their respective 
owners. 

Page 63 of 101 

 

 To pay a receivable from the “Account Balance” tab in the ACCOUNT screen, click Make Payment.  

 
 
Note: This option allows you to pay receivables from multiple orders with the same Supplier.  If there are 
receivables from different Suppliers, then they must be paid via the ORDER screen.   
 
 This advances you to the Patron Cart. 
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 Enter the amount to be paid toward each receivable.  If a note is desired, then select a ‘Note Type’ 
and enter text as needed.  Once complete, click Apply.  

 
 

 Select the payment method and click Accept Payment. 
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 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Add Seats to an Order 
It is possible to add seats to an existing order within Ticket Services.  This option is not available for 
anonymous patron orders.   
 
To add seats to an order, the user must have permission via System Setup > Application Feature 
Permissions > Ticket Permissions > ‘Add Seats to Order.’  
 
Additionally, the ability to add seats to an order can be restricted via Event Access to a relative number of 
days at or after the event.  This restriction, however, can be overridden via an Application Feature 
Permission. 
 
 

 To add seats to an order from the ORDER screen, you can select “Add Seats to Order” from the 
‘Actions’ dropdown menu. 

 
 
 

 You can also add seats to an order by clicking on the green  sale type icon. The icon will either be 
an S for single sales, G for group sales or P for package sales.   

 
 
 

Note:  If you do not have the required Application Feature Permission, or if the event is no longer eligible 

for adding seats to orders, then the Add Seats To Order menu item will be grayed out and the regular  
sale transaction type will be displayed. 
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 Select seats to be added to the order using Best Available or Map Sales.  Note the Order number in 
context will be displayed under the Financial Patron information. 

 
 
 

 Once you have selected seats, advance to the Patron Cart and continue with checkout as normal.   

 
The ORDER screen shows the order with the additional tickets included in the same line item. 
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Assign a Patron to an Anonymous Sale 
To assign a Patron to an anonymous sale, the user must have permission via System Setup > Application 
Feature Permissions > Ticket Permissions > ‘Assign Patron to Anonymous Order.’ 
 

 From the ORDER screen, select “Assign Patron To Order” from the ‘Actions’ dropdown menu. 

 
 
 

 To select a Financial Patron to assign to the order, click the  icon from the pop-up screen. 
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 Enter patron search criteria and click FIND.  If more than one patron matches the criteria, select the 

patron by clicking the  icon. 

 
 

 To create a new patron account, click New. 

 
 

 Enter the details for the Financial Patron, and then click Apply Changes. 
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 Once the Patron has been selected, click Apply Changes. 

 
 
 
The patron will now be assigned to the order. 
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Claim a Reservation  
A reservation is a type of transaction used to hold seats for a patron without accepting payment.  
Reservations can be claimed in order to sell the seats, or released to allow seats to be returned to 

inventory.  Reserved tickets will be considered not sold for reporting purposes. The icon indicates a 
reservation. 
 
To claim a reservation, a user must have the appropriate access for Ticket Claim in Package Access (Full 
Package) and Event Access (Single Tickets and Group Tickets). 

Claim a Full Package Reservation  

 To claim a Reservation, go to the ORDER screen.   

 
 

 Select “Claim Reservations” from the ‘Select Action’ dropdown menu. 
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 To claim all seats in the package, check the box for the package, and then click APPLY ACTION. 

 

This will advance you to the Patron Cart. 
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 Select the delivery method and click Apply. 

 
 

 Select the payment method and click Accept Payment. 
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 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Claim Part of a Reservation 

 To claim only some seats on a reservation, click the  icon for the package in the TICKETS grid in the 
ORDER screen. 

 
 
 

 A pop-up window will appear with the package list seats. Select “Claim” from the ‘Select Action’ 
dropdown menu, select the seats to claim, and then click Apply Action. 
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This will advance you to the Patron Cart. 

 
 

 Select the delivery method and click Apply. 
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 Select the payment method and click Accept Payment. 

 
 

 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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The ORDER screen now shows sold and reserved seats for the order. 
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Claim a Group or Single Reservation 

 To claim all or part of a group or single reservation, from the ORDER screen, select “Claim 
Reservations” from the ‘Select Action’ dropdown menu. 

 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be claimed by checking the box corresponding to the seats.  Click APPLY 
ACTION. 

 
 
This will advance you to the Patron Cart. 
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 Select delivery method and click Apply. 

 
 

 Select payment method and click Accept Payment. 
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 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Release a Reservation 
If seats that are on reservations are not going to be claimed and sold, then they should be released to be 
returned to inventory.  Note, reservations are not automatically released at the reservation release date.   
 
To release a reservation, a user must have the appropriate access for Ticket Release in Package Access 
(Full Package) or Event Access (Single Tickets and Group Tickets). 
 
