
Operational Management 


This assignment aims to produce an operational management plan to assist the marketing department within Swansea Arena in hosting its annual Institute of Travel & Tourism (ITT) Future You Conference and Careers Fair. It will outline an operational plan for the marketing department, HR and risk operating procedures, legal policies and procedures, and an operational financial budget, including key performance indicators and measures.  

Operations Management

Operational management according to Thakar (2021, para. 2) is “the process that transforms inputs into goods and services that add value to the customer. The main purpose of it is to maximize efficiency while fulfilling the customer's wants and needs”. These inputs feature human resources (workers and managers), facilities and processes (equipment and buildings), and also include materials, technology and information. Outputs on the other hand, services and goods that the company makes. According to Reid and Sanders (2019), operations management consists of planning, organising, coordinating and controlling all of the company's resources which are then needed to make the goods and services. Management involves overseeing personnel, technology, data, and various other resources. The marketing function oversees promotional activities for products, while finance ensures the availability of necessary capital. However, the operations department is primarily responsible for planning and coordinating the utilization of all resources required to create, manufacture, and distribute goods to different retail outlets (Reid and Sanders, 2019)

Some roles an operations manager might have are product design and development, planning and management of manufacturing facilities, purchasing/procurement, forecasting capacity planning, inventory management, quality control, and delivery to customers (The Open University, 2024).

Operational management is crucial for increasing organizational efficiency and effectiveness across diverse sectors. A primary advantage is resource optimization, as operational managers streamline processes, assign resources, and cut down on waste, leading to cost savings and better financial performance. Moreover, operational management increases productivity by ensuring well-structured workflows and timely task completion. It also supports informed decision-making by collecting and analysing pertinent data, allowing organizations to quickly adapt to market changes. Implementing strong operational management practices fosters a culture of continuous improvement, stimulating innovation and adaptability within the organization. Implementing strong operational management practices fosters a culture of ongoing improvement, stimulating innovation and adaptability within the organization. In essence, proficient operational management helps to accomplish organizational objectives, enhancing competitiveness, and long-term success (Stevenson, 2019). 

Marketing Department
The marketing function within operational management fulfils many crucial roles in ensuring the overall success and endurance of an organization. Firstly, marketing assumes responsibility for creating awareness about the products or services offered by a company. It entails establishing customer needs, preferences, and market trends to devise strategies that effectively convey the value proposition to the intended audience. Secondly, marketing plays an important role in stimulating demand and driving sales. Through the implementation of impactful marketing campaigns, businesses can attract potential customers, generate leads, and ultimately boost sales. This consists of leveraging various channels such as advertising, promotions, and digital marketing to reach and captivate the target demographic (Wright, 2011).

