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[bookmark: _Toc498271160]1. Executive summary
In this report, the event that is being focused on is the success of the match between Swansea City against Manchester United which turned out to be a momentous day. The event took place in the Liberty stadium Swansea for the significant Caraboa cup where both teams were competing to get to the next round. The report focuses on the importance of event satisfaction is and how this event was run. The report reflects on how the game started at the correct time and the whole experience ran placidly. The transport, venue and facilities were all at an excellent standard.
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2.Introduction
The events industry is large scale and accumulates around £40 billion every year for the United Kingdom. The most important thing in an event is the customers, so it is vital that organisers thoroughly plan events from a customer’s point of view. Bowdin et al (2011, p.g 17) states that an event can be defined as ‘an organised activity at a particular venue’.
There are many key elements to summarise the event satisfaction of the event for the Caraboa cup which is a major sporting event and attracts many spectators around the world. 

This report will go through the type of audience that attended, transport and parking, the arrival and how accessible the venue is. The event was marketed well and the facilities it provided were at a reasonable standard. The match gives people the opportunity to see what facilities are on offer, what kind of foods are available and to see how friendly the staff is. This event gives everyone and opportunity to support their team during the cup. The fixture of this game was Swansea city against Manchester United and statistics showed 20,083 attendees attended the fixture.
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3.Type of audience and marketing.
A typical attendee to a football game would normally range from 16+ to 50. When entering the stadium, observations showed that the typical attendee was male and the age ranged differed from 16 to 55. Bladen et al., nd (2012,p.g 235)  stated, ‘The crowds at sporting events are often made up of the groups of similar people, and a sporting event organiser should be able to identify these distinct groups using the principles of market segmentation’. Often football matches attract the same types of people and sporting organisers promote the football matches to target similar people. 
    
The attendee was made aware of this event by adverts on television, on the internet and by posters up around Swansea. Organisers need to market sporting events well to make is a success and to attract a big audience. They need to think about demographics, location and the interests of the people who may want to attend.
     
 Swansea is a university based city and many attendees were students who went along with their peers. Additionally, observations showed that there were a few children who attended along with their parents and grandparents. There were many local people supporting their team as Swansea is very community based city. 

[bookmark: _Toc498271163]4. Motives to attend.
Motivating attendees is a crucial part of an event. The attendance to an event could range from a variety of reasons such as the facilities it provides as well as the expectations of an event. Alexsen and Arcodia (2004) cited in Bowdin et al (2006, p.195) expressed ‘a theory related to ‘push’ and ‘pull’ motives that consumers seek change from routine and intrinsic personal and interpersonal rewards from visiting/ travelling to other environments’. Sporting events encourage crowds to attend to different environments and meet new people and make new friends. The pull factors are to seek a new experience and Sporting events are for leisure purposes for relaxation. The event is for excitement and an escape from everyday life.

[bookmark: _Toc498271164]5.The Event
5.1. Pre-event information.
Prior to attending this event, as seen from (appendix 1B), the attendee received an information page regarding the day of the game. This included information about parking and accessibility to the stadium and where car parks and other methods of transportation were available. Additionally, the accessibility for disabled drop off point. It gives information regarding opening times for the ticket office, phone numbers, emails and club shop opening times. There are maps on the Swansea city website showing the layout of the stadium and roads around it showing how the attendee can get to the stadium. on the ticket, it showed the layout of the stadium which guided the spectator to the entrance stand. 
     
[bookmark: _Toc498271165]5.2. Arrival
On arrival, Staff guided attendee to the right entrance in order to get the attendees ticket scanned. The process was quick and easy and ran calmly. The ques were very short on arrival, the ticket was scanned manually by the staff which made it quicker to enter the stadium. As Goldbatt (2008) expressed that the entry is very important to organisers and they must look at every aspect from the attendees’ expectation of arrival. By this the organiser can get different ideas of what to do for arrival and come up with a strategy to satisfy the consumer. It took less than 5 minutes for the attendee to locate their seat as the staff were very co-operative in guiding the spectator to their seat. 

[bookmark: _Toc498271166]5.3. Security
In major events, security is a crucial part of an event. After observations around the event, there were police officers and staff monitoring attendees and people around the event. Currently there have been many terrorist attacks and Bladen et al (2012) suggests how important it is for organisers to manage attacks. Terrorists are using different methods to attack major events to create fear amongst attendees. This can put attendees off from coming to events so it is vital that organisers make security a top priority for those who attend so they feel safe. The attendee was made to feel safe as there was police officers on horses and staff inside and outside the stadium observing.
    
During the game, there were stewards supervising the match making sure the crowd were in order. The attendee observed that there were more stewards situated on the away fans so that they could not cross over the barrier onto the home side. Getz (2005) backs this up by the idea that major events have bad crowd behaviour and abuse towards staff and giving other fans a bad experience. This can put off attendees from attending again so it is important that security is able to control crowd behaviour.
  
