





THE EVENT EXPERIENCE





 
Executive Summary
The purpose of this report is to analyse a festival called the “Fiestas de la Magdalena”. This festival is held in Castellon de la Plana. Castellon de la Plana is a city found in the north of the Valencian Community and in the east of the Iberian Peninsula. 
In these report, the elements that were examined were parking and public transport, cleaning services and toilets, safety security and health services, tourist information, gastronomy and advertisement and marketing. 

In the investigation, it could be found that the government of Castellon expanded the timetable for public transport, cleaning services cleaned the city every morning and outside each Gaiata (the Gaiatas are the festive monument of the “Fiesta de la Magdalena” and as we say in Castellon “a Gaiata is an explosion of light without fire or smoke”) public toilets were installed. 
In addition, security services were increase compared to previous years. Furthermore, the customer had a great variety of places to choose in order to get food. Advertisement and Merchandising were done via the local radio and TV and as well it was advertised in Paris and in Fitur (International Tourism Trade Fair).

To conclude with the next recommendations were made in order to improve the event. Advertising the festival via social media and the internet, promote the city internationally and increase the cleaning services 
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Introduction

Nowadays, the event industry is becoming increasing popular and this can be reflected in the number of people who attend this type of events. In the 21st century, there is a huge variety of festivals in which a person can attend. Therefore, it can be said that competition exists due to the fact all of these types of event want to provide the most exciting experience for the consumer. 
In order to do this, the stakeholders should provide an analysis of the effectiveness of the event and how it contributes to customer satisfaction. This report focuses on an event called the “Fiestas de la Magdalena”. The author assisted with this event and provides a checklist to analyse how the festival is executed and considers how this can be improved.  


1.1 What is the “Fiestas de la Magdalena”? 

The “Fiestas de la Magdalena” are the festivities for the foundation of Castellón de la Plana, in them the origins of the city are commemorated, remembering the movement of the population from the Magdalena hill up to the fertile plane in 1251 (Ajuntament de Castello Turisme, 2017). These festivities are declared “Fiesta” of International Tourist Interest since 2010. They have a duration of 9 days and the start date is the third Sunday of lent. Therefore, they do not have a fixed date in the annual calendar, due to the fact Lent (a religious catholic festivity) does not have it either. This festivity has a distinguishing element with regard to the celebrations of other villages and cities. Castellón does not celebrate in the “Fiestas de la Magdalena” to its patron, as it is often the case, but it commemorates its origins as a city, it does it with a series of traditional and fixed acts during the week (“Pregó” parade, Penitents parade, “Gaiates” parade…) The main day of the “Fiestas de la Magdalena” is the first Sunday. On this date, the “Romeria de les Canyes” (Pilgrimages of the canes) is held. In this act the inhabitants of Castellón reaffirm as a village (Cuentatuviaje.net, 2016).




1.2 What is a Gaiata?  
The Gaiatas are the festive monument of the “Fiestas de la Magdalena” and as it is say in Castellon “a Gaiata is an explosion of light without fire or smoke” (Palanques Garcés, 2017). Also, these monuments are usually about 19 feet high and it reminds us to the latterns that the inhabitants of Castellón used to find their way to plane, as it has been said before. In addition, these term is used to describe the different sectors into which Castellón is divided, currently there are 19 committees. Inside the Gaiata, the highest positions are the President, the Maid of Honour, the infant Maid of Honour and the infant President. 

1.3 Event type 

The event describe above can be classify as a cultural event. A culture event can be described as any act that involve mainly any art field or customs of a region (Eventbrite, n.d.).

1.4 Categorization by size 

This event can be classified as a Hallmark event. According to Ritchie (cited in Hall, 1992, pg. 2), the standard definition of these types of events are:
major one-time or recurring events of limited duration, developed primarily to enhance the awareness, appeal and profitability of a tourism destination in the short or long term. Such events rely for their success or uniqueness, status, or timely significance to create interest and attract attention
in other words, it is an occasion where the attraction has been linked to a place and it cannot imagine this event taken place in another city. 

1.5 Industry context 

The industry contest in the “Fiestas de la Magdalena” is public, the city council pays for the festival with the public taxes from the population of Castellón. Although there is some participation of private enterprises for example: the ambulances, the city council does not pay this enterprise directly. In exchange for their services, the city council allows them to put pubilicity in the local TV and in the program for the “Fiestas”.  