Section 1: Operational Events Plan 
Operational planning is the systematic process of setting specific goals, defining strategies, allocating resources, and outlining actions to achieve desired outcomes within an organization's day-to-day operations. It involves translating broader organizational objectives into actionable plans at the operational level, ensuring alignment between departmental activities and the overall mission and vision of the organization. Drucker’s (1954) Management by Objectives (MBO) theory, emphasizes the importance of setting clear and measurable objectives that serve as the foundation for planning, monitoring progress, and evaluating performance. By applying MBO principles, operational managers can establish achievable goals, develop detailed plans to accomplish those goals, and monitor performance against predetermined targets, thereby enhancing efficiency, effectiveness, and accountability within their areas of responsibility.
Swansea Arena 
Swansea Arena is the only arena in southwest Wales. It has already had some of the biggest names in music such as Hollywood Vampires and markets itself on its website as a multipurpose arena that hosts events, ranging from music, comedy, theatre, e-sports and conferences (Swansea Arena, 2024). According to Swansea Council (2024), nearly 250,000 people went to Swansea Arena in the first year of opening and point out that there was 78.9% of occupancy on the shows that were ticketed for the year 2022/23, which was well past the predicated 65% they were expecting. 
Event Plan
The University of Wales Trinity St David (UWTSD) is hosting the Institute of Travel and Tourism (ITT) Future You Conference and Careers Fair, which will be held at Swansea Arena. The conference will be a fast-paced interactive event open to students from various schools, colleges, and universities, any person working within the tourism industry or having an interest in working within the field. The event will host speakers from across the world, who will share their industry experience. Attendees will further have an opportunity to meet the speakers and talk to them about their interests. 
As part of the careers fair, selected companies will have stands to showcase what they do as a company, and what they offer and discuss career opportunities to attendees. These will range from travel companies, tour operators, travel agents, cruise ships, events venues, arenas, sports tours, hotels, resorts and many more (UWTSD, 2024). 
Target Market
According to Kotler and Keller (2009), companies who are aiming for effective communication business and events, will try and identify who their target audience is by the process of segmentation, this saves time and money in focusing who their desired audience they are looking for. The process of market segmentation is dividing a large population into smaller and homogenous groups. Armstrong and Kotler (2005) define market segmentation as the process of dividing a market into distinct groups of consumers characterized by unique needs, traits, and behaviours, potentially necessitating tailored products or marketing strategies. The target audience, in this case, will be students who are deciding what they want to do once they leave school/college/university and anyone interested in working within the field. 
Logistics and Set up
Event Title: Institute of Travel & Tourism (ITT) Future You Conference and Careers Fair.
Date: 27th February 2024
Venue: Swansea Arena
Name and Role: Cai Howes, Marketing Campaingener 
Responsibilities:
· Promote the Future You Conference and Careers Fair, aligning with the ITT's objectives and target audience.
· Plan and execute marketing campaigns across various channels to raise awareness and drive attendance to the event, via digital marketing, social media campaigns, email marketing, print advertising, and partnerships with relevant organizations.
· Ensure consistency in branding for the Future You Conference and Careers Fair, maintaining the ITT's brand identity and positioning. 
· Oversee advertising and promotional activities to attract attendees to the event. Coordinate with advertising agencies, media partners, and sponsors to maximize exposure and reach the target audience.
· Develop marketing materials for the Future You Conference and Careers Fair, including website content, brochures, posters, and signage.
· Implement systems for event registration and attendee tracking, monitoring registration numbers and attendee demographics. 
· Evaluate the effectiveness of marketing efforts by analyzing attendance numbers, attendee feedback, and post-event surveys. Identify successes and areas for improvement to inform future marketing strategies for similar events.
Aim:
The primary aim of the marketing department is to drive attendance to the Future You Conference and Careers Fair by promoting the event to target audiences, including students, graduates, and professionals interested in careers in the travel and tourism industry.
Objectives:
· Set targets to boost event registrations
· Target key demographics through various marketing channels to broaden reach and engagement.
· Encourage attendees to visit the stalls
· Organize networking sessions and provide resources for attendees to connect with industry professionals.
· Track KPIs, including registrations, website traffic, and social media engagement to assess marketing effectiveness and inform future strategies
The logistics and event setup for the ITT Future You Conference and Careers Fair in Swansea Arena
1 Venue selection: Identify a suitable venue that can accommodate the size and needs of the event, including space for stall holders and a speaking room.
2. Event Layout and Design: Develop a floor plan for the event layout, taking into account the placement of exhibitor booths, seminar rooms, stages, registration areas, catering stations, restrooms, and other facilities. 
3. Exhibitor Management: Coordinate with exhibitors to ensure they have the information and support they need for their participation, including booth assignments, setup and teardown times.
4 Equipment and Supplies: have all equipment and supplies needed for the event, such as tables, chairs, display stands, and lighting, Ensure all equipment is tested and in good working condition before the event.
5 Technical Setup: Set up and test audiovisual equipment, including microphones, speakers, projectors, laptops, wifi and lighting, in presentation areas, and other event spaces. 
6  Registration and Check-In: Set up registration desks at the front of the arena to greet people upon arrival. Provide gift bags, and welcome packets, and ensure a smooth and efficient check-in process.
7 Security and Safety: Implement security measures to ensure the safety and well-being of attendees, exhibitors, speakers, and staff during the event.
8 Catering and Hospitality: Arrange for catering services to provide food and beverages for attendees, exhibitors, and staff throughout the event.
9 On-Site Management: Oversee event setup, logistics, and operations on the day of the event, ensuring that everything runs smoothly according to plan. Coordinate with venue staff, vendors, volunteers, and other stakeholders to address any issues or last-minute changes. 
By effectively managing these logistics and event setup elements, you can create a memorable and impactful experience for attendees and stakeholders at the ITT Future You Conference and Careers Fair.
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The event will be measured by regularly checking for engagement on social media to see how the events post is going and seeing what post does better than another. The goal has to be achievable so saying that we want to have a million new followers over night doesn’t seem likely setting smaller goals like we want 500 more likes by the end of the month is more achievable. Making sure that my goals are relevant is important I have to think about does my goal line up with what Swansea arena has in mind otherwise we could run into problems down the road. Finally a time of when i want to achieve this goal and what can I do next. The university of California says that when thinking about the timeline we should Inquire about the objective, the timeline, and the achievable milestones within that timeframe. For a three-month goal, it's beneficial to outline the midway accomplishments. Additionally, setting time constraints enhances urgency.(university of California 2016). 

