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GET THE INFO?
GET THE NEW BOOK!
pLAY THE CARD GAME!

FREE PULSE CHECK?

MacBook Pro

the experiences we provide will determine if we achieve it, or not
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What we

promote &
provide.




What they
value.




What do
they value?

It's (not just) the sport/activity -

It Is the experience.




What do
they value?

It's (not just) the sport/activity -

It is the experience.

What are the real ‘jobs to be done’?

What do people really want?*

*A better life,
together.




What is

a ‘experience’?

Definition.

‘an event or occurrence
which leaves an impression on someone’
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We are experience providers.
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What is

a ‘experience’?

Definition.

‘an event or occurrence
which leaves an impression on someone’

We are experience providers.




At the end of the day
people won't

remember what you
said or did...




never forget
how you make
them feel.

* Maya Angelou
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your people will
never forget
how you make
them feel.

All the different experiences.
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Events pS International Student-athletes Career [
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varsity Event Calendar
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UniSport Nationals

Indigenous Nationals

icies & Guidelines

Indigenous Nationals UniSport Nationals .. FISU Summer World
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Get active with gyms and fitness facilities on campus, make friends through social sport and clubs, or
A Play Sport Fitnass Hub Facilitias & Sportsgrounds Elite Sport Club Support Shop Events About represent RMIT at a national level,

. Go to: Play for fun Playars Elite athletes O'Week Other

B W) e ¥ § \
Sport and fitness clubs Representative sport RMIT Active Hub
From cheerleading 1o martial arts, lacrosse to  Represent RMIT against other universities Qur great value fitness centre on City
outdoor hiking, RMIT has a sports club for nationally in a variety of sporting events campus offers a gym, group classes,
2025 UniSport Nationals Accommaodation Walking Wednesday every interest throughout the year. personal trainers and dynamic club space
-I 1 and Uniform Package 2 6
m 0 Wod 26 Mar 2025 7-304M
MAR B Tue 1 Mar 2025 9.00AM MAR ¥ Cioisters & Jacaranda Lawns - North

All the different experiences. " el e

Mindful Monday 5A Challenge Wheelchair Basketbalk
3] 2 3 Friday 23rd May 2025
8 Mon 3 Mor 2025 1230PM m m
MAR 4 Park 12 Horth Adelaide MAY B Fri 23 May 2025 1L30AM
¥ Pridham Hall - UniSA City West Campus

RMIT Sports Centre RMIT Sports Academy RMIT Elite Athlete Program

RMIT Bundoora's quality indoor and outdoor An academy for the development of high- Supporting RMIT's elite and emerging
sports facilities and seevices for students, performance athletes, coaches and student athletes 1o achieve sporting and academic
staff and local community. interns, excelence

Esports and games Inclusive sport Work with us
We're for competitive gamers, casual RMIT emphasises an inclusive and Grow your skills in sports media with a variety
gamers, and everything in between - check accessible environment for all of our sports of working opportunities including intemships
out our dedicated gaming space on City programs and events. and mentoring

campus and thriving Esporns Ciub.



Your people will
never forget
how you made
them feel.

The great experiences...




Your people will
never forget
how you made
them feel.

and - the challenging experiences....




Your people will
never forget
how you made
them feel.

It's how you leave them that matters.




RECRUITMENT

Why the

experience
matters.

It decides if they sign up.

‘Is this for me?’

We all make predictions, and have expectations.




RETENTION

It matters for next time...

The basic calculation

- did it meet my expectations?




RETENTION

If, | am satisfied...

... | am 10++ times more likely to come back again.




RETENTION

If, | am NOT satisfied...

.. |am 154+ times more likely to NOT come back.




RETENTION

Our past experience is our biggest predictor
of future involvement.




RETENTION + RECRUITMENT
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It decides if they show up again - and
- If they will bring others with them.

If, | am satisfied...

- | am 12++ times more likely to recommend you to others.




RETENTION + RECRUITMENT
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It decides if they show up again - and
- If they will bring others with them.

If, | am satisfied...
- | am 12++ times more likely to recommend you to others.
If | am NOT satisfied...

- | am 16x times more likely to tell people!




