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Please feel free to download these guidelines from http://www.skilledwright.com/InfoBoothRes.htm   As long as you distribute them as-is, without any changes, you are free to make as many copies as you need.

The goal of these guidelines is to help an event information booth manager to be prepared to plan for, staff, organize, and manage the info booths for an event.
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Organizing Info Booths
Hours of Operation
Info booth hours of operation need to be extended beyond the official event hours. At larger events, there is almost as much need for info booth support immediately before and after the event as there is during the event. Depending on how long setup takes, there can be an extended need for info booth support before the event. There can be hundreds or thousands of staff and volunteers, and they need information and problems solved just as event visitors do. Frequently they are stuck because they don't know how to find an answer, and because they have obligations to the event, need a quick answer. This where the info booth role of finding answers can be very valuable. The info booth staff doesn't need to know everything, but they do need to know how to find answers to questions that come up.
Communications
Info booths must be connected with phones or radios.
	As events progress, schedules and policies evolve. Rapid reliable communication is needed to quickly and accurately commutate these changes to the info booths. This is an easy way to avoid the confusion and conflict that will happen when part of staff is going one way and other staff other ways.
Phones are a quick and reliable way for an info booth to request help during an urgent situation beyond their resources.
Phones connected with wires are best because if a crisis happens cell phones and radios can become useless because too many people try to use them.
	Info booth staff must be prepared to fall back to using runners to address a critical issue if electronic communications fail.
Ideally changes to schedules and policies can be sent out in printed format.
	This avoids miscommunications.
This avoids the sporadic behavior of the grapevine style of communication.
If the printed updates are put in the information binders at each info booth, then it is more likely that all the staff will get the information, not just the person who heard the verbal message.
	The info booth manager should have a radio and cell phone so they can be contacted at all times, and so they can contact other managers at all times.
	Events are volatile, and the best way to stay smoothly on top of them is to always be immediately available, as critical issues come up that info booth staff can't handle, or other managers need support on.
The cell phone numbers or radios call signs for operations and key contacts at the event are likely to be a very sensitive type of information.
	This list should be on a piece of paper small enough to fit into a wallet.
The info booth manager should have a full list, and the info booths should have a partial list.
Keep in mind there is always somebody who would like to spoil a particular event, and one really easy way is to get inside the internal operations communications. In the middle of the event, it would be impossible to switch to a new set of phone numbers or radio call signs.
So treat these phone numbers like the password to the account with your life savings in it.
These numbers should never be left lying around anywhere because it only takes a second for somebody to be passing through and grab them and circulate them.

Staffing
Each shift at each booth must have at least 2 people on duty:
	It is amazing how much more confidence people have when working with somebody as compared to being by themselves.
This keeps the info booth staffed if somebody needs a restroom break.
In a pinch, 1 of the 2 staff could temporarily become a runner, and still leave the booth staffed.
	It is best to staff each shift with 3 people to have a backup incase 1 person fails to show, or 1 person has to leave for an extended period. Many problems that are simple to deal with when there are 2 staff become much more awkward or impossible to handle if there is only 1 staff present.
Each shift should have a lead that will make any quick operational decisions needed. Consensus is important in the planning and organizing phases, but sometimes it is imperative that a quick decision be made, and it needs to be clear who that is on each shift.
Each shift must be staffed with both genders. There are a range of issues that people will feel much more comfortable raising with a specific gender, and in some cases, won't raise the issue at all if they can't speak to that gender.

Printed Information at the info booth
Using 3 rings binders is best:
	Pages aren't as likely to get lost as with clipboards.

Pages can be changed quickly.
Their plastic covers help protect from dust, rain, and mud.
They are less likely to be stolen than pages stapled together.
The Public Information binder
All the pages should be plasticized to help protect them. People tend to flip through them fast enough to rip out un-reinforced pages. They also tend to spill sticky stuff on them, and spill drinks on them.
Useful content
	The fact sheet with handy information like location of public phones, busses, etc.

History on the event
How to volunteer, be a vender, etc. for the event next year.
If the event program doesn't have a schedule of all performances, speakers, events, and workshops; then this information should be in this binder. It is really sad when people put their hearts and much work into a presentation, and nobody shows up because nobody knows when it was happening, and later people come around asking when the presentation will happen.
The Staff Information binder
Staff fact sheet
Updates sheet with space to write in all updates passed verbally that the next shift needs to know about.
Printed updates sent to each info booth
Info Booth Staff Guidelines
Info Booth Manager Guidelines
General event staff instructions
General event operations instructions
Public Handouts to stock in the info booth
Event feedback forms
Copies of the event program
Promotions for future events
Volunteer applications for the next year

Staff Handouts to stock in the info booth
Be sure to print out the " Info Booth Staff Guidelines" double sided. This will help keep it small enough that people can fold it up and put it in their pocket. Assume that many people will forget their copy, and if there aren't spare copies at the booths, won't know what to do. Also, if somebody is having a hard successfully staffing at the info booth, asking them to drink some water and re-read the guidelines will work much better than to go mellow out and come back in 10 minutes.
Info Updates
The larger the event, the more important is to have a computer and printer on site with the latest digital copies of all event information. With this in place, in few minutes updates can be made to original files, a dozen copies printed out, and a copy run to all info booths. In the long run this is far quicker and more reliable than passing the word. This is especially true when the event is long enough that there are multiple shifts. Much updated knowledge is typically lost at shift change. It is common for a problem to come up, a change of schedule or policy made to solve it, and 1 shift later many people have never heard about it and are still on the old plan.

