#fanexperience Innovation Center
Tweet Chat – Executive Summary
December 6, 2011
Topic #1:
How to connect with fans/STHs coming out of a work stoppage
There were several ideas suggested, although most of the chat discussion focused on Topic #2.  In terms of ideas coming out of a work stoppage, consider unique events to reengage STHs like working with PR staff to allow STHs to be a “reporter” at media day.  Target key STHs for these and other events by tracking them on their social media accounts.  It’s a smart strategy - you can find nuggets of information for representatives to use for proactive contacts with STHs.  It can help the representatives to tailor conversations, retention efforts, etc.
Also coming out of a work stoppage, consider events such as a “Business of Basketball” talk from your President or other key executive.  If you can sprinkle in discussion that is “Direction of the Team” focused, it helps, since Direction is one of the single most important topics for seat holders – particularly coming out of a stoppage.
Topic #2:
How to engage/stay in touch with fans/STHs during the off-season so relationships don’t go stale
Consider having a 12 month planner (or Touch Point Plan) with events, communications, special offers, etc. each month.  For example, you could mail out gifts/holiday cards in December, do STH surveys in January, etc.  When doing off-season surveys, ask questions to gauge expectations for upcoming season, changes in personal/work situations etc.  Keep in mind that it’s possible to have a longer dialogue with STHs in the off-season, so consider that in your planned touch points.
In terms of unique events, consider involving STHs in community relations events, where they work with players at charitable functions.  This concept is a great way to get STHs close to the players - a big driver for many fans.  For the off-season, create an event around the draft; get involved with youth sports as well.  Keep in mind that pro teams have unique insights for parents on this issue, so your organization can provide guidance on everything from athletics to college recruitment processes – it’s like your team could provide an “education” service to the community on sports business.  This is a great relationship-builder with those in the community participating in sports.  Here’s one more unique event – bring in a referee from your league for an event with STHs.  Having fans in front of an official for rules and Q&A is fun, educational, and helps to humanize the officials.
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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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