RETENTION + RECRUITMENT + REPUTATION
This is why the

. experience
—: ST matters.

6 It decides if they show up again - and
- if they will bring others with them.

SATISFACTION NPS INTENTION
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This is why the

: experience
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6 It decides if they show up again - and
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RETENTION + RECRUITMENT + REPUTATION
This is why the

. experience
— matters.

6 It decides if they show up again - and
- if they will bring others with them.

SATISFACTION NPS INTENTION



RETENTION + RECRUITMENT + REPUTATION + REVENUE
This is why the

; /  experience
: matters.

6 It decides if they show up again -
- If they will bring others with them
+ what they will spend.

SATISFACTION NPS INTENTION SPEND



RETENTION + RECRUITMENT + REPUTATION + REVENUE
Your

experiences
matter.

We live in the ‘experience economy’.

So it’s all about experiences
- and expectations!




The experience
matters.

For us!

We have a lot of things to achieve and lot’s of ways to do it

- but the experience will be the solution (in some way).



What is a

?

experience
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Moments Interactions Expectations
Activity .
N Volunteering
Events FPrograms Participating
Officiatin e
J Coaching
Comps
e ~ Supporters
Workouts _— ) -
L ~ Staff
D RO\
Classes & \Q{\
: Emails
Studios v
gy A ARy == Websites
Facilities 772 = — <= 7 R S
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_ Social media
Signage Sights ~ Smells Thoughts Stories _
iglINS Conversations

Sounds
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b elements of a great experience

1. ATTRACTIVE
e be Aspirational

e be Interesting!
e provide Status



' 1.ATTRACTIVE
e be Aspirational e be Understood
e be Interesting e reduce Friction

e provide Status e be Organised!
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b elements of o great experience

' 1.ATTRACTIVE 2.EASIER
Rt A\ “\\\

e be Aspirational e be Understood i \ done Together

e be Interesting e reduce Friction i e ignite FOMO+WOM |

e provide Status e be Organised! S e be Remarkable




. .

1
L\

. A

N \. i —— ,
3.PERSONALISED \ 4. SHAREABLE

5.VALUABLE
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e be Aspirational e be Understood \ done Together e show WIIFM??2?
e be Interesting e reduce Friction e ignite FOMO+WOM | * give R.O.Effort
e provide Status e be Organised! e be Remarkable ‘e make life better!
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THE SPORT EXPERIENCE PLAYBOOK 'INTERACTION MAPS'

[Who]
[When]
[Where]

[Thinking? Feeling?}

[Saying? Sharing?]
[Thinking? Feeling?}

THE EXPERIENCE AFTER
[Doing? Seeing? Hearing?] \

[Doing? Seeing? Hearing?] [Doing? Seeing? Hearing?]
u
|
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'| : [Doing? Seeing? Hearing?] |
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Resources Returns
[Recruit] [Retain] [Reputation/Referrals] [Revenues]
SPORT (@) s
EXPERIENCE GANSATIONS
DESIGN.COM

The Sport Experience Design Maps i licensed under the Creotive
Commons Attri

bution-NonCaommercial-NoDervatives 4.0
Intermational | License. To view a copy of this Beense, visit
httpdicreative |

renons.orglicenses/oy-ne-nd/4 .0/



The moments of impact

THE AWARENESS THE PREPARATION THE PARTICIPATION THE REFLECTION
Seeing it to Signing up Signing up to Showing up Showing up and Sharing Sharing it and Showing up again

End to End Journeys



The moments of impact
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Some moments mean more



The moments of impact

THE AWARENESS THE PREPARATION THE PARTICIPATION

i ~_\§ v i . .“i 4 : 1
#1 THE TRIGGERS #2 THE CONSIDER #3 THE COMMIT #4 THE PREP #5 THE ARRIVAL #6 THE START

each journey is personal, but the paths are similar.




The moments of impact

THE PARTICIPATION THE REFLECTION

#7 THE ACTIVITY #8 THE CHALLENGE #9 THE PEAKS #10 THE FINISH #11 THE REACTION #12 THE NEXT STEP

each journey is personal, but the paths are similar.