Note: Reservations may also be released in bulk using the Reservation Release Utility.  

 

Release a Full Package Reservation 

 To release a full package reservation, go to the ORDER screen. 

 
 

 Select “Release Reservation” from the ‘Select Action’ dropdown menu. 
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 To release all seats in the package, check the box for the package, and then click APPLY ACTION. 

 
 
This will advance you to the Patron Cart. 
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 If desired/required, select a ‘Note Type’ and enter text in the ‘Note’ box as needed. Once completed, 
click Apply. 

 
 

 To complete the release, click CHECKOUT. 
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 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Release a Partial Package Reservation 

 To release only some seats on a reservation, click the  icon for the package in the TICKETS grid in 
the ORDER screen. 

 
 

 A pop-up window will appear with the package list seats. Select “Release” from the ‘Select Action’ 
dropdown menu, select the seats to claim, and then click Apply Action. 
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This will advance you to the Patron Cart. 

 
 

 If desired/required, select a ‘Note Type’ and enter text in the ‘Note’ box as needed. Once completed, 
click Apply. 
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 To complete the release, click CHECKOUT. 

 
 

 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Release a Group or Single Reservation 

 

 To release all or part of a group or single reservation, from the ORDER screen, select “Claim 
Reservations” from the ‘Select Action’ dropdown menu. 

 
 

 Click the  icon to expand the event information line to display the seat level details if necessary. 
Select the seats to be released by checking the box corresponding to the seats.  Click APPLY 
ACTION. 

 
 
This will advance you to the Patron Cart. 
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 If desired/required, select a .Note Type’ and enter text in the ‘Note’ box as needed. Once completed, 
click Apply. 

 
 

 To complete the release, click CHECKOUT. 
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 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Multiple Reservations 

 Once a reservation is in the Patron Cart, additional reservations for the Patron can be claimed or 
released in the same transaction by clicking Reservations. 

 
 

 A pop-up window will appear displaying available reservations for the patron.  Select the reservation to 
claim or release, and then click the corresponding button.  In this example, we are releasing the 
second reservation. 
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Both reservations will appear in the Patron Cart. 

 
 

 Select the delivery method for the claimed tickets and click Apply. 
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 Select the payment method for the claimed tickets and click Accept Payment. 

 
 

 If desired/required, select a ‘Note Type’ for the released tickets and enter text in the ‘Note’ box as 
needed. Once completed, click Apply. 
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 To complete the transaction, click CHECKOUT. 

 
 

 Once the transaction is confirmed, click DONE to go to Ticket Sales. To go to the ORDER, 

TRANSACTION, or ACCOUNT in Ticket Services, click on the corresponding hyperlink.  
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Sales Rep 
Sales reps are a business entity that receives some sort of credit for a sale.  Sales reps are defined at a 
global level and mapped to one or more agencies.  The agency mapping determines which users are 
allowed to assign a sales rep to a particular order. 

 
To set or change the Sales Rep for an order, the user must have permission via System Setup > 
Application Feature Permissions > Sales Permissions > ‘Assign Sales Rep.’  
 

 To set or change the Sales Rep for an order, click on the  icon in the ORDER screen. 

 
 

 Enter Sales Rep search criteria, or an “*” to bring up all active Sales Reps, and click FIND.  Select the 
Sales Rep for the order, and then click OK. 

 
 
The Sales Rep will now be attached to the order. 
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Service Rep 

 To set or change the Service Rep for an order, click on the  icon in the ORDER screen. 

 
 

 Enter Service Rep search criteria, if needed, and click FIND.  Select the Service Rep for the order, and 
then click OK. 

 
 
 

The Service Rep will now be attached to the order. 
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Marketing Source  
Marketing sources are attributes that can be attached to a transaction that can help determine the 
marketing source for the transaction.  For example, a radio spot for an event might motivate a patron to 
call and order tickets.  Identifying that radio spot as the marketing source of the transaction can help 
organizations determine the value of their marketing efforts. 
 
To set or change the Marketing Source for an order, the user must have permission via System Setup > 
Application Feature Permissions > Sales Permissions ‘Change Marketing Source.’  
 

 To set or change the Marketing Source for an order, click on the  icon in the ORDER screen. 

 
 

 Enter Marketing Source search criteria, if needed, and click FIND.  Select the Marketing Source for the 
order, and then click OK. 

 
 
The Marketing Source will now be attached to the order. 
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Icon Reference 
The Ticket Services portal uses a variety of icons to convey important order/transaction information. 
 
In some cases, you can click an icon to access additional details. 
 

Notes:  
The exact icons depend on the type of historical data you have accessed (an order vs. an individual 
transaction, for example). 
 
