FAN FORUM

COVID-19 Follow Up

Experience hosted a follow up forum with participants from our COVID-19
survey. The goal of the forum was to get a pulse on the current feelings
surrounding Coronavirus and attending live events, now that several months
have passed.
Of the 24 participants, there was representation across all sports and concerts, different age groups,
Season Ticket Holders, single event buyers and students. During the hour and a half forum, topics
covered included liability, venue protocols, ways to encourage attendance, season ticket holder
preferences, and more. Read on to see the main trends that came out of the focus groups.
The key takeaway was an overwhelming feeling from the group that everyone missed live events,
socialization, and the overall excitement. However, the majority are still wary about actually attending,
but very eager for the return once things have calmed down with COVID-19.

TRENDS FROM
THE FANS
Optimism Level
Similar to our original survey, where 55% of fans said they were ready to
come back, this group trended in the same direction. Everyone is
eager to return, but not without focus on precautions and
regulations. While most were not immediately ready to return, several
had already been to events. Those who had not, expressed a great
desire to jump back in once the virus is in a more stable state.

65%

of participants said
their views have not
changed since the
original survey.

Compliance & Accountability
“Safety is a mutual
responsibility, but is the

responsibility of the
venue to enforce.”

One of the most prevalent themes of the forum was around
ensuring event attendees were held accountable for following
the rules. From having staff on site to monitor mask wearing,
to timing entry and departures so that no large crowds form,
the group really drove home the importance of monitoring all
rules that are being enforced, and even suggested having
consequences for offenders.

Rural vs. Urban
Much of the participants’ comfort levels was determined by where they live.
Participants in more urban settings, were least eager to get back to live events,
as the threat of the virus was higher where they lived. Several participants in
rural areas had been to events already and felt safer doing so since the threat
in their area had decreased. As you plan for re-opening, consider your local
circumstances and any regulations recommended by local government.

TRENDS FROM
THE FANS
Season Ticket Holders
One third of our participants were Season Ticket Holders. The main
concern of this group, was not losing their seats. The majority had
renewed their packages, with the sole purpose of maintaining their
season ticket status to keep seats. Of the few that did not renew this
season, they had a commitment from the team that they would have first
shot at their seats next season. Consider a plan that allows fans to
have the opportunity to purchase their same seats next season, if
they choose to opt out this season.

COVID-19
Policies

90%
of STHs were
concerned they would
lose their seats if they
did not renew.

Venue Communication
While fans did not feel that signing a waiver was necessary for
attending games, they did note that language on the ticket or
during the buying process, frees the venue from liability. They
did recommend that any COVID-19 terms be called out or
highlighted, so that they were aware of what they were
agreeing to. Transparency is key.

Permanent Changes
As one healthcare worker described it as the “new normal,” participants
emphasized their desire for stricter cleanliness protocols moving
forward. Consider maintaining long-term sanitation stations, frequent
disinfection of common areas (escalator handles, concession stands,
etc.), and ingress and egress policies. Potentially host pre- and postevent concerts, offer experiences, or leave concessions open so that
fans do not enter and exit at the same time.

“I will be more likely to go
places that have communal
precautions in place and

hold offenders
accountable.”
- Jeff