THE SPORT EXPERIENCE PLAYBOOK 'INTERACTION MAPS'

[Who]
[When] [Saying? Sharing7]
[Where] [Thinking? Feeling?) [Thinking? Feeling?)
|
I C O | I I O | I I ‘ I I l THE EXPERIENCE AFTER
il g7 Seei earing?]
[Doing? Seeing? Hearing?} {Doing? Secing? Heoring?]
[Doing? Se scing? Heating) )
Resources Ret
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THE AWARENESS THE PREPARATION

’
7’
#1 THE TRIGGERS #2 THE CONSIDER #3 THE COMMIT #4 THE PREP

' #5 THE ARRIVAL #6 THE START

What moments will matter the most?



THE SPORT EXPERIENCE PLAYBOOK 'INTERACTION MAPS'

[(Who)
[When] [Saying? Sharing7]
[Where] [Thinking? Feeling?) [Thinking? Feeling?)

|

I C O | I I O | I I e I I t THE EXPERIENCE AFTER

[Doing? Seei leoring?]
[Doing? See ring?) Doing? Seeing? Heating?)
Heon
Resources Ret
[Recruit ] ( ) [
QX0

THE PARTICIPATION

#7 THE ACTIVITY #8 THE CHALLENGE #9 THE PEAKS #10 THE FINISH #11 THE REACTlON #12 THE NEXT STEP

What moments will matter the most?



b elements of a great experience

can you make It more?
-

' 1.ATTRACTIVE 2.EASIER 3. PERSONALISED \ 4.SHAREABLE
T R = | ‘3\\_\\ |
§\ done Together e show WIIFM???
* ignite FOMO+WOM | « give R.O.Effort
e be Remarkable ‘e make life better!

e make it Personal
e recognise Me
e offer NBE’s

e be Aspirational e be Understood
e be Interesting e reduce Friction
e provide Status e be Organised!
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THEEXPERIENCE @~ AFTER

Resources Returns
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THE SPORT EXPERIENCE PLAYBOOK ''INTERACTION MAPS'

New Students
O Week

On Campas at...

Excited but unsure
A lot of things to do...

THE EXPERIENCE

New friends
New faces
Lots of options

Seeing us at X
| Speaking with us atY
|

Resources
U Activations

Q Staff and Volunteers
O Online content updated

Coming along to... ("
|

Sharing their experience...

That was great.

We did this...
Good people!

You should have seen it when

AFTER

Signing up

Committing to ...

Talking about us
and bringing friends along...

| 3 e
Returns
Recruit HReteint Reputation/Referrals Revenues
Q Specialist skills [ ] [Rep ] [ ]
O Meetups O Ambassadors
SPORT gronrs
EXPERIENCE
DESIGN.COM

@ O8

The Sport Experience Design Maops i licensed under the Creotive
Co s Ar i

Commons Artri bution- NonCommerciol-NoDerivatives 4.0
International License. To view a copy of this Beense, visit
httpcl/creativecarnmons.orglicenses/oy-ne-nd/4 .0/



b elements of a great experience

can you make It more?
-

' 1.ATTRACTIVE 2.EASIER 3. PERSONALISED \ 4.SHAREABLE
T R = | ‘3\\_\\ |
§\ done Together e show WIIFM???
* ignite FOMO+WOM | « give R.O.Effort
e be Remarkable ‘e make life better!

e make it Personal
e recognise Me
e offer NBE’s

e be Aspirational e be Understood
e be Interesting e reduce Friction
e provide Status e be Organised!
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THEEXPERIENCE @~ AFTER

Resources Returns




Who?

Different people. Different things.

ALIENATED UNAWARE ACTIVE... EXPERIENCE EVANGELISTS
SEEKERS

A spectrum of relationships.




When & Where?

The interactions

e
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IN PERSON
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ONLINE oo | ﬂ 100 PHYSICAL




Cue + Response

What they see and hear from you
(or about you)

decides what they will
(or will not) do.

1 central idea...

What we see and hear, influences what we think and feel.

What we think and feel, influences what we do and say.




Igning a

(re)Des

- '

experience




What? "l want &
need to...
(@)

‘Experiences of Value’ °,
\ ) n‘
- .

