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This report provides a comprehensive analysis of Ticketmaster's strategic leadership and management strategies using SWOT analysis. Ticketmaster is a dominating company in a competitive industry; strategic management is vital in sustaining its position to achieve its long-term goals. 

Despite the organisation’s dominance in the industry, it is facing scrutiny due to its dynamic pricing models and customer dissatisfaction reports. Combating these main issues is the first step towards sustaining their position. Seizing opportunities presented, such as global expansion, will aid the organisation in reaching its long-term goals. Expanding the company through the global market, in particular Asia, where the events industry is expected to grow. To address these challenges and embrace these strengths, Ticketmaster should implement transparent pricing strategies to rebuild customer trust and enhance website infrastructure to handle surges in demand.

 By addressing these areas, Ticketmaster can strengthen its market position and achieve and sustain their long-term goals in this ever-changing industry. 
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Strategic leadership is an innovative style of management that boosts productivity and innovation and streamlines processes within an organisation (Harvard University, 2022). Strategic leadership offers a holistic approach to an organisation's long-term goals instead of focusing on the day-to-day issues; it looks at the bigger picture to reach these goals more efficiently. It is the process of setting goals, making plans and taking action to help an organisation achieve its goals. Having a team of workers who are able to carry out daily choices will aid the organisation in the long term. Emphasising an organisation’s vision and values provides identity and direction for employees to zero in on its long-term goals. 

The strategic management framework is designed to combat Porter’s five forces that shape industry competition; this includes the threat of entry, the power of suppliers, the power of buyers, the threat of substitutes, and rivalry among existing customers (Gratton, 2024).  

Ticketmaster is a virtual global leader in ticketing services for live entertainment, sports, and events sectors. Although it is an American-made organisation, its services are available across 29 countries, making it the world’s largest ticket provider (Ticketmaster, 2024). Over the years, Ticketmaster has become renowned for its convenience and technological innovation, offering customers a seamless experience through its online platforms. The company operates in a highly competitive industry and faces many risks to its position in the market. Written by the CEO of Ticketmaster, this report sets out to highlight the strengths, weaknesses, opportunities and threats to the organisation’s strategic operations. Using the SWOT framework to critically analyse Ticketmaster’s strategic management approach, this report will offer recommendations for more effective strategies to reach long-term goals. 
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Ticket Master is clear with its long-term goals, on their business website, it states that “Working with our partners to envision the future of live entertainment is what drives our team. Building the technology and service to seamlessly connect fans with the events they love is our passion.”  (Ticketmaster Business, 2024). Michael Wichser is the chief operating officer of Ticketmaster, and his primary role is to “guide the company’s strategic vision and ensure alignment with critical operational objectives, overseeing areas including strategic initiatives and investments, finance, fan support, and human resources. He focuses on setting and delivering consistently high standards of excellence, positioning Ticketmaster to stay ahead in the competitive ticketing landscape” (Ticketmaster Business, 2024). This statement clearly describes their intentions with the organisation; it is evident that they have long-term goals that they wish to achieve. 
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Analysing the strengths and weaknesses of an organisation helps management understand external environments and internal proficiency that can affect the organisation's long-term goals (Osum, 2024). SWOT analysis can also identify weaknesses and potential threats to the organisation so that they can be addressed early on to minimise risks that could hinder success. Being well-informed of the organisation’s strengths and weaknesses can help reach long-term goals more effectively.
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1. Industry leadership and market dominance 

Ticketmaster is a well-established company in the events industry, many venues and artists choose their website to sell their tickets. According to Yale University (2022), “Ticketmaster currently controls over 70% of the market for ticketing and live events”. In 2010, ticket master merged with another established ticketing company called Live Nation to create a company that not only sells tickets but is also involved in artist management and venue ownership (Gastelum, 2024).  This merger means that Ticketmaster eliminated one of its biggest market competitors and the potential risk of rivalry between customers. 


2. Diversification of revenue streams 

In 2014, Ticketmaster announced the creation of their new ticketing strategy of re-selling tickets (Friedman, 2014). This was a great opportunity for the company that was seized as a part of its strategic management and company expansion plans. Approximately 1 in 5 tickets are re-sold online (MixMag, 2024), Ticketmaster adopting this strategy means that they are filling a gap in the market and creating new revenue streams for themselves. Due to their excellent brand reputation, customers are more likely to trust their services compared to other ticket resale websites. 
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1. Brand reputation 

In recent years, Ticketmaster has received excessive backlash for its dynamic pricing strategy. Ticket prices are dependent on a multitude of factors, including demand, timings and availability (Halliday, 2024). This means that for a high-demand concert, ticket prices will skyrocket regardless of the host’s intentions. For example, earlier this year, Oasis announced a reunion tour and ticket prices were set at £148 for a standard entry ticket, due to high demand, Ticketmaster hiked these prices up to £355 (Maidment, 2024). This is a consistent issue with Ticketmaster, which is causing fans to question their initiatives. As they are the largest company in the industry, clients have no other option but to sell through them. this means that fans have no choice but to endure this dynamic pricing.


