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Context

People feel highly anxious in the face 
of all the recent rapid change. Above 

all, they want to feel safe.

Unprecedented and unfamiliar

The worldwide nature of COVID-19 
pandemic has no parallel in 

recent history. It presents many 
simultaneous economic, logistical 

and social challenges.

Global crisis

Federal, state and local guidelines 
are evolving. Businesses must adapt 

new approaches to operations to 
stay viable.

New operational realities

Responding to the COVID-19 pandemic presents few precedents and enormous challenges.



New Questions
Sports/Entertainment Venues

86

Building systems
Are building systems able to 
mitigate risk of contamination?

Ticketing and security
Can the venue incorporate long 
queues, security, and medical 
screenings into the arrival 
process, while keeping visitors 
entertained and informed?

Lobby / concourse
How does the venue plan visitor 
flow to adhere to social 
distancing rules? How to include 
wireless technology and 
contactless payments systems?

Venue bowl
How can the venue maintain 
intimacy and excitement with 
reduced capacity audiences in 
the venue and at home?

Egress
Can large crowd egress adhere 
to social distancing rules?

Cleaning
How does the venue 
implement procedures for 
keeping spaces clean?

Operations
How does the venue 
communicate new procedures 
to staff and visitors to make 
them feel safe?

Arrival
Do local transport operators 
and nearby precincts support 
safe travel and timed entry?
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When shelter-in-place restrictions ease, Arts, Culture and Entertainment venues will face many questions.



When shelter-in-place restrictions ease, Arts, Culture and Entertainment venues will face many questions.

New Questions
Performing Arts Venues
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Building systems
Are building systems able to 
mitigate risk of contamination?

Ticketing and security
Can the venue incorporate long 
queues, security, and medical 
screenings into the arrival 
process, while keeping visitors 
entertained and informed?

Lobby / circulation
How does the venue plan visitor 
flow to adhere to social 
distancing rules? How to include 
wireless technology and 
contactless payments systems?

Performance space
How can the venue maintain 
intimacy and excitement with 
reduced capacity audiences in 
the venue and at home?

Egress
Can large crowd egress adhere 
to social distancing rules?

Cleaning
How does the venue 
implement procedures for 
keeping spaces clean?

Operations
How does the venue 
communicate new procedures 
to staff and visitors to make 
them feel safe?

Arrival
Do local transport operators 
and nearby precincts support 
safe travel and timed entry?
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New Questions
Museums and Galleries

Building systems
Are building systems able to 
mitigate risk of contamination?

Ticketing and security
Can the museum incorporate long 
queues, security, and medical 
screenings into the arrival process, 
while keeping visitors entertained 
and informed?

Lobby / circulation
How does the museum plan 
visitor flow to adhere to social 
distancing rules? How to include 
wireless technology and 
contactless payments systems?

Galleries
How can the museum maintain 
intimate, self-guided and personal 
gallery journeys whilst maintaining 
a safe environment?

Egress
Can large crowd egress adhere 
to social distancing rules?

Cleaning
How does the museum 
implement procedures for 
keeping spaces clean?

Operations
How does the museum 
communicate new procedures 
to staff and visitors to make 
them feel safe?

Arrival
Do local transport operators 
and nearby precincts support 
safe travel and timed entry?
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When shelter-in-place restrictions ease, Arts, Culture and Entertainment venues will face many questions.



Principles

Use clear signage and 
intuitive processes to ease stress 

and help people understand 
new rules and operations.

Communicate individual’s roles
and responsibilities.

Clarity of process

Follow guidelines 
and recommendations from 

public health authorities. Prioritize 
the well-being of all users as 

the defining guideline for 
all decisions.

Safety first

Provide the space needed for people 
to comfortably move while 

maintaining social distancing. 
Consider needs for broad range 

of user groups.

Space for social distancing

The following basic principles should guide decisions for the reopening of Arts, Culture, and Entertainment Venues.



User centered strategies for opening up

Develop an operational plan for 
reopening

Used timed ticketing to stagger 
arrival times

Designate visitor circulation routes

Provide adequate room for queuing 
and circulation

Use technology to minimize person-to-
person contact and enable contactless 
transactions

Reinforce social distancing

Provide clear and concise signage 
communicating new operations

Meter entry into lobby based 
on queue lengths and wait areas



User centered strategies for opening up

• Survey staff to understand specific needs, 
issues, and concerns

• Provide virtual training sessions for staff to 
communicate responsibilities as active 
managers for new building operations

• Provide detailed instructions to guests 
before they return to manage expectations 
for experience

• Use websites or email blast to communicate 
new operations in detail

Develop an operational 
plan for reopening

Survey staff on needs Develop operational plan

Communicate plan to visitors

Train staff on 
new operations



User centered strategies for opening up

• Provide for clear paths of travel
• Use tensile barriers, ground marking, and 

signage to designate spaces
• Apply universal design principals and keep 

all users in mind including infrequent users 
and users of different physical abilities

Provide adequate room 
for queuing and circulation

9 person queue shown

Tensile barriers Floor markings Signage

INFO

6ft

12
ft



User centered strategies for opening up

Phased return to normal demand, starting from 
around 30% of normal capacity, gradually 
increasing to 50% after a few months

Advanced online ticketing to control 
demand and arrival patterns

Initial occupancy would aim to provide visitors 
with 100-200ft2 of space per person

Social distancing of 6ft, with gradual easing



Responding to the COVID-19 pandemic presents few precedents and enormous challenges. Arup has the expertise to aid our 
clients in returning to operation including the following services:

Model infections and understand 
impact on public and private transport

City Scale Modeling User Experience Planning
Map flows of different user groups. 
Create opportunities for improving 
the experience for visitors and 
building occupants

Review and modify ventilation 
infrastructure to reduce risks of 
pathogen spread and provide safe 
environmental conditions

HVAC

Pedestrian Modeling
Modeling of users, audiences and 
spectators in a dynamic 3D 
environment. Use insights to inform 
operational methods

Visitor Engagement
Use of immersive technology to 
engage smaller capacity audiences
or remote viewers for intimate,

exciting experiences

UV Light
UV lighting design and dose 
calculations for high contact spaces

Arup Toolkit
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Raj Patel (New York)
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t +1 312 849 6368

Elizabeth Valmont (Los Angeles)
e elizabeth.valmont@arup.com
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