 At the end of the game, more stewards and police officers appeared so that no fans would invade the pitch and made sure both fans didn’t use any form of violence towards each other. 
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5.4 Venue and venue accessibility
The venue was convenient for the event as seen on the Liberty stadium website, the stadium holds 20,520 which was a sufficient amount for the attendance.  The venue is approximately 3 miles away from the city centre making it ideal for the attendee to get a taxi or any forms of transport making it affordable. 
 
When the attendee approached the liberty stadium, the attendee noticed that the stadium was very accessible to get into with ease through the pass gates. Inside the stadium there were lifts situated for disabled people so they could get to their seat. Additionally, on the liberty stadium website it states about the accessibility for wheelchair users and where the disabled toilets are situated. As shown on (appendix 2), the disabled access points around the stadium. Having a moderate size venue was ideal for this major event.

[bookmark: _Toc498271168]5.5 Transport, parking and the economy.
Transport and parking is important for event satisfaction; the attendee was aware of the parking accessibility on the game day. There was no parking in the stadium which made things difficult for some attendees who lived out of Swansea and didn’t know the area that well. From the evidence of (appendix 1A), there was park and ride available which was open 2 hours before kick-off and 2 hours after kick-off. This made sure attendees had plenty of time to park and get to the stadium in time for the game. This method was £10 per vehicle. Additionally, there was a park and walk which was a 5-minute walk and £6 per vehicle which was cheaper for the attendee. 
    
The benefit of making consumers to pay for parking means that the money helps the economy which may go towards making facilities better. The downside to using vehicles as a way of travelling means there will be more pollution which is bad for the environment. If it was £10 per vehicle and over 20,000 attended, this would benefit the economy by £200,000 on just one event. Hosting a sporting event can increase the communities image and therefore increase finances in the future. This event is through the public sector and can be seen as economic and social factors as it brings in the money for the economy.

[bookmark: _Toc498271169]5.6 Safety
When the attendee arrived in the stadium they were not made aware of the fire exits or if there was a fire, where the meeting point would be. There was no direction on where the fire exits were but only signs on the doors which were the fire exits. Maslow (1970) cited in the article Buning (2016, p.g 48), ‘human motivation is directed at the fulfilment of fundamental needs (i.e., physiological, safety, belonging,)’. This shows how people need to feel safe and there should have been more on the safety of the event of a fire. 
   
The attendee observed that the steps were very narrow and steep which could be potentially a health and safety hazard. Additionally, the entrance barriers were very tight making it hard to get through, so if a fire would have occurred this would also be a hazard as it would slow down the attendees trying to exit the building. There was no allergy lists or ingredients on the foods which could end up being a life threatening if someone had an allergy in one of the foods.
   
When the attendee left the stadium, walking back into the city centre was made difficult because there was no one stopping the traffic or directing where was the best possible route to leave. This made it difficult for the attendee to leave and additionally, there was not much lighting so it made it difficult to see where they were walking

[bookmark: _Toc498271170]5.7 Food and beverage.
In major events, food and beverage can be a key part for some customers satisfaction because they may not have eaten prior attending. Food was overpriced for which put off the attendee on getting any food. Shone and parry (2010) also give the idea that sometimes an event can hire casual staff in who do not have much knowledge in catering and do not have much training in this industry. This can be one reason why the food can be sometimes poor in stadiums and some staff have no knowledge on what allergies people may have.       
    
Considering the amount of people that were there, there was not enough staff or kiosks available as the ques were large and it made the attendee late for the kick off of the second half. 

[bookmark: _Toc498271171]5.8 Visitor experience
The event was a success and run placidly. The attendee was happy how everything ran smoothly and was satisfied with the staff. However, some attendees may not have been satisfied due to their teams’ result. The home fans were not as satisfied as the away fans as their team lost which would have given them a different perspective of the game. Hemmering (1997) cited in Bowdin et al (2011.p.g 240) describes ‘simple factors such as whether or not their team won or lost, or whether they had a good experience… will influence their success measure’. The writer believes that the staff made you feel welcome on arrival and they were all very helpful and friendly when asking questions. 
   
The night went as scheduled, kick- off was on time and there were not many big stoppages during the game. The stadium was a perfect venue as the stadium was nearly full so there was a reasonable number of seats and there was enough space to move about and get through the crowds. 

[bookmark: _Toc498271172]6. Conclusion and recommendations.
The match was an overall success and everyone in the match day programme had been covered and the majority of the attendees were satisfied with the match. The attendee believes the whole experience was a successful event and was left satisfied leaving. Getz (2005, p.g, 16) stated, ‘every such event is unique, stemming from the blend of management, program, setting and people’. By this, Getz suggests that every little detail of an event needs to be carefully organised to give the event more attention which attracts bigger crowds. 
  