2. Customer experience 

Ticketmaster has a history of disappointing fan experiences. From confusion over pre-sales to website malfunctions, the company has received negative feedback in the media. when a high-demand concert comes around, Ticketmaster is notorious for their website crashing. For example, in 2022, ticket sales for Taylor Swift’s Eras Tour concert began, and many fans were left empty-handed after queuing for hours on the ticket master website. Ticketmaster blamed this incident on a “historically unprecedented demand” for tickets, saying that they were improperly prepared for the influx of website visitors (Horton, 2022a). 
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1. Global market expansion 

Although ticket master is already available across 29 countries, expanding into markets in Asia will dramatically increase their net value. Music events in Asia are expected to generate $4.2 billion in 2024, and there is a projected market increase of 2.3% by 2028 (Statista, 2024). This is an excellent goal to set in order to reach the long-term targets of the company. With a high regional market for K-POP and the recent demand for its concerts in Western areas, introducing Ticketmaster to Asian countries will make ticket purchases more accessible to local fans (Ticketmaster Business, 2022). 

 In 2022, Ticketmaster announced the goal of acquiring Tai Ticket Major, the largest ticketing agency in Asia, to expand its global presence, although this hasn’t actually happened yet, plans have been made for it. This is an excellent opportunity for company expansion and further global reach. 


2. Sustainability initiatives 

With the rising trend of sustainable living, introducing sustainability strategies into the business could drive demand. Ticketmaster has already attempted to combat paper waste by introducing e-tickets via their app. However, there are still many ways that they can induce sustainable initiatives. Increasing advertisement for environmentally friendly events such as Glastonbury is an excellent way to do this. Other strategies could include incentives for venues that offer sustainable facilities such as water re-fill stations and recycling schemes. Offering these venues with reduced rates may increase the overall sustainability of the events sector. 
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1. Economic instability 

Since Covid-19, the events industry has boomed. However, in those few years of lockdowns and isolations, concerts and festivals were put on hold. This seriously impacted the events industry as a whole, and ticket masters took a hit, too. In 2020, a third of the industry reported a loss of £1m to £5m due to the pandemic (Eason-Bassett, 2023). If something on this scale were to happen again, it is right to question whether the industry could survive. The country's economic state also affects Ticketmaster’s revenue. Politics has a heavy influence on the financial stability of individuals across the world.  If people have little money to spare, they are not willing to waste money on event tickets.


2. Consumer backlash

As mentioned previously, dynamic pricing is a huge threat to Ticketmaster. Due to recent controversy, the backlash from artists imposes a threat on the company. Fans of these artists are paying thousands of pounds to watch concerts that should only be around £100. Musical artists such as Taylor Swift said, “It is excruciating for me to just watch mistakes happen with no recourse” (Horton, 2022b). With these big names expressing their dislike of the company, if these artists decided not to use Ticketmaster for their ticket sales it can cause a major loss in income for the company. 
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1. Address pricing strategy and improve customer trust 
Be up-front with ticket pricing. Instead of changing the prices depending on demand, set a medium-level price that will still make a profit but also remain affordable for the customer. This will avoid media controversy and increase customer trust. 

2. Invest in loyalty programmes 
Incentives for loyal customers of the company can increase customer satisfaction. For example, reduced rates or early ticket access for those who purchase regularly through the Ticketmaster website. 

3. Invest in technological advancements 
Upgrading the website will prevent fan disappointment when purchasing tickets. The current queuing systems and the website infrastructure are not suitable for large high-demand events. 

4. Enhance customer service 
Promote post-event surveys to identify and address struggling areas of the service. 

5. Promote sustainability initiatives 
Exclusivity of e-ticketing to reduce paper waste and only support venues that are environmentally friendly. 
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In conclusion, strategic management plays a critical role in ensuring the growth and dominance of Ticketmaster in the events industry. Implementing strategies that focus on long-term goals can help the organisation navigate challenges and take advantage of its strengths. Conducting a SWOT analysis on this company has made it evident that it is dominating the industry through its leadership styles. However, it faces many issues when it comes to customer satisfaction. Initiatives must be taken to improve this vital issue in order for the company to truly thrive. By fostering a customer-revolving approach, they can combat external issues and maintain its competitive edge.
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