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[bookmark: _q4ke4bemnlqn]Executive Summary
This report is a review of an event which could be presented to its management team. It defines the event itself and identifies who its typical consumer may be. This report also focuses on the importance of customer satisfaction and the positive and negative elements that and affect its outcome. This report uses references from event theorists and a range of statistics to support the points made. Recommendations are also listed at the end of this report that could be used potentially benefit the event and increase customer satisfaction.
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[bookmark: _pba6ejkmtuhi]Introduction

When planning an event, there can be a variety of different aspects for a manager or coordinator to consider. This can be: how to maximise profit, how to ensure customer safety or to how to ensure a positive effect on the surrounding community. However, one of the most crucial elements of any successful event is customer satisfaction. As the income from an event is predominantly generated through ticket and hospitality sales, satisfied customers who are willing to purchase more on-site products or promote the event to others, can not only determine whether the event has been successful, but whether or not it has a foreseeable future within such a competitive industry.
Customer satisfaction can be very difficult for an events company to achieve. Each individual attendee has their own motivation and determinants that affect their event participation, and their own personal set of expectations that will determine their overall satisfaction. To achieve all of these expectations from thousands of individuals is an unattainable concept. However, ensuring that an event has more positive aspects than negative, can achieve a sufficient level of customer satisfaction that will increase the potential for repeat business.  
This report will be; defining an event, determining the potential typical customer and discussing the positive and negative elements that affected customer satisfaction. The event in question will be the 2017, Robbie Williams concert held at the Principality Stadium at Cardiff City Center.
[bookmark: _ov32wo9kwxwj]


[bookmark: _uabmlteuu5rh]The Event
The Robbie Williams event (2017), was a musical event which was apart of the stars worldwide Heavy Entertainment Tour. The Cardiff event was held at the Principality Stadium, which according to their online website (principalitystadium), can accommodate approximately 74,500 seated spectators (not including standees, security, and hospitality staff). According to Wales Online (2013), First Minister Carwyn Jones stated that,                 .	                                    .	                                                             .	"The stadium has set its sights on attracting high profile events of global .	.	.	importance which have attracted more visitors from outside Wales”.                                                                                                  As the Principality is the national stadium of Wales, some international tourists may have been attracted to this event for reasons other than to see the performer. They may have attended to have the opportunity to visit such a renowned attraction of Wales. 
This event is classed by Bowdin et al (2006) as a major event. A major event is one with a national profile, attracting significant numbers of local and international spectators. Major events such as this can attract a moderate level of attendance and media attention. Although this sized event is not as vast as a mega event, the precautions and measures set in place are very similar. This type of event needs an adequate amount of food and beverage provisions, security, and emergency services to optimise customer safety and satisfaction during their visit.
The purpose of this event is to promote the act to a potential new audience and to sustain the attraction it has to its existing typical customer. Funding for an event of this type generates from a mixture of private sponsors and governmental payments. After the event organisers pay wages to the act and all other secondary companies,(for example; audio/visual engineers, additional refreshment providers), the remaining profit is used to maintain the venue and host future events.