Rest your cursor over transaction type icons in the ORDER or TRANSACTION: TICKETS grid to display a brief 

explanation in a pop-up window. 

 

Icon  

 
Indicates a single event transaction (as opposed to a package transaction) in 
order/transaction search results, and in the TICKETS grid at the ORDER and 
TRANSACTION screens. 

 
Indicates a single event transaction that is eligible to have seats added to the 
order by the current user. 

 
Indicates a "Sale" transaction, as opposed to a reservation. 

The "SA" indicator may accompany a fully paid transaction or one with an open 
item receivable.  

 
Indicates a group type transaction (group Buyer Type and meets group 
threshold). 

 
Indicates a group type transaction that is eligible to have seats added to the 
order by the current user. 

 
Indicates a package type transaction, as opposed to a single event transaction. 

 
Indicates a package type transaction that is eligible to have seats added to the 
order by the current user. 

 
Indicates a return. 

 

 

If your order/transaction search has returned more than one record, this icon 
displays next to the patron account number associated with each order. 

Click this icon to display basic patron information in a pop-up window. 
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Icon  

 

 

Indicates a reservation at the TRANSACTION screen. 

RV may indicate either a current reservation or a record of reservation that has 
since been claimed or released.  

 
Indicates a "Release" item—a reservation that has been released. 

Releasing a reserved seat restores the seat to an available status. 

 

 

Indicates an "Exchange Return" item at the TRANSACTION screen. Every exchange 
includes both a return operation and a sale operation. 

ER identifies the seat or seats that were returned as part of the exchange. 

 

 

Indicates an "Exchange Sale" item at the TRANSACTION screen. Every exchange 
includes both a return operation and a sale operation. 

ES identifies the new seat or seats that were sold as part of the exchange. 

 

 

Indicates an "Exchange Release" item at the TRANSACTION screen. 

EL identifies the reserved seat or seats that were released as part of the exchange 
(returned to available inventory). 

 

 

Indicates an "Exchange Reservation" item at the TRANSACTION screen. 

EV identifies the new seat or seats that were reserved as part of the exchange. 

 

 

Indicates a "Claim Release" item at the TRANSACTION screen. 

When seats are claimed, ProVenue
®
 records two order line items, one with a 

"Claim Release" transaction type, the other with a "Claim Sale" transaction type 
(see below). 

By contrast, when a reservation is released (and unclaimed), the "RL" icon is used 
(see above). 

 

 

Indicates a "Claim Sale" item at the TRANSACTION screen. 

When a reservation is claimed, the reservation seats are released (see "Claim 
Release" above) and the seats are then recorded as sold, using a "Claim Sale" 
transaction type. 

Indicates a reservation that has been claimed (fully paid or deferred with a 
receivable/invoice). When payment is processed for a reservation, tickets can be 
printed as part of the claim transaction or deferred for a later print job (a separate 
transaction). 

 

 

Depicts a generic printer. Indicates a ticket that has been printed/sent (a physical 
ticket printed at the box office or a Tickets@Home

®
 ticket sent via e-mail, as 

examples). 

To view print history, if available, click the hyperlink in the printer column. 

This icon is available in the TICKETS grid at both the Order and TRANSACTION 
screens. 
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Indicates an order for which tickets have not yet been printed/sent (a fully paid 
order with an as yet unfulfilled "Will Call" delivery method or a "reset" ticket, as 
examples). 

This icon is used at the ORDER screen and at the Patron screen: "Orders" tab. 

Note: Reservations do not use this icon as they do not have deliveries assigned. 

 
Indicates that a ticket is locked in a batch and therefore no action can be taken on 
the ticket. 

 

 

Indicates... 

 a reservation line item in the ORDER screen: TICKETS grid (currently 
unpaid). 

 an individual reserved seat (unpaid) in the ORDER screen: TICKETS grid. 

 an individual reserved seat (unpaid) in the TRANSACTION screen: TICKETS 
grid. 

 a reservation (order) at the ACCOUNT screen: "Orders" tab. 

 
Depicts a generic hand-held barcode scanning device. Indicates a ticket (barcode) 
that has been scanned. 

To view scan history, if available, click the hyperlink in the scanner column. 

 

 
Click  at the TRANSACTION screen to display details about the ProVenue

®
 user 

who created the transaction. 

 

 

 

Indicates an order containing at least one ticket with secondary market activity. 

The icon displays when an event within the order has active (not returned) tickets 
in either an "Open" secondary market offer or in a "Complete" secondary market 
offer—tickets that are either currently offered for resale, transfer, or donation or 
that have been successfully resold, transferred, or donated through the 
MyTickets

™
 or StubHub online brokering service. 

This icon displays as part of the seller/sender's details only in the ORDER and 
TRANSACTION screens. 

 
Indicates an offer has different Financial and Attending Patron accounts. 

 


