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Question #1:
Why do fans remain loyal to teams/clubs and renew season tickets?
Among the participant responses were the following:

· Fans remain loyal to teams/clubs because teams/clubs remain loyal to fans. 

· They remain loyal because they feel valued and respected (appreciated as a STH) no matter what happens on the field

· When team is transparent with fans, makes them feel like they are part of the organization.
· Making their game experience a good one - an autograph, a smile, small event 

· Loyalty is built by making people feel special and making them feel involved in the team fan experience

· Community stuff, sounds corny but when it’s from the heart by the team it matters 

· We reciprocate loyalty by listening to THEM, implementing THEIR ideas, putting THEM first when possible in #sportsbiz decisions 

· If fans lose the optimism about winning, the club/team will lose the fan
· Try to implement survey data on a STH-by-STH basis (act on what Mary said about why Mary loves being a fan) 
· Consistency in your message, building a strong touchpoint program. Being accessible

· Think of TouchPoints over 12 months - don’t let relationship go stale
Question #2:
Why do fans leave?
Among the participant responses were the following:

· Data once done said 68% leave a team due to attitude of indifference
· Fans leave when the only interaction they receive is around renewal time. Interacting with fans is year-round process.
· Because they don’t feel valued. Engage all 12 months. Let them know you care. Handle each acct on personal level
· Fans remain loyal to teams/clubs because teams/clubs remain loyal to fans. 

· When a representative doesn’t follow up on something they said they would do

· I do hear from some long time STH in my section that they feel the team caters to bringing in newbies

· When I gave up ST for other sports, it was due to not having enough interested friends to go with to justify $.
· To avoid fans leaving:

· Build “neighborhoods” within stadium. Identify people with similar profile, help them connect at events, games (tbc.) 

· Love it - knowing acct names, favorite players, vacation spots, kids activities…all vital  
Question #3:
What can teams/clubs do to increase fan renewals?
Among the participant responses were the following:

· Help sections connect with the team/club and each other thru social media
· An online system for selling/transferring tickets helps a lot.
· I have always had immediate, quick response to my requests – that keeps me as a fan
· Some clubs like MLS Crew starting concierge program to help fans better use tickets
· Proactive education, communication, and tools laying out how to utilize season tickets 

· Been tinkering with new “vehicles” Tout and Google + Hangout - really cool engagement tools
Question #4:
What aspects of the Game Day Experience impact fan loyalty and renewals?
Among the participant responses were the following:

· First and foremost, just acknowledging fans, making them feel welcome, and doing what we can to provide the best experience
· Security issues are separate but it does affect your overall fan Experience.
· Say thank you often, create once in a lifetime moments for STH’s, and show those who are not what they’re missing
· Recognize fans with tenure in stadium, show clips of recent STH event on videoboard, STH’s in all sponsor contests 

· The game day experience starts from driveway to driveway. Are there road delays? Does someone greet them upon entering?
· We try to get every ‘suit’ out to gates postgame for exit greeting to show appreciation & say thank you
· Many #MLS supporter groups have organized bus trips to other cities. Creates great atmosphere

· It’s the simple things - how was your son’s b-ball game last week? Taking time to stop and chat during a game 
· I make it a personal goal to greet as many fans as possible on all levels of the arena…goes a long way 

Question #5:
What types of events have an impact on fan loyalty and renewals?
Among the participant responses were the following:

· Continue media day access....perhaps rebounding for a player post practice as they get extra shots up

· I see so much value in inviting fans to outside of arena events: volunteer days, viewing parties, even quick b-fast/lunch 
· Rookie party! For those 1st year STHs host a party only for them, and get them involved right out of the gate 

· From one fan - So Many! 1. Taste!  2. Media Day 3. Meet the Team events at Gameworks 4. TV Truck 5. Locker Room Tour 6.Mankato Bus trip 7. Perfect Attendance 8. Draft Parties 9. Meet Rookie BBQ, 10. Viewing Parties. 11. Friendships with Twolves Staff 12. Friendships with other STHs 13. Upgraded seats from time to time. 14. STH of the Month
· Have innovative statistical content on the videoboard.
Question #6:
How important is the “direction of the team/club” - knowing Vision or the Plan - to renewals?
We only spent a couple minutes on this question.  One respondent noted the importance of using “Direction…” communications to create amazing candor with primary stakeholders and also provide the “inside” fan experience.
#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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