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THE EVENT EXPERIENCE
Swansea City Football Match
	

Executive Summary
A review of a Premier League football match between Swansea City and Huddersfield on the 14th of October 2017, at the Liberty Stadium. 
Football is a global business with high levels of consumer brand loyalty. The Premier League is the richest league in Europe, which stems from merchandise, sponsorships, media deals and player’s celebrity status, as well as ticket sales (Ofcom, 2005) and (Bridgewater and Stray, 2002). 
Typically, two fifths of a Premier League match audience are males of all ages who either play football or support their team. Just one tenth of the typical audience is female. 25-34 year olds make up a third of the audience, while one quarter are over 45 (Ofcom, 2005). However, this event appeared to attract more women and families in general; there is a good atmosphere at the game for a family to spend time together. The television and social media aspects of displaying the events will impact a younger audience too. Furthermore, there are a wide range of social, organisational, physiological and personal motives of a football match which will encourage a wider audience. 
The event could be deemed success as most match tickets were sold and the stadium was at 99% capacity. As Swansea City won the match 2-0 on home ground this generated customer satisfaction among the home fans. Trip Advisor rates the Liberty Stadium 3.5, with 69% of reviewers rating it very good to excellent. Typically, reviewers rate the transport links, traffic flow and atmosphere highly, with most negative comments being made around catering facilities (www.tripadvisor.co.uk). The atmosphere in the stadium also showed success as the fans were chanting the team songs after their win and left happy. 
As the event was successful and ran smoothly the main recommendation would be improvements to catering. On the day, the queues at half time to get food and drink were excessive. Some consumers on Trip Advisor argue that the price sensitivity of food and drink was disproportionate to the quality of food received (www.tripadvisor.co.uk). 


Table of Contents
Executive Summary	1
Introduction	3
Event Description	4
Travel	4
Accessibility	5
Ticketing	5
Staffing and Safety	6
Facilities	7
Toilets	7
Catering	7
Merchandise	7
Audience and Atmosphere	7
Sponsorship	9
Conclusion	10
References	11
Appendices	13
Appendix 1	13
Appendix 2	16
Appendix 3	16
Appendix 4	16
 







Introduction
This report reviews a Swansea City football match in the Liberty Stadium, against Huddersfield, which is classed a major event as less than one million people attended. In order for the event to be successful, the manager would have to prepare the flow of equipment, people and goods to their roles. The aim of this report is to measure overall customer satisfaction rates, taking into account a range of variables, in order to evaluate success criteria and make recommendations for improvement. The stadium and the team form a competitive private sector industry as it is highly focussed on profit and brand loyalty. 

















Event Description 
An event could be described as something of importance which may take place in a variety of destinations and be carried out in a variety of forms. Such events could be either planned or unplanned (Allen et al, 2006). This assignment focusses on a planned, special event which is characterised by being organised outside of the daily routine, “… an opportunity for a leisure, social or cultural experience outside the normal range of choices …” (Getz, 1997). The different sizes of events are vast, from local or community events which are personal and small, and major events with less than one million people in an audience, to mega-events, such as The Olympics. Additionally, a hallmark event remains in one destination (Allen et al, 2006). There are three industry sectors. Firstly, the private sector, which are primarily for profit, such as companies and corporations. Secondly, public which consists of the government and agencies. Lastly, voluntary which is not for profit, therefore, charities and community based events would be part of this sector (Getz, 2005).
Travel 
For most events, there is a “need to make suitable arrangements to transport participants to and around the event” (Shone and Parry, 2004, p.183). Event venues will usually hire certain transport companies to use for their participants, for example, participants who need to get from a terminal to the venue and from the venue to a hotel. Buses may be organised to transport groups to and from the destination and taxi services may also be “provided formally or informally” (Shone and Parry, 2004, p.183). Moreover, some major events would require luxury transportation for VIPs. Local guests will often walk or drive, which means that sufficient parking is required at the venue (Shone and Parry, 2004). 