[bookmark: _cd6wl3ky7uq7]‘Typical’ Event Consumer
Due to this being a music event, the main demographic of people who are likely to attend are those who wish to pursue leisure in the form of musical concerts or festivals. These could be followers of the act or those who relish from the atmosphere that generates within a musical venue. It has been observed by Devine, D (2016) that “In Cardiff last year 617,000 people attended music events, including 293,000 music tourists”. This amount of locals and tourist attending musical events would have boosted Cardiff’s economy quite a substantial amount. With this money then being placed back into the music industry, this allows regular event opportunities to be available for their consumers to attend. This will increase the potential of maintaining the customer's interest.                                           
Robbie Williams was formerly a member of the English pop-group Take That. The typical consumer who attended concerts featuring Take That was usually those of a middle-aged demographic. As the band was formed in the 1990’s, the individuals who were once “screaming teenage girls following their every move” (Lewis, R 2017), would now be adults. Due to this, many of the current generation may have grown up being subjected to Take That’s music, and potentially became an admirer of the band themselves. This, along with his boisterous, bold behaviour, has given Robbie Williams a very wide age range of consumers who attend his now solo events.
	Another factor that could affect the typical customer is the time of year the event took place. This event took place during the summer. The Welsh Government believes that over 900,000 individuals visited the United Kingdom during the summer period (swansea.gov). This would result in a mass of tourists within the United Kingdom potentially having the desire to attend an event during their stay. With vast promotion and marketing, many of these tourist may have seen the Robbie Williams event being advertised and chose to attend.
[bookmark: _4z52w5ho8rb0]Customer Satisfaction   
Every individual has an intrinsic need to pursue leisure. It is then their personal determinants and motivation that affect their decision to attend a particular event. Such determinants could include; affordability, other attendees/companions, possible alternatives or constraints (time, accessibility, health). Backman, K (2017) defines motivation as, “the desire to get away from routine environment”. However, every individual's motivation can vary from another's. Once an individual has assessed these determinants and have decided to attend, they will then have an expectation of what they desire the outcome of this event to be. Van DerWagen and White (2010) have developed a list of elements that have been known to affect a customer's satisfaction during their visit to an event. Using an adaptation of this list, (seen in Appendix A), the elements of the Robbie William’s concert (2017) can be assessed for its impacts on satisfaction.                                                                                                          
[bookmark: _albxahezl2se]Security, food and beverage provisions, and toilet facilities: 
These elements of an event can be defined at the most crucial. Maslow (2013) theorised that there are basic needs that need to be fulfilled before reaching self-actualisation. This concept of fulfilling basic needs can truly establish whether a customer will be satisfied at an event or not. If these needs are not fulfilled, all other attempts to satisfy may become ineffective. 
[bookmark: _2cmygyf77n08]Security;
	The Robbie Williams concert was held recently after the Manchester terror attack at the Ariana Grande concert. This resulted in levels of security at the Principality stadium being highly increased compared to their regular security precautions. Armed guards/police officers could be witnessed at every stadium gate, and throughout the crowds of customers. Seeing the extensive number of police, especially those who were armed, could have made the customers feel uneasy and slightly intimidated. However, although unsettled, some may have found the abundance of security reassuring during the critical terror threat level that the United Kingdom was currently in. This also meant that there was extra fire and ambulance services based within and around the vicinity of the venue. 
[bookmark: _a53lguy9iuuz]Food and beverage provisions;
The catering provision provided were primarily very satisfying. There was a wide selection of food for the customer to choose from and were served by polite, friendly members of staff. The type of food served was also very accommodating of the venue. The majority of the food was small but filling portions that were served on small disposable trays. This allowed ease of edibility for seated and standing customers. There was also numerous different food service points throughout the stadium to accommodate the amount of people who attended, and minimise the length of travel customers needed to take. On the other hand the food was highly expensive, however many customers may have visited the stadium before, or have attended other musical events, and now expect this inflation of priced. There were also little choices for those with allergies or other health needs.
Alike the catering provisions, there was a wide variety of beverage provisions on offer. There was an equal amount of both alcoholic, and non-alcoholic cold beverages to provide for every type of customer and refresh them in the hot weather. However, due to the food and beverage provisions being served at the same places there were extensive waiting times. As seen in appendix B, some of the customers missed whole section of the performance waiting to get their beverages. This event was held on one of the hottest days in the United Kingdom that year. This meant that nearly every customer would be in dire need of water. Due to this necessity, the event did provide free water. However, the self-service stations were not refilled once the had been emptied. This resulted in customers having to wait in the food/beverage lines that were already quite extensive. This made customers question the safety of the event as it would have been easy for many to become dehydrated and possibly faint due to the extreme heat and no water.   
[bookmark: _mre8olkuc22l]Toilet facilities;
	The toilet facilities at this venue were relatively good considering how many customers they had to accommodate. Due to the stadium’s main purpose being used for sporting events, they have adequate facilities for large quantities of people based around throughout the venue. The facilities were clean and spacious. The queues to the toilet facilities were quite vast in the area surrounding the food and beverage provisions, however, the facilities that are based further away had steady flowing queues and little waiting time. 
[bookmark: _q2ikvsn5r55o]Suitability of venue:
The venue is located in the city center of Cardiff. This made for ease of access for pedestrians and had many surrounding restaurants/bars to entertain the guests before arriving at the stadium. As this venue is a renowned attraction of Wales, its location is very well known. This may have meant that many of the customers, especially local residents, would have had no issue locating the venue. Due to the venue being a tourist attraction, there is also ample direction signs along the motorway and other roads that would have allowed national/international customers to locate the venue parking with little problems.                                                                                               	The venue is equipped with an opening roof. However due to the threat level being on critical, for the safety of the act and customers the roof was kept closed. This did have an impact on customer satisfaction. Appendix C shows a positive review of the event. However, even this review commented on the heat that was caused due to this security precaution. As previously stated, the weather on that particular day was already extremely hot, and with weak air conditioning and a closed roof, this heat escalated during the event. To some customers this factor was ignorable. Anonymous even made the positive statement in appendix C that with the roof closed “it looked more like a giant arena than a stadium”. However, this positive outlook on the situation cannot be certain for all customers.
[bookmark: _ckzdwtdt78om]The Performance;
	The act that performed, Robbie William, is a very good investment from a business perspective. He attracts a wide variety of people of different ages, social types, and class. He is also a very enthusiastic performer who seems to make the crowd very energised. He incorporated a lot of audience participation into his act, for example; had a guest on stage and shot confetti into the crowd. Although the confetti did not reach the seated attendees, this seemed to make the standees very excited and elated to be apart of the performance. This type of performer usually generates very high levels of customer satisfaction. 
	The venue also assisted the event and performer by having no obstructions that would affect the seated customers line of sight. This was amplified by large screens that magnified the act and a half round, amphitheater-style of seating.

