


[bookmark: _Toc497408967][bookmark: _Toc498005917]Executive Summary

The purpose of this report is to measure and explore the satisfaction levels met by the organisers of an event to improve the quality of further events and increase the likeliness of future customers. The information for this report has been gathered by creating a satisfaction criteria table loosely based around information found on EventImpacts.com and recording the findings whilst at the event. Overall it is found that good quality marketing may result in a sell out event, however over selling tickets can cause over crowding problems that may have detrimental effects on future events. Over population of the venue posed safety risks and also made for unfavourable queues. Nevertheless, well planned entertainment and décor carried the event through. It is recommended that in future events, the organisers stay true to the venue capacity to ensure customers are comfortable and the venue is not over crowded and possibly send out customer questionnaires to gain valuable feedback.
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1. [bookmark: _Toc498005918]Introduction
[bookmark: _Toc497408970]Customer satisfaction is a significant factor to evaluate in the events industry for it can largely assist in helping create a better dynamic at future events. The aim of this report is to explore the different features required to organise a successful event experience and keep visitor numbers high. The event under analysis is a well known, local dance music event located in the centre of Bristol known as ‘Rumble in the Jungle’. The event consisted of many DJ’s playing in multiple rooms whilst being part of an all round immersive experience. In this report, a target audience will be determined and in which way it is suitable to market the event to them. Additionally, the venue’s facilities and security will be reviewed with recommendations made at the conclusion. The 12:34 production team are known for their multi-genre, award winning organisation, management and decoration therefore making Rumble in the Jungle an interesting event to analyse. 

2. [bookmark: _Toc498005919]Marketing

2.1-
Marketing is an important stage for any event and without it the organisers would fail to develop the recognition they require to gain popularity. For the event in question, this crucial step was met by creating an eye catching, jungle themed poster which was posted around the city (see appendix C), drawing in the attention of customers and giving an insight to the general theme. They then also made sure there were daily reminders made over social media by posting things such as, line up releases and competitions to win free tickets and merchandise; a clever incentive tactic put in place to gain more attention to the event.
2.2-
Attendee needs and motivations (Torkildsen, 2005) can be used to attract an audience through marketing, one that is especially effective when targeted towards students. A crucial time to be sociable, the customer wants to meet new people like themselves and feel as if they belong. The diversity of events such as the one in question, welcomes people to try a new experience without being judged. 
2.3-
It was discovered on social media that there is no designated area for customer feedback. A valuable tool for both the organisers and the attendees. This is a problem as there’s no healthy discussion between both individuals which would be beneficial for altering future events to be more suitable.



3. [bookmark: _Toc498005920]Tickets

3.1-
Although this event happens to attract visitors from around the country it is mainly targeted towards the residents of Bristol. According to Bristol City Council (2016), ‘35,638 students now make up 8.3% of the total population of Bristol.’ With this event aiming to entice the 18-30 demographic, it makes it well suited to the number of students living in the area. Low priced tickets were sold online through a tiered system, the low-cost prices targeting the desired customers and completely selling out, including an additional 100 tickets also sold prior to the event. 
3.2-
The ease of buying tickets online has had a large impact within the events industry, one that has made it not only quicker and simpler for consumers but also more profitable for the organisers. The tickets are at the customers fingertips making it much more of a temptation, especially when as mentioned in the previous section, the consumer does not want to miss out on the opportunity to socialise with friends.  
[bookmark: _Toc497408971]Online ticket sales make for a simpler format as they now come in the form of e-Tickets. This is advantageous over paper tickets in many ways, meaning checking tickets has become a lot quicker for the venues with the help of verification scanners, this resulting in shorter queue times. It is also a lot harder for people to enter an event without having a valid ticket, this helping to keep the full profit with maximum capacity. 

4. [bookmark: _Toc498005921]Venue

4.1-
Lakota is a popular venue in the city centre that has been open for 25 years and is well known amongst the students of Bristol and avid club goers. It’s a multi-floored venue with many rooms creating a unique atmosphere. Considering the 1,200 person capacity and as mentioned in the previous section, the event had sold out completely and the organisers sold an extra 100 tickets. This in result, made the venue over crowded, but even still, many more people were hoping to attend the event. 
4.2-
Tum et al (2006) cites Wild (2002) by stating ’the uncertainty of demand and how the existence of a stable and known demand would simplify the problems of trying to match the capacity to that demand.’ This is not a new event and therefore the organisers should have had past figures to reflect on. The overcrowding could have been prevented had the hosts followed the recommended guidelines provided by the venue and compared them with their past success. Instead of trying to over sell extra tickets for more profit, the organisers could have increased the price of the sales. Whereas this would have been unfavourable for the consumer it would have been less of a problem than the overcrowding.
4.3-
As said by Shone and Parry (2002), there are many determents that contribute to the participation in an event. Points such as whether friends attend, whether the price is good value for money, whether the event will be good enough and the familiarity of the event. All points being top factors in relation to the particular event in discussion. That being said, as mentioned Lakota is a well known venue, this fact helping ticket sales profoundly. An advantage for the organisers, as many students will attend a night in Lakota simply on the fact they know the club. 
[bookmark: _Toc497408972] 
5. [bookmark: _Toc498005922]Security 

5.1-
Security is essential in an area like Stokes Croft where unfortunately, crime rates are high. According to Police.uk, there were 83 accounts of reported crime within the area just between the months of May and August. Following these statistics, it’s of high importance that effective security is implemented. With dance music culture comes the use of narcotics, one of the primary security focuses within a club like Lakota. As discovered on the BBC website, in 2011 a young boy reportedly died after taking ecstasy thought to have been bought inside the club, this obviously caused some problems for the club’s reputation. However, considering both points, neither has affected the popularity of the club.