In the Swansea City football event parking was available in the arena, only for VIP guests, staff and disabled visitors. Street parking is available for participants, situated around a ten-minute walk from the venue. Once the event is over, traffic congestion can present an issue on leaving the stadium. To avoid these problems there are various forms of public transport to the arena. Buses and trains travel every 5-60 minutes from various destinations (www.liberty-stadium.com).
Accessibility
Large scale events should have several entrances to avoid congestion, in this case, guests can enter the stadium via the relevant gate for their seats. Greeters and information sources may be useful on arrival as many people will be from outside the area and might need guidance. This would help move along the queues as the queries are dealt with initially. Event managers may consider having their most experienced staff at the entrance, as first impressions count to the overall consumer satisfaction (A.T.Kearney, 2002).
Entrances need to be accessible as Allen et al (2006, p.339) state that “Over ten million people” in the UK have a disability, therefore, this has an impact on businesses. The Equality Act 2010 ensures that it is unlawful for a provider to discriminate against a disabled person and it ensures they are not treated less favourably. 
Some reasonable adjustments might be, installing disabled access ramps, a floor plan to facilitate wheelchairs, service dog facilities such as water bowls, extra-space seating for wheelchair users and braille leaflets.
The Liberty Stadium has security gates on each entrance of the venue, where stewards scan tickets. There are many entrances to avoid congestion. Additionally, the venue is accessible for wheelchair users, can hold up to 68 wheelchairs and has a disabled area which only allows wheelchair users. There are also 12 accessible lifts and toilets. The overall capacity of the stadium is 20,970 and the seats are arranged in a stair form to improve visibility (www.liberty-stadium.com).
The location of an event can also be significant in terms of audience numbers. It should be in a well-known area and equipped with travel and hospitality services. The liberty stadium’s location includes bus stops, shops, restaurants, fast food shops and bars.
Ticketing
A ticket system for an event can be either to purchase tickets in advance, or buy them on the day. When selling tickets in advance businesses can be sure of how many people are likely to turn up to the event, when allowing ‘on-the-door’ ticketing, it could result in overcrowding, which would then damage the reputation of the event if they cannot let everyone in. Additionally, organisers cannot be sure of how much income is being produced; if too few tickets are sold through this method, the event is at risk of bankruptcy. 
In the event discussed, there are season tickets available for the matches, this consists of paying for the tickets in full for the year making them cheaper than paying per game. There are various categories of tickets which have a range of price starting from the family stand, to the premier stand. The premier season tickets include both the football and rugby games. However, if someone wishes to go to just one game there is a box office for on-the-day sales, but ticket numbers are limited, therefore, working on a first come, first serve basis. Other categories of tickets include corporate tickets which are bought by businesses who take their customers to the games and box tickets which include hospitality. There is also a category for away fans tickets and another whereby people can order their tickets for collection at the stadium. The venue works with a range of ticket selling websites such as ‘Ticket Master’ to encourage more participants (www.ticketmaster.co.uk). 
Staffing and Safety 
The framework of an event is formed through the structure of organisations. Different events will provide different services, and some events rely heavily on volunteers (Allen et al, 2006). However, certain elements must be staffed by paid professionals. Training and expertise are essential for some roles such as security or entertainment for example. Event managers must consider the fact that things can go wrong. Therefore, potential risks need to be identified and organisers have to find mechanisms to minimise them (Tarlow, 2002, cited in Allen, 2006). In more serious terms, the emergency services must be set up at any large-scale event as this service is beyond event staff capability, professionals must be present to ensure safety. A range of emergency services may attend an event, such as, fire, ambulance, local authorities and police (Shone and Parry, 2004).
There are numerous occupations involved in a Premier League football match. Some examples are, police and ambulance services who are at the entrance of the venue and the bottom of each seating stand inside the venue. There are also a range of stewards for control reasons, some of these are the response team, the leader, safety stewards and fire hazard stewards. More general occupations are photography, marketing, labourers, accountants, volunteers, sponsors, entertainers, administrators, weather control, first aid, hospitality staff and transport drivers.