If the updates are printed out and inserted in the staff info binder in each booth, then if the standing policy is to read the updates at the beginning of each shift, transfer of updated schedules and policy is much more successful.

However, if there is a constant flurry of updates, this will usually be interpreted as noise, and most staff will ignore them. There is a real cost to change plans in mid stream, so do this only when really critical, and save the fine tuning efforts for the periods between events.
Creating Fact Sheets
The Staff Fact Sheet
These answers to these questions go into the staff fact sheet in the staff info binder in each info booth. A well-written operations manual for an event will cover many of these questions.
	Staff questions:
	If I am over my head, who do I contact?

If they aren't available, who do I contact?
What is the cell phone number of the info booth manager?
How do I contact the info booth manager by radio?
Where is the first aid station?
Who can call an aid car?
I found a lost child, now what do I do?
	For starters, get a good written description of their name, age, sex, size, height, hair color, clothing, and information they might say, or have on an identification bracelet or necklace, about who they are and where they live.
	Where is the operations booth?
How do I contact the operations booth?
Somebody reports a horrible rumor about something at the event, what does the staff member do?
	Questions from the event guests:
	A guest asks “I heard a horrible rumor about something at this event, what do I do?
A guest asks "I just saw a crime (or a crime just happened to me), what do I do?"
The Event Guest Fact Sheet
These answers to these questions go into the public fact sheet in the public info binder in each info booth. In large events with multiple info booths, some of these answers will need to be booth specific. It is easier to prepare a standard fact for the event that can be sent to all info booths, than to try to prepare and distribute customized fact sheets. Trying to create fact sheets for each booth is difficult to pull off smoothly. Odds are not all booths will end up with the information they need. So for information like closest phones and restrooms, have a separate section in the main fact sheet for each info booth. Then all the reader needs to do is identify which info booth they are at.
Sample
Front gate info booth
Closest public restrooms are by the front gate.
Closest public phones are by the front gate.

Back gate info booth
Closest public restrooms are by the back gate.
Closest public phones are by the back gate.

Questions:
	My kid is lost, what do I do?

I am lost, what do I do?
Where is the central lost and found?
Can I post flyers somewhere?
Where can I post a message?
Is there a central message board to post messages on?
	Where are the nearest restrooms?

Where can I get a drink of water?
Where can my dog get a drink of water?
Where is the nearest ATM booth?
Where can I get change for a large bill?
Where are the nearest telephones?
	Do they take change?
Do they take a credit card?
	Where is an event map, and can I have one?
Where are the stages?
Who is speaking at this event and when?
What bands are playing at this event, and when are they scheduled?
Where can I get band merchandise?
Where can I get this event merchandise?
Can I get a staff tee shirt?
Are there event tee shirts available, and if so where can I get one?
Are there event buttons available, and if so where can I get one?
How do I get a press kit, and where do I go to do this?
I need to make photocopies, where is the nearest self service photocopy place?
Where is the check-in for:
	Volunteers
Bands
Vendors selling merchandise
Non-profits distributing information
Press
	Next year's event:
	How do I volunteer for next year?
Can my band play next year?
How can I be a vendor next year?
How can my non-profit distribute information next year?
	How do I contact this event? What is the:
	Phone number
Mailing address
Email address
Web site address

Preparing The Booths
Decorating the info booths
Since a key goal of the info booth is to get people having a bad day to come up and ask for help in solving their problems, it is worth the effort to make the booth welcoming. Make it too loud or silly, and this will also drive people away. The more common problem is the booth is so bleak and barren that people just walk right by.
Suggestions:
	Make the booth warm and inviting so people will be inclined to stop and ask questions.

Make the booth pleasant and fun to help maintain the morale of the staff.
Make sure it is well lighted so it will still maintain the ambiance you have worked at when it gets dark and cloudy or at night.
Make sure there is a large sign that is obvious from a distance. If it doesn't catch your eye from a distance of 100 feet, even people looking for an info booth might miss it.
An info booth is a great place to help promote the theme of the event.
Avoid:
	Blank walls with a folding table with a few piles of brochures and an info sign with 3 inch high letter taped somewhere.

Each booth should have this equipment:
Chairs
Message board
White board
Board to mount large map on
Large-scale event map
Lights for after dark
Box to collect feedback forms in.
Some way to protect staff and handouts from sudden rainstorms. It only takes a few minutes of strong wind blowing rain sideways to soak all the handouts

Each booth should have these supplies:
Pencils
Ink Pens
Felt pens
White board markers
Grease pens
Whiteout
Spare paper
Scissor
Stapler
Staples
Push pins
Safety pins
Covered tubs to carry supplies in

The main info booth should have:
	Voltmeter

Steel wire
Duct tape
Masking tape
Electrical tape
Roll of cord for tying things down or into bundles
Screwdriver set
Vise Grip
Clamps for tarps
Spare tarps
	Hand truck to carry supply tubs with




