
20 years in the fan’s shoes
Fan Experience & Attendance Growth



• ‘Inconvenience Stores: One Year in 
UK Customer Service’ (2005)
• ‘Retails of the Unexpected’ (2008)
• Former lead assessor for UK 

Service Excellence Awards
• The Fan Experience Company 

(2005 - )
• FC Barcelona Innovation Hub 

‘Certificate in Fan Engagement’ 
Course (2021)



www.fanexperienceco.com

0.5%

04/05 22/2306/07

Family 
Excellence 

Programme 
Began 

JUNIOR SEASON TICKET SALES 2004-2023

41%

TOTAL Attendances 
increase by 12% 

since August 2022



THE FAN JOURNEY

WEBSITE

PEOPLE

SOCIAL MEDIA

TRAVEL & LAST MILE 

REFRESHMENTS

INSIDE STADIUM 

OUTSIDE STADIUM MERCHANDISE

TICKETING

FACILITIES

POST-GAME COMMS









10
FAMILY 1

























[Add DJ/Rapper Image]

DJ WARMING UP THE CROWD IN THEFAMILY 
STAND | FCK V FCM 25.11.18  



• Every fan is different
• ‘You only get one first game’
• Two-way
• Improvement
• Magic moments
• Values & Identity

20 years in the fan’s shoes
Fan Experience & Attendance Growth