(More examples of factors that may have affected customer satisfaction, are commented on in Appendix A.)
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[bookmark: _t39ab9g9ybj2]Conclusion
In conclusion, customer satisfaction can vary depending on the consumers wants and expectations of an event. Although a business can supply an extravagant, upscale production of entertainment to try and boost consumers satisfaction, it can never ensure complete satisfaction for every attending customer. As supported in appendix B and C, a customer's opinion can greatly affect their satisfaction during an event. The reviews shown from the same event come from two opposing perspectives. Some customers can over look certain negative aspect to ensure their own enjoyment. However, some dwell on the negatives which generates an overall unsatisfying experience.
	This report also concludes that fulfilling basic consumer needs is a crucial element of a successful event. Although this event had a very enthusiastic act, and an abundance of other positive factors that contributed to many customers being fully satisfied, there were also negatives that in some cases may have negated this effect. Many of the negative aspects revolved around such needs as food and beverage provisions, and the health and safety of the customer. If these basic needs were tackled with a greater sense of importance and were carried out with more efficiency, (for example, a more efficient queuing system or ensuring all water stations were refilled), there would potentially be a greater chance of more customers being satisfied. 





[bookmark: _5fs5nsxnq8df]Recommendations
To address the problem with the heat, the venue would greatly benefit from investing in a better cooling system. This would minimize the risk of customers becoming dehydrated on very hot days when the stadium roof has to be closed. In addition, customers being incredibly hot and uncomfortable can decrease their mood, potentially making them more critical of an event. With more efficient cooling systems in place, the customers may become more comfortable and focused on the performance itself rather than the heat. 
Creating a rotation table in which one member of staff performs checks on the free water stations every hour, would increase the likelihood of customers visiting a station that is full. This would then increase the potential of every customer being able to access free water when needed. The queues at the food and beverage provisions would also decrease from this action, furthering the potential for satisfaction.  
To increase the satisfaction for seated attendees, such things like balloons and confetti could have been aimed to reach these customers along with the standing individuals. This would increase the chances of more of the audience feeling a part of the act.
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[bookmark: _c46cf580m71g]Appendix A: Customer satisfaction table adapted from Van DerWagen and White (2010)
	Event Satisfaction Criteria
	Comments

	Suitability of venue
	Large enough, city center, allowed pedestrians. Enough seats for elderly attendees. Well known arena. Tourist location.