5.2-
The requirement for security can be further acknowledged by referring to Maslow’s Hierarchy of Needs as mentioned by Bowdin, 2003. Safety is the second basic human need on the diagram; therefore, if sufficient security is in place to make the consumer feel safe, then they are more likely to feel relaxed, enjoy themselves and return in the future.


6. [bookmark: _Toc497408973][bookmark: _Toc498005923]Facilities

6.1-
Without suitable facilities, an event would not go smoothly and in this case, it is no different. Venues with a somewhat large capacity such as Lakota should have the ability to deal with an unexpected influx of people however this did not reflect in the findings. Due to the unexpected overcrowding, all areas of the venue were heavily congested causing build ups of people in important exits to the outside area and around the toilets. This obviously caused problems and posed a safety risk in the event of an emergency. It is a possibility that the selling of extra tickets was down to the production company wanting extra sales, however this many have a detrimental effect on their future events as customers would be concerned of a reoccurrence.
6.2-
A large flaw found in the bar facilities was the understaffing and refusal of water bottle refills. Although customers were directed to the toilets to access water, this seemed to not be a favourable option taking in to consideration the lengthy queues. Considering this event favours the younger demographic, the prices for drinks were quite costly and could possibly be discouraging to the customers creating a knock-on effect for the venue’s profit. 
6.3-
Another point to mention, being that the club is in no way accessible for the handicapped customer. Albeit an old building, up to date building regulations had not been applied in creating ease of access for any customer with disabilities. This too could have an effect on any future profits made for the venue as it could discourage an entire demographic from attending.
7. [bookmark: _Toc497408974][bookmark: _Toc498005924]Entertainment
7.1-
For most events, the entertainment is the sole purpose of the night, therefore making it one of the key elements. A particular determinant for this event was that the majority of line up and the sound system were well known, this also being a contributing factor as to why the tickets were so sought after. 
7.2-
As mentioned, the team have won an award for their decor and this clearly shows in the thought put in to the design around the entire venue. The stage design was effective and added to the creation of an atmosphere. The main room featured an airplane wreck which the DJ’s played inside of and imaginative use of fake ivy nets contributing and tying in well to the jungle theme (See Appendix B1+2). All the points in unison helped to create a real unique feel to the event.
8. [bookmark: _Toc497408975][bookmark: _Toc498005925]Conclusion

[bookmark: _Toc497408976]Without the customers being satisfied with the outcome of an event, future events would not be a success. This event experience has shown how certain aspects of planning can have a significant effect on other elements of the event, and result in undesirable outcomes. It has highlighted the importance of following the recommended capacity guidelines to ensure customers are comfortable. It has also shown how essential it is to not be money-greedy as thinking of customers secondary to revenue may result in the future of the next event not being as successful as the last. The importance of security is emphasised within this particular market and location to ensure the safety of customers and reduce the likelihood of unfortunate outcomes that could lead to the demise of an industry. This report has shown how understanding your target audience and directing effective marketing can create a loyal, nationwide customer base and result in a sell out event. 
[bookmark: _Toc497408977]

9. [bookmark: _Toc498005926]Recommendations

It is recommended that:

· In future events, the organisers either stick to the recommended capacity guidelines 
· Possibly choose a larger venue to facilitate the growing demand for tickets.
· Perhaps consider a new ticket price if more revenue is that of importance.
· Re-evaluation of accessibility for disabled customers.
· Send out customer questionnaires for valuable feedback.
· 
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(Appendix A)

	Event Satisfaction Criteria
	Comments 

	How easy was it to book your tickets?
	Easily purchased online

	Do you feel the tickets were good value?
	Multi-tiered system, all cheap for students

	Do you think the event was well marketed?
	Lots of posters around city, lots of social media marketing

	Was the venue easy to get to?
	Central location, easy to find

	Did you feel the location was suitable?
	Location notorious for crime, however does not affect popularity of club

	Was there adequate parking?
	Quite a small car parking area

	Did you queue to get inside the venue for very long?
	20 minute wait

	Was the security thorough? Were there enough?
	ID checks, pat downs (male and female security) and ticket checks

	Did you queue long at the bar?
	15 minute wait

	Were the prices of drinks reasonable?
	Not cheap for students £5+ per alcoholic drink

	Was there free water at the bar?
	Do not fill your water bottle at bar, can only fill in bathrooms

	Were the staff friendly?
	Staff were friendly and helpful

	Were the toilets easy to get to and were they clean?
	Were not enough toilets. Queue outside the door, over crowded the entrance to smoking area. Long wait.

	Was there a suitable outside area for fresh air, smoking, etc.? 
	Large outside area, still very crowded.

	Was there somewhere to sit down?
	Not very many seating areas

	Did you know anyone on the line up prior to attending?
	Knew the majority of the line-up, main reason for attending

	Was the atmosphere enjoyable?
	Good atmosphere

	Were there enough attendees?
	Over crowded, spoke to one of the organisers was told an extra 100 tickets were sold

	Was the stage design effective?
	Great stage design, fitted the theme

	Was the sound system loud enough?
	Incredibly loud, well known sound-system. Another reason for attending

	Was there a lost and found?
	Yes

	Did you have a good time?
	Yes, however too overcrowded will most likely not attend next time
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(Appendix C)
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