ASPIRATIONAL BE MORE...
SOCIAL BELONG MORE...

EMOTIONAL FEEL MORE...
FUNCTIONAL DO MORE...




What?

"I want &
need to...

‘Experiences of Value’
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SOCIAL BELONG MORE...

EMOTIONAL FEEL MORE...

FUNCTIONAL Information Organisation DO MORE...




What?

"I want &
need to...

‘Experiences of Value’
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ASPIRATIONAL BE MORE...
SOCIAL BELONG MORE...

EMOTIONAL Enjoyment Comfort FEEL MORE...

FUNCTIONAL Information Organisation DO MORE...




What?

"I want &
need to...

‘Experiences of Value’
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- 4 &

ASPIRATIONAL BE MORE...

SOCIAL Connection Belonging Friendship BELONG MORE...

EMOTIONAL Enjoyment Comfort FEEL MORE...

FUNCTIONAL Information Organisation DO MORE...




What?

‘Experiences of Value’

ASPIRATIONAL ldentity

SOCIAL Connection Belonging

EMOTIONAL

Enjoyment

Information

Organisation

FUNCTIONAL

Status

Friendship

Comfort

"I want &
need to...

BE MORE...

BELONG MORE...

FEEL MORE...

DO MORE...



WhCIt7 "l want &
need to...
O

‘Experiences of Value’ >

M~
- A s

VALUABLE

ASPIRATIONAL ldentity Status BE MORE...

SHAREABLE
SOCIAL Connection Belonging Friendship BELONG MORE...

ATTRACTIVE

EMOTIONAL Escape Enjoyment Comfort FEEL MORE...
PERSONALISED

FUNCTIONAL Information Organisation DO MORE...
EASY
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b elements of a great experience
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| 1.ATTRACTIVE 2.EASIER‘ 3.PERSONALISED %% 4.SHAREABLE 5.VALUABLE |
-
e be Aspirational e be Understood

3 ‘ ‘ - - —- TG

o done Together ¢ show WIIFM???
e be Interesting e reduce Friction e recognise Me e ignite FOMO+WOM e give R.O.Effort
e provide Status e be Organised! e offer NBE’s e be Remarkable e make life better!
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4 ) A THE SPORT EXPERIENCE PLAYBOOK 'INTERACTION MAPS'
“Bd

e make it Personal

THE EXPERIENCE AFTER

Resources




W h e re q re EXPERIENCES AT
you at? |

Positive

—> Neutral

Negative




Where are
you at?

THE

EXPERIENCES AT SPORTS & THE STUDENT YOUR TEAM & YOUR
YOUR UNIVERSITY? ACTIVITIES COMMUNITY STAKEHOLDERS
Positive ——> Thriving ——> Advocating Inspired
——> Neutral —'% Surviving ——> Active Involved
Negative ———  Dying —+—  Alienated Disengaged




Where are
you at?

The experiences we provide will influence
many things.

If we can intentionally lift the levels of the

experiences we are designing and delivering,

to we will get to where we want to be.

THE

—

EXPERIENCES AT SPORTS & THE STUDENT YOUR TEAM & YOUR

YOUR UNIVERSITY? ACTIVITIES COMMUNITY STAKEHOLDERS
Positive —>  Thriving —>  Advocating Inspired
Neutral _> Surviving Active Involved
Negative Dying Alienated Disengaged



What do

they say about
you?
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What would you like them to say??
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Your people will
never forget
how you made
them feel.

All the different people.



What is 1 thing you
can do today?

To have a positive influence?

§
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MORE PEOPLE
MORE INVOLVED

In your sport, events & programs

Time to
(re)design?

—>  Experience Audits
Observation, Surveys, Trackers

—>  Sport Experience Workshops
‘Immersions’, Strategy, Design

Free Sport Experience Design tools
Card Game, Books, Podcasts etc

Andrew O'Loughlin
SPORT EXPERIENCE DESIGN

andrew@experiencedesign.global
www.sportexperiencedesign.com



https://www.dropbox.com/t/yxdB0cwOrzchpjRj
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