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Observational Checklist
1 – Strongly disagree             2 – Disagree             3 – Neutral             4 – Agree             5 – Strongly Agree
	
	1
	2
	3
	4
	5

	Engagement
	
	
	
	
	

	Staff were knowledgeable and engaging with customers
	
	
	
	
	

	People posted about the event and engaged with your social media platforms
	
	
	
	
	

	Customers were always occupied, either driving or observing others (all part of the experience people want)
	
	
	
	
	

	Nobody left the event without participating in the event
	
	
	
	
	

	
	
	
	
	
	

	Customer Satisfaction
	
	
	
	
	

	People posted their satisfaction of the event on social media platforms and review sites, during and after the event
	
	
	
	
	

	There were no complaints from customers during the event
	
	
	
	
	

	Staff praised by guests after the event
	
	
	
	
	

	There was a low customer waiting time
	
	
	
	
	

	Event started when expected and ran for the expected length of time
	
	
	
	
	

	Everybody left the event having had the experience they had purchased
	
	
	
	
	

	Facilities within walking distance
	
	
	
	
	

	
	
	
	
	
	

	Atmosphere
	
	
	
	
	

	Sound levels adequate
	
	
	
	
	

	Set up was appropriate
	
	
	
	
	

	Social interaction with others
	
	
	
	
	

	No problems arose
	
	
	
	
	

	Customers were greeted well and treated with respect
	
	
	
	
	

	Staff get to know customers by name – makes the experience more enjoyable
	
	
	
	
	

	
	
	
	
	
	

	Motivation
	
	
	
	
	

	Cost was appropriate 
	
	
	
	
	

	Numbers were kept restricted, so it is safe and runs smoothly
	
	
	
	
	

	A status event was well run
	
	
	
	
	

	Offered a unique experience for attendees
	
	
	
	
	

	Facilities/Café close by
	
	
	
	
	

	
	
	
	
	
	

	Participation
	
	
	
	
	

	Information provided beforehand was informative and useful
	
	
	
	
	

	Key information is given in briefing and again by members of staff, so you are fully aware what is to happen on the day
	
	
	
	
	

	Facilities and activities at event inclusive for people with disabilities
	
	
	
	
	

	Safety hazards were adhered to – Safety marshals were also onsite
	
	
	
	
	

	Covid-19 regulations were being adhered to
	
	
	
	
	

	Offers people something different, allowing them to escape their normal lives
	
	
	
	
	



Script
Slide 1 – 
My name is Rhiannon Gratrix, and I am here to pitch to you, the management team for PSR Experience, an overview of how my experience at your track day event went. 
I will be discussing customer engagement, experience, and satisfaction as well as customer participation.

Slide 2 –
I visited the event at Llandow circuit on the 7th of November 2021 and was pleasantly surprised.
The event is held for entertainment and economic purposes. 
From attending the event I found the company’s primary aim is to produce funds to expand, this is done with the objective to offer customers an event they enjoy and want to attend again.
PSR Experience run supercar track day events where people can drive or be a passenger in a large variety of different supercars. 
This is a niche type of event within the event industry and therefore large-scale events are not run although this is something to consider expanding towards as the larger the scale of the event, the larger the impacts (Bowdin et al, 2006). 

Slide 3 – 
Prior to the event I produced a checklist with the intentions to complete it to evaluate the overall experience, consumer satisfaction and engagement levels for the event.

Slide 4 – Customer Satisfaction
Customer satisfaction is a key building step to developing consumer relationships (Kotler et al, 2020).
A customer’s satisfaction at an event can be judged and influenced in many ways.
I monitored it using social media and observing customers interaction with the staff.
From monitoring customers posts on social media and review websites around the event I found that people were very satisfied with the event, Mandelle, 2021 said on TripAdvisor that she had “an amazing day out” highlighting that they were unable to select a favourite staff member “as they were all great” and stated that despite the day being “busy”, “everyone’s experience [was] special”. 
From this review we can see, the event ran smoothly and effectively which produced high consumer participation and satisfaction levels.
By monitoring customers interaction with the staff, I discovered there were no major complaints from customers and many members of staff were praised throughout and after the event, showing that customers were satisfied with the event.
And people experienced from the event what they expected, everything ran when customers were told it would which would increase customer satisfaction as they were not kept waiting.
 Finally, facilities being close meant customers were more satisfied as they would miss less of the event. 
Facilities being close also helps those with disabilities too and ensures the event remains inclusive. 

Slide 5 – Customer Engagement
It was reported that nobody left the event without participating in everything they intended to at a minimum which shows that everyone engaged very well.
I looked on social media during and after the event and I found that people were sharing and engaging with your social media platform. 
This is a positive thing as it shows the customers are satisfied and engaged with the event enough to want to share with others.
At the event I saw that customers were almost always occupied either observing the cars or driving a supercar themselves. 
Staff were engaging with the customers and by having these knowledgeable and approachable staff you increased the customers engagement and overall satisfaction as they were much more likely to approach and ask questions as they were comfortable.
Engagement levels at the event were high. This resulted in the overall events having a high customer satisfaction level.