2.0 Identification of the typical event consumer 

The typical event consumer of the “Fiestas de la Magdalena” is suitable for all audiences. In Magdalena, there are activities for everyone, for example: there are theatre performances for children and adults, fireworks for all the family, FAMM (Animation Festival and Music of Magdalena), Dj festival nights for the teenagers and so on. Furthermore, the majority of the events are public so you do not have to pay to attend them although you will need to pay for the food or to access some events for example: bullfighting. 
In 2016, 519,733 foreign tourists chose the province of Castellon as their principal holiday destination. These tourists realized a total of 6,7 million of overnight stays and they spent a total of 416.3 million euros. In addition, this year the was a growth in the amount of tourist volume (42.2%), the number of overnight stays (23.3%) and the total expense (16.4%) (Generalitat Valenciana Turisme, 2017). The French tourist are those who most visited the province of Castellon and the Italian tourist are those who less visited the province (Generalitat Valenciana Turisme, 2017), (See appendix D).

3.0 Customer Satisfaction 
 
3.1 Definition  

According to Nigel Hell et all, “customer satisfaction is a measure of how your organisation’s ‘total product ’performs in relation to a set of customer requirements”, in other words, customer satisfaction is the criteria that the enterprise uses to evaluate if an event has been successful or not. 

3.2 How to measure customer satisfaction?

If an enterprise wants to measure how successful, their event was they would need to measure two variables. The first variable is the expectation part and the second variable is known as satisfaction part. In other to achieve the terms described above, first it is needed to identify our customer requirements (HILL, Brierley and MacDougall, 2003), in other words, it is important to distinguish what our client considers necessary and what they expect from us.  

4.0 What influences customer satisfaction?

Customer satisfaction is influenced in many different ways. First of all, the stakeholders need to guaranteed that the physiological need (food, water and shelter) in Maslow’s Hierarch are accomplish. Then we need to guaranteed security, if there is not any security then people will not want to come. After completing security, we need to make sure that the customers feel part of the group (Sportus,2017) and that they belong here then they would like to come to this event more often due to the fact they will feel like home. 

4.1 Experience 

As a personal experience, it is important to say that the stakeholders need to make sure that Maslow Hierarch of needs is guaranteed if it is not guaranteed then people will not want to come to the event. In addition, if the people are kind then there is a greater chance that the consumer will recommend other people to come to any festival or event. 

5.0 Parking & Public Transport 
The first aspect that influences customer satisfaction is transport. If there is not any transport, people will not be able to come to it. Therefore, the government will need to arrange public transport due to the fact we need to make sure that people can come to the “Fiestas de la Magdalena” (Shone and Parry, 2010). In order to achieve this, the government of Castellon decided to expand the timetable for public transport so that people can use them instead of using the car. 
Another aspect will be to make sure that there is sufficient parking in the city due to the fact some people prefer to come by car rather than using public transport. In addition, these days the city becomes overcrowded and this means that may be the transport can be delayed because there is traffic. 
   




                                                                                                                                                                                                                                                                                                                                                   
6.0 Toilets & Cleaning Services 

The second aspect that influences customer satisfaction is the cleaning services and toilets. In a festival, the state holder should provide cleaning services before, during and after events (MENA, 2013). In addition, this festival takes place in the outdoors; it is recommendable to have at least five portable toilets in every “Gaiata” (MENA,2016). The cleaning services clean the streets every morning, however it will be recommendable to increase these services due to the fact the city becomes overcrowded and we want to impress the audience so that they repeat next year. 

7.0 Safety, Security & Health Services 

Safety and security is a crucial to an event such as this. The “Fiestas de la Magdalena” is a there but can present negative perceptions/anti-social behaviour. At this event security personal were clearly visible and effective (see comments in checklist, appendix A). In addition, since 2016 people could see an increase in the police presence due to the fact 
Spain is current at level four out of five the terrorism threat level (NAA, 2017). According to el País, a newspaper in Spain, this country raised the terrorism threat level from three to four out of five since the end of June 2015. 
In addition, it is necessary that the medical personnel and the organisers of the event need to be aware the following tips (Tarlow, 2002, pg. 111-115): 
Life goes on during on during the special event. 
Obtain extra personnel. 
A pair of EMR (Emergency Medical Response) team present through the event. Remain in state of alert until the event is over.
The health personal needs to have pre-set guidelines so that it can determined the order of medical attention. 
Have a coordinated ambulances plan. Ideally have two ambulances placed in the event. Furthermore, it would be necessary to place the ambulances into a strategic entry and exit due to the fact it needs to arrive as soon as possible to the hospital. 
Keep a record of those who do not accept medical help. 
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                         
8.0 Tourist Information 
The week of the “Fiestas de la Magdalena", the tourist information office handed out two different types of programs. The first program was printed in Spanish and Valenciano, the two co-official languages of the Valencian community. The second program was printed in English (see appendix B). In addition, during these dates the tourist information office remained opened. 