A good way to measure and achieve my goals is to use a Gantt according to octopost A Gantt chart is a tool used to visually represent the tasks, events, and activities involved in a project, providing a comprehensive overview of its components. They key benefits on using one is to see what tasks are required to accomplish the goal, how much time is estimated for each task and seeing which tasks must be finished before dependent tasks can commence. 

When planning the event, we have to think about what operational policies we have to have in place. The purple guide is there to provide guidance for suppliers, local authorities and event organisers. The Purple Guide serves as a comprehensive resource for event organizers, offering guidance on managing health and safety concerns, particularly at large-scale music and similar events. Made by a consortium of industry experts, it provides invaluable insights into the best practices and protocols for ensuring the safety of both attendees and staff. With its authoritative advice, the Purple Guide is an essential tool for navigating the complexities of event planning in the outdoor entertainment sector. The purple guide (2024)
Fire safety is a very serious safety concern when at an event The event guide (1999) says that there should be a maximum numbder of people who can attend the venue they go on to say that “ It is essential to agree on the occupant capacity with the local authority and fire authority as early as possible as the means of escape arrangements are dependent on this figure” There needs to be a means for escape if a fire does occur in the premises. It is important to consider not everyone will be able to walk to the nearest exit because of their disability so we need to make sure that the right protocols are in place for anyone who has a disability. They have listed some important things to bear in mind when thinking about what needs to be met such as “escape exits are suitable and sufficient in size and number exits are distributed so that people can turn their back on any fire which may occur exits and exit routes are clearly indicated and escape routes are adequately lit”. (Purple guide 1999)Top of Form

Swansea Arena also need to be aware of legal laws that must be in place when running the arena such as the Consumer Rights Law 2015 some of the laws are that of goods sold must be in satisfactory order and they must be as described meaning the items sold should align with the description given by the seller, whether communicated verbally, in writing, or through any other form of communication. Another one of the acts is Consumers have options if goods are defective or fail to meet their expectations, which include entitlements such as repair, replacement, or refund (Consumer Rights Act 2015) Before the Consumer Rights 2015 it was said that that people didn’t know what rights they had because the old model was to complicated and unclear what rights they had Lorraine Conway (2022). She goes on to say that the Consumer rights is in place to Consolidate the primary consumer rights encompassing contracts for goods, digital content, and services, including the overhaul and consolidation of legislation concerning unfair terms in consumer contracts.



























Section 2  HR & staffing Operations



Identifying what tasks need to be done by whom comes next. According to CAERT (2024) “To be even more effective, look at your to-do list and sort the items into projects and tasks. The project is your objective, and the task represents the actions or steps needed to complete the project” Girlsguide (2013) there should be three maian categories when planning an event these include the planning team who are responsible for planning and delivery of the event. After that we have the sub team who volunteers that assist with the planning team and delivery specific aspects of the event and finally the delivery teams which are first aiders and sercruity guards which are only there for the event day. 

