


We have a lot of things to do, and lots of ways to do it, but ultimately 
the experiences we provide will determine if we achieve it, or not.



‘impactful 
experiences’?

Why

Unique
Elegant

Thorough
Relevant



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?

What are the real ‘jobs to be done’?

What do people really want?*

Unique
Elegant

Thorough
Relevant

*A better life, 
together.

It’s (not just) the sport/activity -

it is the experience.



Definition.

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

a ‘experience’?
What is
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At the end of the day 
people won't 
remember what you 
said or did... 



... but people will 
never forget
how you make 
them feel.
• Maya Angelou



your people will 
never forget
how you make 
them feel.
All the different experiences.



Your people will 
never forget
how you make 
them feel.
All the different experiences.



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.

Unique
Elegant

Thorough
Relevant

It’s how you leave them that matters.



RECRUITMENT

experience
matters.

‘Is this for me?’

We all make predictions, and have expectations.

It decides if they sign up.

Why the



The basic calculation 

- did it meet my expectations?

It matters for next time...

RETENTION



If, I am satisfied...

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

RETENTION

Chart 



If, I am NOT satisfied...

... I am 15++ times more likely to NOT come back.

RETENTION



Our past experience is our biggest predictor 
of future involvement.

RETENTION



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

RETENTION + RECRUITMENT

If, I am satisfied...

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



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

RETENTION + RECRUITMENT

If, I am satisfied...

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

If I am NOT satisfied... 

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



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

RETENTION + RECRUITMENT + REPUTATION

experience
matters.

This is why the
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RETENTION + RECRUITMENT + REPUTATION

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

This is why the



experience
matters.

RETENTION + RECRUITMENT + REPUTATION + REVENUE

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

This is why the



We live in the ‘experience economy’. 

So it’s all about experiences 
- and expectations!

RETENTION + RECRUITMENT + REPUTATION + REVENUE

experiences
matter.

Your



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’?

Before During After



(re)designing a
‘experience’?

Before During After
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(re)Designing a
‘experience’?

Before During After



[Doing? Seeing? Hearing?]

[Who]
[When]
[Where]

[Recruit] [Retain] [Reputation/Referrals] [Revenues]

[Doing? Seeing? Hearing?] [Doing? Seeing? Hearing?]

[Saying? Sharing?]

[Doing? Seeing? Hearing?]

[Thinking? Feeling?} [Thinking? Feeling?}



The moments of impact

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

End to End Journeys



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

The moments of impact

Some moments mean more



#1 THE TRIGGERS #2 THE CONSIDER #3 THE COMMIT #4 THE PREP #5 THE ARRIVAL #6 THE START

The moments of impact

each journey is personal, but the paths are similar.

THE AWARENESS THE PREPARATION THE PARTICIPATION 



#7 THE ACTIVITY #9 THE PEAKS #10 THE FINISH #11 THE REACTION

The moments of impact

each journey is personal, but the paths are similar.

THE PARTICIPATION 

#8 THE CHALLENGE #12 THE NEXT STEP

THE REFLECTION 



#1 THE TRIGGERS #2 THE CONSIDER #3 THE COMMIT #4 THE PREP #5 THE ARRIVAL #6 THE START

Pick a moment

What moments will matter the most?

THE AWARENESS THE PREPARATION THE PARTICIPATION 



#7 THE ACTIVITY #9 THE PEAKS #10 THE FINISH #11 THE REACTION

THE PARTICIPATION 

#8 THE CHALLENGE #12 THE NEXT STEP

THE REFLECTION 

Pick a moment

What moments will matter the most?





[Doing? Seeing? Hearing?]

[Who]
[When]
[Where]

[Recruit] [Retain] [Reputation/Referrals] [Revenues]

[Doing? Seeing? Hearing?] [Doing? Seeing? Hearing?]

[Saying? Sharing?]

[Doing? Seeing? Hearing?]

[Thinking? Feeling?} [Thinking? Feeling?}



New friends
New faces

Lots of options

New Students
O Week
On Campas at…

[Recruit] [Retain] [Reputation/Referrals] [Revenues]

Seeing us at X
Speaking with us at Y

Coming along to…

Signing up

Committing to …

We did this…

You should have seen it when…

Talking about us 
and bringing friends along…

Excited but unsure
A lot of things to do…

That was great.

Good people!

Sharing their experience…

❑ Activations

❑ Online content updated

❑Meetups

❑ Staff and Volunteers

❑ Specialist skills

❑ Ambassadors





ALIENATED UNAWARE ACTIVE... EXPERIENCE 
SEEKERS

EVANGELISTS

A spectrum of relationships. 

Different people. Different things.
Who?



The interactions

ONLINE

IN PERSON

PHYSICAL

When & Where?



Cue + Response

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.

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

decides what they will 
(or will not) do.



(re)Designing a
‘experience’?

Before During After



SOCIAL

EMOTIONAL

FUNCTIONAL

ASPIRATIONAL BE MORE...

‘Experiences of Value’

BELONG MORE... 

FEEL MORE...

DO MORE...

"I want & 
need to...

What?
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SOCIAL

EMOTIONAL

FUNCTIONAL

ASPIRATIONAL BE MORE...

‘Experiences of Value’

BELONG MORE... 

FEEL MORE...

DO MORE...

"I want & 
need to...

Connection Belonging Friendship

Enjoyment Comfort

Information Organisation Access

What?

Escape



SOCIAL

EMOTIONAL

FUNCTIONAL

ASPIRATIONAL BE MORE...

‘Experiences of Value’

BELONG MORE... 

FEEL MORE...

DO MORE...

"I want & 
need to...

Pride Identity Status

Connection Belonging Friendship

Enjoyment Comfort

Information Organisation Access

What?

Escape













they say about 
you?

ONLINE

IN PERSON

PHYSICAL

What do

What would you like them to say??



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?



Time to 
(re)design?

Andrew O'Loughlin
SPORT EXPERIENCE DESIGN

Sport Experience Workshops
‘Immersions’, Strategy, Design

andrew@experiencedesign.global
www.sportexperiencedesign.com

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

Experience Audits
Observation, Surveys, Trackers

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