9.0 Gastronomy 
During these festival, people could choose between the variety of food serve, due to the fact people could go to a local restaurant to have lunch or dinner. Also, they can eat in the different degustation mesons or they can eat in the gastronomic market. 
In addition, the gastronomy is one of the basic needs from Maslow triangle (see Appendix C) and an event should provide food due to the fact it will satisfy people who come to the event and it will motivate people to come (Sprouts, 2017).
10.0 Advertisement & Marketing 

The last aspect that influences customer attendance is advertisement and marketing. 
Advertisement is an advert, a picture, a short film etc… that tries to persuade people to buy a product or service or a piece of text that tells people about a job (Cambridge dictionary, 2017).
Marketing is described to be the action of promoting and selling products or services (Oxford Dictionary,2017).  
Advertising and marketing is important due to the fact it allows the company to truly understand the market and the costumers needs (Leventhal, 2005). In addition, it is said that advertising is the only mechanism that the business can control. Furthermore, it adds credibility to the massage that the business is trying to give. Another reason why advertising is important is that it creates awareness between the population.   
In order to expand the market, it will be recommendable to expand the market by promoting it online. One way to do it can be launching an advert in different social media. Another recommendation that needs to be done is to raise the awareness of Castellon because many people outside Spain don’t know where the city is located. E-marketing is the process of advertising and selling their services via the internet (Cambridge,2017). 


11.0 Conclusion 

To sum up all the points express above, the “Fiestas de la Magdalena” is a cultural festivity that commemorates the origins of the city and it starts the third Sunday of Lent. The festival celebrates its culture and it can be classified as a hallmark event because this festival has been linked to the city and it is impossible to imagine this type of event in another city. 

In addition, it can be said that the festival was well organised due to the fact it provides the basic needs found in Maslow’s hierarch and the organisers try to provide an unforgettable experience to the visitor. The festival had great things such as: the expansion of the timetable of public transport, the security was excellence, they offer food and help in the tourist information. However, advertising and marketing was a week point due to the fact people outside Spain don’t know where the city is located. In comparison to other cities such as: Valencia they still need to improve. 
Recommendations: 
Advertise the festival via social media and the internet. 
Promote the city internationally to expand the market. 
Increase cleaning services 

















11.0 Appendices 

Appendix A
Events Satisfaction Criteria	Notes/ Comments
Parking & Public Transport	The local government expanded the bus and the tram service time table. In addition, people could make the choose if they wanted to park in the streets or they could park their vehicles in the car parkings.  
Toilet & Cleaning Services 	The local government placed some public toilets so that people would use them instead that using the streets to urinate. Although, it could be said that these toilets were not very clean. 	The cleaning services cleaned the city every day, the garbage trucks picked the rubbish every day and the cleaning trucks cleaned the streets every day. 
Safety, Security & Health Services (Policeman & ambulances) 	The security and health services were increased due to the fact many people attend to the “Fiestas de la Magdalena” and the responsible do not want anything bad to happen. 	The health services were seen in every event ; ambulances could be find near the activities that required so such as: fireworks, “Romeria” and so on 	Policemen were seen at every act and as well there were some policeman dressed in civilian clothes. 
Tourist Information 	The tourist information was open during the “Fiestas de la Magdalena”. Also, the tourist information had printed the program in different languages, the languages selected were Spanish, Valenciano (local language) and English. 
Gastronomy 	People that attended the festival and wanted to eat they could either go to a restaurant or they could go to eat in the diverse mesons, gastronomic market and food trucks. 	People had to pay in order to get food. Food restaurants were able to sell their products in the degustation meson of tapas and beer or in the gastronomic market. 
Advertisement & Marketing 	The “Fiestas de la Magdalena” was advertised via the Spanish radio and local TV although we can say that the organisers could search for new ways to advertise this event for example: social media, internet etc… In addition, the event was advertised in Fitur (International Tourism Trade Fair) and as well, they promoted themselves in Paris due to the fact Disneyland Paris invite them to promote themselves in the 25th Anniversary. Although it can be said that the festival is more advertise toward the local people rather than tourist, this means that the government of Castellón is missing marketing opportunities due to the fact not a lot of people outside Spain know where is Castellon. 		


Appendix B
Programme for “Fiestas de la Magdalena” 2017
 https://drive.google.com/file/d/0B5GrARymwXd_REF6aWREZnpnZTQ/view 
Appendix C





Appendix D
Report of the evolution of the tourist activity of Castellón province done by the Valencian Community.  
http://www.turisme.gva.es/tcv/tcv2016/3-Castellon_2016c.pdf
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