#fanexperience Innovation Center
Tweet Chat – Executive Summary

December 19, 2011

Topic #1:
What events have teams/clubs hosted that you LOVED/HATED…and why?

We only received positive example responses to this question.  Among the events participants liked (or from the team perspective, found successful) were:

· Golf tournament with youth coaches - good casual event to meet others, expand network
· Minnesota Timberwolves:  Behind-the-curtain locker room tours, sitting on the bench pre-game, post game press conferences
· Milwaukee Bucks:  Attended fan event that was a full blown practice
· Fans played PIG with some players 

· “Awesome” prizes available for early renewal and the method in which winners are announced; tie in the winners into game ops on actual game nights “Prize patrol”
· Indiana Pacers:  Held “Open Gyms” for STHs to play on the main court.  Usually pick-up games.  They have also had times where it was just open shooting. 

· Minnesota Timberwolves:  Prizes given away randomly in game by renewal of seats from @wolvescrunch and @wolvesdancers 

· Minnesota Timberwolves/Lynx:  Rock the media day for STH and social community 

· Lunches, end of the year party, and meet the rookies events
· Columbus Crew:  From the stands, we have so many great organic efforts. Many people are putting their own time & resources into it.  We foster this fan passion by having regular meetings & communication with leadership & our group as a whole. Give everyone in the organization (and fans) ownership over the fan experience.

Topic #2:
What are examples of GREAT/HORRIBLE customer service you’ve gotten at sporting events?

This wasn’t a major topic of discussion.  One participant wrote that an example of great customer service is “When employees are HAPPY to help me find my seat. It is the little things that matter to me!”
Topic #3:
What perks/benefits mean most to you (or are worthless)?

One fan stated that renewal decisions are based on a combination of factors:  Their relationship with the organization plus the benefits helps to determine their experience and renewal decision.  Interesting perspective.  Another fan noted “anything related to player meet n greet; auto or interaction opp plus rep contact i.e. feel cared about.”
Several examples of the perks/benefits desired were highlighted including:

· Milwaukee Bucks:  Have an awesome fan section that ties in a player.
· Indiana Pacers:  Our @SquadSix is entering their 3rd year backed by @AndrewMBogut.  To be eligible to participate, members have attendance requirements that they must adhere to.

· Minnesota Lynx:  Fans love 1 on 1 time with the team - potlucks, small meet and greets
· Minnesota Lynx:  Our #loslynx players connect well via social media. One player actually drove to a town to meet a social media follower.  

· Minnesota Lynx:  To gain player buy-in to involvement, some teams discuss with players the importance of engaging fans & asking for their input.  We discuss the multiple benefits like being role models and how a great fan experience benefits the WHOLE organization. Our players understand that a great fan experience will turn into more buyers/season ticket holders and a thriving WNBA. We also explain that something simple as posing for a picture and signing autographs is sometimes all it takes.

#fanexperience Innovation Center

For more ideas on Fan Relations/Retention/Experience, go to:  http://serviceadvice.cssamerica.com/fanexperience/
Facilitators
· Jeff Munneke, Minnesota Timberwolves/Lynx, www.twitter.com/minnesotamunn 

· Ed Gagnon, Customer Service Solutions, Inc. (CSS), www.twitter.com/edgagnon
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