	Parking
	There are car parks but very expensive. No designated area. Because of centeral location.

	Public Transport
	Constant buses and trains, drop off very close to venue, possible delays due to excessive need, could interrupt locals. 

	Security & emergency vehicles
	Usual on site paramedics and security for this venue, however additional police and ambulance services based close by due to high terror threat. (Guards with guns) Intimidating but we knew we were safe.

	Cooling and heating systems
	Lacking. Incredibly hot due to crowds and general weather. Couldn’t open roof due to high threat. Could have taken this opportunity to sell mini-fans-additional profit.

	Catering provision
	Good customer service but highly expensive, however this is normal for this type of event. High price is usually expected. Wide selection of food that was suitable for sitting and standing customers, small but filling portions. Numerous different food access points to accommodate the amount of people. However, would have benefited from separating the food and drink services to minimise queues.

	Beverage provision
	Wide variety. Kept cold which was refreshing in the heat. However, extensive waiting time. Many missed whole guest acts waiting for drinks. Free water was provided. However, self service stations we not refilled after first use. People had to wait in the regular food/drink queues. Due to extensive heat, this made for questionable safety as many began feeling faint. - Hourly water refills/checks. 

	Toilet facilities
	Surprisingly good, clean and decent sized, those by the bar’s were pretty busy with standard to substantial queues (especially female), however those slightly further away from the crowds had a steady flow of people.

	The performance - The act:

                                Staging:

       Audience participation:
	Good choice from a business perspective, attracted a wide variety of people (age, social types and class). Enthusiastic, got the crowd energised and elated.
Large screens to magnify the act for those further away. No obstructions. Clear line of sight for all due to half round-amphitheater style seating.
Had a guest on stage, shot confetti into the crowd however completely missed the seated guests. Entered the crowd on a prop. All furthered the guest experience, however, those standing and seated may have had two different experiences.
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@@OOQ Reviewed 21 June 2017
YYou let Robbie down!

As a regular attendee of the sporting and music events at the principality
the service is generally up to standard to cater for the masses of people
However tonight at the Robbie Williams concert | truly believe you let
yourselves down! | was disgusted by the service | received particularly at
the bar situated U26/271 An half hour gap between acts should of been
more than adequate to buy a drink but not tonight. Instead we witnessed
disinterested staff who quite happily let people push in, and even then
served everyone extremely slowly. As honest human beings we waited in
line, after 20 mins of not moving, a passer by told us our only chance of
being served was for someone in our party to skip the queue and push to
the front. We paid £50 per ticket and missed the best part of the first 3
Robbie songs due to the rubbish organization! Where was your barrier
system that is normally in place!?! Your staff were complaing that they
were short staffed, when four of them behind the bar should have been
more than adequate if they put their minds to it As a long standing
member of the hospitality service and as someone that has been offered
ajob in your establishment before, | would of been embarrassed to have
called myself part of your team tonight It just wasn't good enought
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Wonderful building.

This was my first time at the Principality Stadium, for a concert by Robbie
Williams. The size of the place is amazing! Because of the 30 degree
heat the roof was closed, and apparently there was airconditioning,
though it til felt very hot inside. So with the roof closed, it looked more
like a giant arena than a stadium, and | was very impressed by the huge
number of seats rising to a great height. The facilties were excellent,
plenty of toilets and bars, wide doors and passages, so there was no
crush even with 50,000 people leaving at the same time. | should love to
Visit the stadium again for another concert, when the roof is open. The
staff were very efficient and friendly, making entry quick and easy, and
there were toilets near the gates for people queueing. Altogther a great
experience, in a building which should be famous world-wide for its
design and efficiency.
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