Fan Experience with Al—
ive Guide

In today's rapidly evolving digital landscape, the sports industry faces unprecedented opportunities and challenges in
engaging its global fan base. This guide explores how Artificial Intelligence (Al) is revolutionising the fan experience,
moving beyond traditional engagement models to create personalised, seamless, and deeply connected interactions.

Drawing insights from leading experts and real-world case studies, we delve into the evolving expectations of modern
fans, the hurdles sports organisations encounter, and the transformative power of Al to foster unparalleled loyalty and

drive new revenue streams.



The Ev

Beyond
90 Minu

The nature of fan engagement has fundamentally shifted. As the article
states, "the fan experience is no longer confined to the 90 minutes on the
pitch." It's about a continuous, immersive experience.

Fan engagement extends far beyond the duration of a
match. Modern fans expect constant interaction and value
before, during, and after game time, demanding a year-
round connection with their favourite clubs and sports.

From Multick
to Omnichan

While many organisations have adopted multichannel
strategies, these often lead to siloed experiences. The
ultimate goal is true omnichannel interaction — "a unified
approach where every platform, from ticketing and
hospitality to customer service and content, operates in

sync," providing a seamless fan journey.
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Challenges
for Sports Organisa

Operational & Cultural Hurdles

® "Many clubs still operate in departmental silos,
lacking a unified view of the fan journey." This
fragmentation prevents a holistic understanding
of individual fan preferences and behaviours.

® There is often a lack of a clear, club-wide
framework for fan engagement that integrates
technology, data, and strategy across all
operations.

A significant portion of fans, particularly Gen Z and
millennials, actively multitask while watching games.
Indeed, "47% of fans multitask while watching a game,
with 24% playing games or engaging on other platforms.
They are digital natives who expect always-on,
personalised, and instant interactions.

Despite the clear opportunities, sports organisations face several
significant challenges in adapting to this new era of fan engagement. As
the article highlights, "While the technology is more accessible than
ever, cultural and operational shifts remain the bigger challenge."

Skills & Competition

® A shortage of internal Al and Customer
Experience (CX) skills can impede the adoption
and effective implementation of advanced
technological solutions.

® Sports organisations face intense competition
for fan attention from alternative entertainment
platforms, which are often more adept at
delivering personalised and interactive digital




Al: The Game Changer for Fan Experienc

Al offers powerful solutions to overcome these challenges and unlock new levels

of fan engagement.
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Data-Driven Personalisation

Al enables organisations to leverage integrated data
systems to build detailed fan personas. "Deloitte
research shows that fans remain engaged when they
receive personalized, relevant communication." This
allows for the delivery of highly personalised and
relevant communication, moving away from generic
outreach to tailored messages that resonate with
individual fans.

Enhancing Emotional
Connection

"Al does not replace human emotions, but rather
reinforces them by eliminating the effort of interaction,
especially in moments of stress or disappointment." By
making processes smoother and more efficient, Al
fosters deeper loyalty and strengthens the emotional
bond between fans and their club.

New Revenue Streams

By analysing comprehensive fan data, Al can identify
new opportunities for partnerships, sponsorships, and
personalised merchandise offers. This data-driven
approach optimises commercial strategies and opens
up innovative revenue generation avenues.
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Al Copilots & Automation

Implementing Al copilots and automated services can
dramatically reduce customer service resolution times.
These solutions streamline inquiries, provide instant
assistance, and scale support operations efficiently,
while still allowing for human oversight when complex
issues arise.

Rewarding Loyalty with
Experiences

"Clubs are beginning to reward loyalty not just with
points, but with experiences." Al facilitates the creation
of sophisticated, tiered engagement systems that
recognise and reward fans based on their activity and
loyalty. This can unlock exclusive perks, unique
experiences (e.g., hospitality boxes), and personalised
content, generating year-round emotional value that
often outweighs direct costs.

Unified Fan Data Layer & CDP

Building a comprehensive Customer Data Platform
(CDP) is crucial. "To deliver this, organisations must
leverage consolidated CRM frameworks that make
data accessible across departments, enabling
marketing, sales, and support teams to act on a single,
coherent view of the fan." Al powers the unification of
fan data from all sources, providing a single, holistic
view of each supporter that is accessible across
marketing, sales, and support departments.



Real-World Use Cases

Leading sports organisations are already demonstrating the transformative
impact of Al on fan experience.
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This use case represents the continuous

City Football Group utilises Al to Newcastle United Football Club has drive for innovation within the sports
consolidate and analyse fan data across prioritised optimising its supporter industry. Organisations are increasingly
its expansive global network of clubs. services and ticketing operations adopting Al to gain deeper, actionable
This enables them to deliver highly through Al-powered solutions. By insights into fan behaviour, predict
personalised content, tailored ticketing integrating these technologies, they can future trends, and proactively deliver
options, and relevant merchandise streamline fan inquiries, provide instant bespoke experiences. This commitment
offers to diverse fan bases worldwide, and accurate support, and significantly to cutting-edge technology and
ensuring a consistent and high-quality enhance the overall matchday strategic partnerships ensures long-term
experience regardless of geographical experience, as highlighted by insights fan loyalty and maintains a competitive
location. from their Supporter Services Manager edge.

and Head of Ticketing.
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The Path Forward with redk

Partnering with experienced specialists is key to successfully navigating the Al-driven transformation of fan experience.
"With Al and CRM are evolving rapidly, the focus must shift from data collection to actionable insight and proactive
service."

@ Strategic Partnership & Expertise

redk, a Zendesk Premier Partner with over 20 years of experience in consulting and engineering, bridges
the gap between ambition and execution in CRM and CX transformation. Our expertise includes:

® Strategic consultancy to help clubs prioritise fans ® Chatbot support to enhance engagement and
and optimise support systems. provide instant assistance.

® Seamless data migrations to modern platforms ® Tailored solutions for ticketing, supporter
without loss. services, and operational efficiency.

® Custom application development to unify fan
data and provide a holistic supporter view.

Achieving Transformative Results

redk empowers organisations to put their fans first, leveraging modern platforms like Zendesk to create
seamless, scalable, and impactful support systems. Our approach leads to:

® Enhanced fan engagement and loyalty. ® |Improved operational efficiency across multiple
departments.
® Global reach and consistent service delivery.

Conclusiol

The future of fan experience is undeniably intertwined with Al. By embracing data-driven personalisation, automation, and a truly
omnichannel approach, sports organisations can not only meet but exceed the evolving expectations of modern fans. This strategic
integration of Al will cultivate deeper loyalty, unlock new commercial opportunities, and ensure a vibrant, connected future for the sports
industry.

Learn more about how redk can help you revolutionise your fan experience at redk.net.


https://www.redk.net