Facilities
Additional functions such as food, drink, entertainment also play a role in event success. Events will need various support functions depending on their type and purpose. The facilities acquired at an event can have a significant impact on the atmosphere, it has to be relevant in order to generate value for money and to encourage ambience to its full potential. However, there are also necessary facilities needed such as security, parking and access as referred to in the staff and safety and accessibility sections of this report.  
Toilets 
The Hawkesbury Council believes that “one toilet for every 125 people” would be adequate in most events, whereby more may be required if alcohol is being served, there should also be accessible toilets for disabilities. Additionally, if the venue does not provide wash rooms then the bathrooms should be equipped with hand basins (www.hawkesbury.nsw.gov.au). The Liberty Stadium provides 250 toilets throughout the stadium and 200 hand basins (www.liberty-stadium.com).
Catering 
At any event catering should be provided for the attendees and the workers. Events managers could raise income by selling vendor rights to the caterers, for example, a package deal of amenities such as a bin, stall, power source and chairs. However, there are strict requirements for food stalls which also need to be considered, (www.hawkesbury.nsw.gov.au).
In the event being discussed there are 2 temporary food stalls outside and all the indoor bars provide food, alcohol and soft drinks. 
Merchandise 
Merchandise can help advertise a brand to bring more customers but generally just binging more income to the event from purchases of the products. 
The Liberty Stadium has a Swansea City Football Club shop which sell merchandise such as, the official swans kit, hats, bags, footballs, pens, bottles, programmes etc. 
Audience and Atmosphere
Event segmentation would also affect a target market. Some factors of this would be geographic. The Liberty Stadium would attract many Swansea locals and it helps that there is good transportation to the venue. In addition to good transport links, hospitality and hotel packages are also offered when purchasing match tickets, encouraging away fans to attend. Secondly, demographic. This includes the population and trends of the event. If a person knows that there will be a large audience they are more likely to attend as this will improve the atmosphere. Thirdly, psychographic, which includes life style, values, opinions, personality characteristics and interests of the audience. If people play the sport themselves or support the team they may be more interested to go. Finally, behavioural which combines brand loyalty, volume usage and price sensitivity. If the match is cheap, some people who do not attend regularly may now decide to attend for the atmosphere experience. On the contrary, if someone is a fan they may be willing to pay more for a ticket to attend. Additionally, the event will have a tourism impact as away fans will attend and often stay in hotels for an extra day to explore the area, (Allen et al, 2006).
The audience mass in the particular match being considered was 20,657, (www.walesonline.co.uk), consisting of men and women, young and elderly. It is found that 76% of Swansea fans live in Wales, which is the highest concentration of local support in the Premier League (www.yougov.co.uk). 
Atmosphere is one of the most important characteristics of an event, as it has the greatest effect on overall consumer satisfaction rates. At a small, family event such as a birthday party, the ambience may be created solely from the people who attend. However, at a larger scale event more is required to create a great atmosphere for customers. An event manager may have to pay close attention to detail in terms of entertainment and facilities to affect the overall outcome. 
In the Swansea City V Huddersfield match, the atmosphere was vibrant and at 99% capacity. There was music as you entered the venue and entertainment at half time, which consisted of the Swansea City’s Mascot playing football penalties with the children on the pitch, keeping the audience occupied throughout. At a football match, the attendees create the atmosphere too, many fans are very passionate about their teams. Swansea City have their own song and fans chant it at intervals throughout the game.
Sponsorship 
Sports are highly associated with “positive feelings, strong brand images and clear target markets [through their] products, services and events” (Taylor, 2011, p.420).  Meenaghan’s definition for sponsorship is “…an investment, in cash or in kind, in an activity, in return for access to the exploitable, commercial potential associated with that activity” (Meenaghan, 1991, p.36, cited in Taylor, 2011). 
Sponsorships are used to improve a venue’s business image, increase publicity, improve employee relations, trade and sales. The effect therefore on the sponsorship brands is advertising and gaining awareness for their corporation. 