Some of the tasks we will need to complete are finding the companies wishing to take part and getting the colleges and schools to come, how much space will they need for stalls, using social media and advertising, risk assessments and what catering will be provided. Also who the speakers are at the event and how long each one of them will speak for. 
The event will need to be managed correctly and for this to happen it is important to set clear responsibilities and tasks for the people working there. According to Michael Armstrong (2016), a good leader is someone who articulates their vision to their team, mobilizes team members into action, and guarantees the accomplishment of mutually agreed objectives. To organize a successful event prevent planning is crucial all roles will be given out well in advance so people know exactly what they have to do. Having a training plan is a great way to make sure event runs smoothly. Moreover to get the best results from a training plan the right people must be in the right place at the right time, which is a well-known principle for strategic workforce planning. Organising and Managing Training Events (2017)
Firstly we need to contact the stall holders the people associated with the travel and tourism industry in plenty of time in advance so they can make the arrangements in advance. The deadline for this will be a month after the last years event has happened As the event was last year its a good place to start asking who wants to come will be the people who attended that event. 
Using social media will be another key responsibility in trying to get as many people as possible to come to the event. They will need to choose the right platform to advertise as there are benefits of using different ones. According to Emarketer (2023), roughly 80% of Gen Z people are using Tick Tock, snapchat and Instagram whilst Snapchat is the most favoured for Gen Z teens. Looking at Instagram advertising  k6egency (2024 has explained that “Instagram Ads cost depends on your bidding model, such as cost-per-click (CPC) or cost-per-impression” (CPM). the average price on Instagram is $0.50 to $1 per click. Tint (2019) has recommended that the best time to start advertising for your event is six to eight weeks in advance so gets a “wider reach” doing this helps your “attendees to clear out there schedules and make any necessary travel arrangements”.  

When starting a new event it is important to conduct a skills audit. Cloud assess (2024) has said the benefits of conducting a skills audit are identifying gaps in the workplace, enhanced productivity in the workplace and ensuring employees are equipped with future workplace knowledge. Some of the main responsibilities when having the event is seeing whos coming so Swansea arena can know how much space they need to have available for the stalls and how much time before hand they have to set up. Contacting schools and colleges will need to be done to see if they can attend and what time will there bus will arrive. There will be staff waiting for the buses to come in to Swansea arena carpark and show them up to the entrance of the arena. The Event starts 11 am so it is important that all schools and colleges are ready and seated by then. 
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As stated by AIHR “Human resource planning describes an ongoing, data-driven process in which a company systematically plans for the future in terms of human resources to ensure that available jobs are suited with appropriately skilled employees.It  is a  critical HR initiative for the upcoming period aimed at aiding the organization in attaining its strategic objectives and sustaining its competitive edge while avoiding staffing shortages or surpluses.(AIHR 2024). According to techfunnel some of the benefits of having one is it leads to A better View to the business decision Strategic HR planning provides employees and the public with a clearer understanding of the organization's decisions. By adopting a systematic and process-driven approach, the organization reduces the influence of personal emotions in its actions. Another benefit of is saving money by Acquiring and retaining talent invariably incurs costs, which cannot be avoided. Nonetheless, through strategic human resource planning, organizations can mitigate expenditure in these domains, ultimately lowering overall costs and fostering more streamlined operations. tech funnel (2023). When wanting to hire someone from the marketing department Two teachers has stated that I would need to look out for someone with these key skills someone who is able to Conduct market someone who can research Developing marketing strategies. Can Create and execute marketing campaigns Manage marketing budgets and someone able to Measuring marketing results. (Two Teachers 2023)
Stakeholders are essential to if the event will take place. Bladen et al 2012 said that the organisation is a system of stakeholder groups and a failure to retain their participation will fail the enterprise” it is important to engage stakeholders throughout the planning of my event to gain community satisfaction 






