 The stewards and staff were very helpful and friendly which made the night run smoothly and calmly. The match went to schedule to what the match day programme had been written meaning this suited everyone’s agenda. However, the entertainment could have been better, there was only music being played at the start so the music choice may not have been for everyone. They could have had a choir or some activity at the start while the players warmed up to entertain the crowd. The food was acceptable however it was expensive and there were also minor errors where allergies were not labelled with the ingredients. 
    
The main aim of the event was to create an enjoyable environment so that everyone can enjoy watching and supporting their team play football and so attendees would be happy to come again. Hinch & higham (2005, p.g 496) cited in the article Insun sunny (2016) emphasise ‘sport events have been considered as providing authentic experiences as the provide different experiences every time’. Event experience is important to the consumer and it gives people a new experience which attracts attendees to sporting events.
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 8. Appendices 1
	1A) 
Accessibility of the venue.
(parking, disability access, transport, ease of booking tickets)

	The venue had no match day parking available at the stadium on the day. However, the attendee was given information about this before the event so you can arrange other ways to attend the match. There is a park and ride available 2 hours before kick-off. There are buses running from the town centre to the stadium and after the game there was also buses running to the train station for a small charge.
There was a drop of disability spot outside the stadium making it convenient for disabled attendees and the staff were very helpful on guiding attendees on where to go. Additionally, booking tickets was accessible on the Swansea city website where the tickets were at a reasonable price.

	1B)
Information prior the game.

	 The tickets for students were £15 each and normal tickets were priced £20.There was information prior the game via the Swansea city website and a card through the post which had information regarding the match day. This information stated parking, disability access, food and beverage, payments whilst at the stadium, postcode and travelling information. This was very useful for the attendee as it was very helpful on decided on which transport to take and what type of money to bring.

	1C)
Arrival
 (Directions, signs, maps or staff directing you were to go.


	On arrival, there were signs arrowing the right direction to help attendees towards the stadium. The attendee arrived by taxi, these signs guided the taxi towards the stadium where the attendee could exit the vehicle safely. Once exited, staff guided which gate to go through in order to get your ticket scanned. The ques were short and it took less than 5 mins to enter and get directed to the allocated seat. Once the attendees entered the stadium, staff were there to guide people to their seats and to point you in the right direction. Staff were very helpful and this made the attendees very satisfied.

	1D)
The cleanliness of the venue


	The venue was majority clean; however, the toilets were messy and not very clean. The toilet facilities were not checked regularly and there was a lot of litter on the floor. By the food and beverage, the stadium was clean and there was very little litter. By the seating, when arriving into the stadium, the grounds were clean. By the end for obvious reasons, there was litter around from the attendees. 

	1E)
satisfaction of the staff


	The staff were very helpful on the evening. There was a lot of staff about to help and there were more than one stewards on each gate making in quick to get through the gate and into the attendee seat. Outside the grounds, there was also staff guiding the attendees to the right entrance 

	1F)
Facilities


	There were toilet facilities located near the stands which made it convenient for the attendee.

	1G)
Food

	The food was very expensive and overpriced. This put some attendees off in purchasing anything during the game.

	1H)
safety

	During the match, the attendee was made to feel safe as stewards and police were located inside and outside the stadium. During the game, stewards were located at each gate, and at the front. Additionally, there were extra stewards on the away fans stand and barriers to stop the crowds mixing.

	1I)
Value for money


	The fixture was run placidly and everything run on time. Entry was smooth and ques were short. Once in the stadium there was music being played and videos of previous games and adverts being played on the big screen providing entertainment for the attendee.
Additionally there was half time entertainment for some of the crowd as there was a shoot-out competition. Furthermore, the tickets were reasonably priced and students half £5 discount. So, the attendee was satisfied for the value of money.

	1J)
Customer satisfaction
	The attendee was left satisfied with the event as it all went to plan and everything run on time. However, some customers may not have been satisfied if their team lost.

	1K)
Location
	The league cup match was in a good location as it was not in the city centre so the roads didn’t need to be closed or heavy traffic near the centre. It was in walking distance from the centre so it was made easily accessible for the attendee and others who wanted to walk. Also there were car parks around near the stadium and buses so the location was accessible for everyone.

	1L)
Merchandise
	As attendees walked around the stadium, there were match day programmes being sold and scarves for people to purchase. However, there was limited amount of merchandise on the night as the club shop is in the city centre.



Table 2 is a checklist from the event.

[bookmark: _Toc498271175]

Appendices 2

[bookmark: _Toc498271176][image: ]






















Fig. 1 shows the map of the stadium and disabled access points. This was taken from the Swansea City website.
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