Slide 6 – Motivations
The motivation to attend an event is a psychological subculture targeted in the marketing of an event (Kotler et al, 2020)
According to Crompton and McKay (1997) cited by UKEssays (2018), event managers should fully understand what motivates attendance to events to offer a better service to them. 
I felt your event ran with consideration into what motivated your target demographic.
 A big motivator for people at current is cost, if the cost is appropriate, it will attract good reviews. 
In this case I was satisfied that this event was appropriately priced as although it was not in everyone’s price range it was appropriate for the type of luxury event being offered.
Another motivator for these events would be the number of attendees, with current covid-19 regulations people would feel safer if numbers are kept lower, so I was happy to discover that the assigned slots in place at your event ensured you were not in direct with many other customers during the event. 
From my experience I felt that the number levels were kept at a safe level for the environment the event was held in.
Some people are motivated to attend these sorts of events to improve their social status, this event offered a luxury experience that would have a positive influence on a person’s status. 
The event was also unique which is something desired at current, as people move away from mainstream and towards niche brands and events (Kotler, et al 2017).

Slide 7 – Atmosphere
I then looked at the atmosphere of the event. 
Firstly, I considered sound levels at the event, it should not be too noisy, but attendees do want to hear the noise of the supercars as it is a part of the experience. 
After consideration I felt the sound levels were adequate for the area and event as it was loud enough to be enjoyable, but you were still able to communicate with staff and customers without any issue.
Another factor was the set-up, 
I found that the set up was adequate although there was room for improvement in a few departments. 
For example, sign posting is necessary to a higher standard as some people got lost on their way to the venue and check in. 
Interaction with others is something people look for after a long period of isolation (Solaris, 2011). 
Despite numbers being restricted, guests are still able to socialise with one another during the event. 
Having this engagement with other customers created a very positive atmosphere at your event making it more desirable to attend again.
During your event it is important that problems are kept to a minimum and if they do arise, they are dealt with professionally and quickly. 
From what I observed during your event it was made apparent that your staff are well informed on how to correctly handle any issue. While I was in attendance a vehicle had complications and was removed from the circuit leaving the customers expecting to drive it disappointed. 
However, your staff approached the customers in a great manner and offered them a brilliant alternative to drive. 
This was an excellent way to handle the situation and maintain a good atmosphere. 
The way customers are treated by members of staff has a large impact on the atmosphere at an event. 
For your event the staff were well mannered and treated guests with respect.
 Upon arrival we were greeted nicely and throughout the day staff began to learn our names which made the event personal and more enjoyable. 
These personal touches are simple but really boost people’s moods improving the atmosphere.

Slide 8 – Customer Participation
For this event participation levels according to Roughan 2021 were between 100-140 people. 
My observational checklist highlighted four main factors for this.
Firstly, the information provided about the event, it must be informative and useful for the customer. 
If people are informed, they are more likely to enjoy, and good information beforehand ensures a booking for the event and no confusion on the day of the event.
 People relax more when they are aware what is going to happen so good information is crucial.
The safety restrictions influence participation, people are much more likely to participate if they feel safe, so I was glad to see the event run by PSR Experience was Covid-19 safe as the restrictions were strictly adhered. 
All safety hazards were monitored and for extra precautions there were safety marshals onsite to ensure everybody remained safe.
Another thing influencing participation is how inclusive the event was for those with disabilities. 
The fact they are inclusive offers an experience people may not be able to do otherwise. 
Therefore, there is a higher participation level.
The opportunity to do something a little different was also a big factor attracting people to this event as it allows them to escape their normal routine.

Slide 9 – 
The typical consumer market for this niche event is found to be predominately males aged between 15 and 55. 
Despite research into this being done by the company there is no definitive answer as to what income bracket the event consumers would fall best under.
From my visit however I was certain that this demographic was the primary consumer at this type of event.
From data collected while I was attending the event, I saw that best efforts are being made to ensure customers’ needs are being satisfied. 
The target demographic does not require as much as the female demographic demand when looking at value for money although the company did ensure everything was provided to ensure a great experience was had.

Slide 10 – 
Having these types of events in Llandow really helps the small private sector businesses in the area such as the café, track owners and local hotels and bars. 
The event can increase their incomes as they have a much larger footfall due to the event, especially the café that is onsite. 
Companies such as Groupon and Track Days also benefit from these events as they receive a cut from the sale of the vouchers for the event. 
Commercial sector organisations will not receive much as a result of the event and neither would voluntary sector organisations, although small donations are sometimes given to charities.

Slide 11 – 
PSR Experience already hold several events throughout the year although from engagement and satisfaction levels and the customer participation levels, I do feel that there is a target market for many more events annually.
I found that the customers overall experience at the event was a very positive one. People received the event they were promised and were treated with respect by knowledgeable staff. 
The site was perfect for the event and helped the event be inclusive. The company planned well with booking slots for people and their chosen cars beforehand to ensure there were not any large queues.
People seemed to be enjoying despite the cold weather. My overall observation of the event was that it was a huge success.
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