Section 3: Financial and Budgeting 



To see whether our business is going on the right track we need to use KPIS. According to Gartner (2024)  KPIs are “specific, numerical marketing metrics that measure progress toward a defined goal within marketing channels”. Forbes has described KPIS as A Key Performance Indicator (KPI) is a quantifiable goal used to assess the performance of individuals or businesses in achieving their objectives. Regular review and evaluation of KPIs enable organizations to gauge their progress towards their desired goals. Forbes (2023) 
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In terms of marketing, we can use these KPIs to help us in many ways such as looking at impressions on your content. Harvard Business School have cited “By examining impressions data, you can assess the effectiveness of your targeting strategy during the awareness stage and make necessary adjustments to optimize exposure.Havord (2024)

The usage of yield management is first thought to have been used in the late 1970s by the airline industry. Airlines reserved specific time frames during which seat prices were fixed at particular levels. Potential passengers either accepted the quoted price or sought alternative transportation options. The bold marketing policy met some problems but made the economic structure of airlines. Yield Management (2024) Businesses use yield management if their business has any of the five characterises it is expensive or impossible to store excess resources when demand is unsure commitments need to be made, The company can distinguish between customer groups, and each group has its own unique demand curve, A single unit of capacity can be utilized to provide a variety of products or services and finally producers prioritize profit and typically enjoy significant freedom to make decisions and take action. Introduction to the Theory and Practice of Yield Management (2024)

Yield management can be useful for managing an event in many ways such as looking at monthly sales goals Oracle netsuite (2023)  has cited that “by including this metric in your monthly sales dashboard, leaders can promptly identify issues and respond to emerging trends” as the event in Swansea is a free event monthly sales aren’t important but looking at emerging trends online can be used to see what attendees are looking when looking for an event online. 
Operating costs 
To make sure that the event doesn’t spend too much we need to create a budget according to ICCBelfast (2024) An event budget serves as a vital financial plan, detailing anticipated expenses and revenue streams for your event. For the event in Swansea, there are many different operating costs such as Venue hire, technical equipment, catering, speaker expenses, and filming content. To better understand how much a company spends they will do financial accounting a definition of it is 
Financial accounting is a method that entails documenting the outcomes and financial status of a business. It generates reports on the organization's performance during the preceding accounting period or fiscal year. This is different from Management accounting which furnishes managers with information essential for daily decision-making and both short- and long-term planning. It offers detailed insights for each department, aids in budget preparation, and assists managers and the board in setting product prices. Financial Management in the Events Industry (2024)
The Itt event in Swansea will have not just have operation costs they will also have fixed costs, variable costs, direct costs and indirect costs. Vissable Veggies Software (2024) says “fixed costs are essential expenditures for a business's existence regardless of its level of production. They remain constant regardless of changes in sales volume”. An example of a fixed cost in the Arena would be for the lights, sound, the cost of having the arena open. Variable costs are things that do change when accounting for the volume of sales. According to Krista Benoit the main variable cost for most events when operating a business is food and beverage. For the ITT event there will be no restaurant open but you will be able to be teas and coffes from the bar at the front of the arena. A direct cost is an expense directly attributable to the production of specific goods or services. It can be linked directly to the cost object, which may be a service, product, or department. Will Kenton (2024) For example a direct cost would be how much for the food and drink purchases.  Indirect costs (overheads) refer to costs which are incurred to support an organisation's main activities including the cost of wages and products. Ih8no (2024)
When creating an event the most important thing is to get a roi (return on investment). There are seven steps to achieving a ROI Set business impact objectives, decide what you want participants to do afterwards, know what the required learning experience is, Create an experiential learning environment, Measure satisfaction and planned actions, Measure Learning and application and finally Measure Business Impact and ROI. (Dr Elling Hamso) (2024)

When the event is finished it is important to get guest feedback. Meetmaps says Getting feedback from the attendees “ tool for diagnosing errors” A good place to look for feedback is looking at TripAdvisor Theyre are around 795 million reviews and opinions are found on TripAdvisor.which is a great opportunity to get free marketing for you’re the ITT Future you event through customers’ word of mouth. Theresa Rappensperger (2024)
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