In the Liberty Stadium, each seating stand is dedicated to a certain sponsorship. Namely, Eteach, Swansea University, Croeso and LG. They also have sponsors for other aspects of the team and the stadium. Joma Sport is the official kit manufacturer, Carling is the official club beer partner and Letou is the official sponsor of the club. Further sponsors are displayed around the stadium such as, bet365, hotelplanner.com, swanslotto.com, Swans Direct, Nuffield Health, Cardiff and Vale Hospitals. 



Conclusion 
 Overall the success and customer satisfaction rates of the event were high, this was as a result of the event being well organised and taking into account aspects of transport, safety, security and additional facilities. The stadium strives to create a lively atmosphere by including purposes of music and entertainment throughout. 
The main area for development would be catering services as they were reviewed as slow and costly. As well as reviewing price and quality of food and drink, more catering staff could have been employed to shorten queuing time during intervals. 
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Appendices
Appendix 1
EVENT CRITERIA	COMMENTS
				TRAVEL	It is possible to drive to the stadium but, parking is situated about a 10 minute walk away, as parking is not available inside the stadium for the general public. The parking that the stadium do offer is £6 per car for a match day. There are large traffic jams leaving the stadium, especially if you park very close. There are various forms of public transport to the venue, such as, buses and trains, which travel within every 5-60 minutes from various destinations.
	FACILITIES	There are many bars and toilet facilities on each entrance of the stadium. There is also a separate section for the away fans. Some extra facilities in the venue include an in-house restaurant, air conditioning and outdoor seating.
		ATMOSPHERE	The atmosphere was vibrant and all the seats in the stadium were full. There was music as you enter the venue and entertainment at half time, which consisted of the Swansea City Mascot playing football penalties with the children on the pitch.
	ADMISSION/CONTROL SYSTEM	There are security gates on each entrance to the venue where stewards scan people’s tickets. There are also many entrances to avoid congestion.
SEATING AND LINE OF SIGHT FOR AUDIENCE	The stadium consists of 4 different stands. The Liberty Stadium’s capacity is 20,970.
			STAFFING	Photography, videography, multimedia marketing, leaflet and ticket printing, website managers, labourers, security, accountant, volunteers, ball boys, sponsors, designers, entertainment, mascot, administrators, weather control (local authorities), construction, first aid, hospitality staff, transport drivers.
UNIFORMS	Stewards were wearing orange, pink and yellow high visibility jackets, police were wearing police uniform, players were wearing their kit and all hospitality staff had a liberty stadium uniform.
SAFETY (HAZARDS)	Fire doors and signs.
	MERCHENDISE FOR SALE	Swans kit, hats, bags, footballs, pens, bottles, programmes etc. all sold in the Swansea City Football Club shop.
				SPONSORSHIPS	Each seating stand in the stadium is dedicated to a certain sponsorship (Eteach stand, Swansea University stand, Croeso stand, LG stand). Joma sport sponsors the official kit manufacturer, Carling sponsors the official club beer partner and Letou is the official sponsor. They have further sponsors displayed around the stadium for advertising such as, bet365, hotelplanner.com, swanslotto.com, Premier league, Swans Direct and Nuttfield Health Cardiff and Vale hospitals.
			TICKET SYSTEM	Many people buy season tickets for the Swansea City football games, which are displayed as a plastic ticket in a small wallet, pay for them in full for the year (cheaper deal), various categories (family seats cheaper – premier seats for rugby and football). However, if people do not have one of these they can buy tickets at the box office (limited number) – first come, first serve basis, corporate tickets (company tickets and take customers), box tickets – includes hospitality, away fans tickets or order them for collection. The venue works with a range of different ticket selling sites such as ‘Ticketmaster’ to encourage more participants. 
	ACCESSIBILITY OF VENUE	The venue is accessible for wheelchair users and can hold up to 68 wheelchairs. There is a disabled area of the stadium which only allows wheelchair users and they also have accessible lifts and toilets.
LOCATION	The location has bus stops, shops, restaurants, fast food shops and bars. 
HOSPITALITY	There was a range of food and drink from the bars at a low price. 
AUDIENCE	20,657 in the audience from young children to elderly.


Adapted from ‘Event Management’ by Van Der Wagen and White (2010). 
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The teams logos. (www.walesonline.co.uk).
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