OLDHAM ATHLETIC
ASSESSMENT SUMMARY REPORT | FIRST VISIT | 2021/22

INTRODUCTION
The purpose of this first visit report is to help you improve levels of family
engagement at your Club by providing detailed feedback on every element of the
new family experience (from finding information to leaving your stadium after the
match). The report makes clear recommendations on what could be done to
address any ‘gaps’ and strengthen the experience.
The report contains the following sections:
An executive summary page, containing details of the game that was assessed,
the overall score for the visit and a dashboard view of the ten touchpoints
(including friendliness and feeling valued).
A two-page summary of the touchpoints, with assessor feedback and, where
applicable, recommendations for improvements. Scores from 2019/20 (when
the programme was last run) are also shown to provide more context.
A written summary of the detailed assessment report, as well as benchmarking
(for 2021/22) & historical performance information.
A support page, including contact details for the EFL Supporter Services team
and information on what further help is available for clubs
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EXECUTIVE SUMMARY

BOUNDARY PARK

Oldham Athletic 1-2 Harrogate Town
2 OCTOBER 2021 | 3PM

HEAVY RAIN SHOWERS

your 2021/22 first visit score

While representing a positive performance, this score
indicates that some further small refinements are needed
to maximise the retention of first time fans and their
families.
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FIRST IMPRESSIONS
"Information was found on the website for ‘new fans’ under Club >
First Time Guide, including information about the location of the
family stand, the presence of the family zone, what is on offer and
when it opens (2pm, when turnstiles open)."

SOCIAL MEDIA
"There were retweets from @Official OACT,
showing info about the family zone/tuck shop. I
followed up on the invitation from OACT for a
matchday pack. This was left behind the tuck shop
for me and was a great addition to the day! "

RECOMMENDATION
USE SOCIAL MEDIA
CONTENT TO SHOWCASE
THE FAMILY EXPERIENCE
TO POTENTIAL NEW
FANS.FAMILY-SPECIFIC
POSTS WILL ALSO
ENGAGE WITH EXISTING
FANS AND ENCOURAGE
FEEDBACK

TRAVEL
"There is clear information on the website.
There was nothing on social media. Maybe a
link to this excellent part on the website could
be a part of the ‘all you need to know’
information prior to the match?"

STADIUM VICINITY
"The ‘Junior Latics’ family zone was re-opening for the first time
this season. There was clearly a lot of effort that had gone into
getting this ready, and was very well equipped with tablets,
consoles, crafts, board games…all very clean"

RETAIL
"The staff were very young and very friendly. When arriving at the store,
we were offered a ‘hello’ and smile, which we also received when leaving
the store. At the till, when paying, the assistant then reached over the
desk and gave my son the bag so that he could carry his purchase."

RECOMMENDATION
CONSIDER ADDING ITEMS
TO THE REFRESHMENTS
MENU THAT ARE
APPEALING TO FAMILIES.
KIDS ITEMS, HEALTHIER
ITEMS AND KIDS MEAL
DEALS ARE WAYS TO
OFFER MORE VALUE TO
PARENTS

REFRESHMENTS
"The tuck shop has a nice atmosphere and is no
doubt very attractive to children. It is a nice idea.
There were no clear markings on floor to queue,
although the service was relatively quick."

INSIDE THE STADIUM
"There was a family zone consisting of a craft area,
tablets, consoles and board games. There was clear
advertisement of the Halloween activities planned for
30 October with face painting."

PEOPLE*
"Wendy, Sue and Martin from OACT.
Such a great credit to the club!
Engaging, caring and promoting a
strong community/family feeling."

FRIENDLINESS*
"The staff were also very friendly, as we were welcomed very
warmly by Wendy when coming through the turnstile, being
shown to the family zone and being introduced to Sue who
was a member of staff there."

FEELING VALUED*
"There is a clear community feeling and a strong pursuit to
improve the overall family experience. It was incredibly friendly,
approachable and my son said afterwards that the best part of
the day was ‘the crafts in the family zone’."
*this touchpoint is scored based on the overall experience at all of the other touchpoints

REPORT SUMMARY
Engaging, caring and a strong family feeling
Families attending their first game at Boundary Park find plenty of information on the club's
website which is backed up by social media, leading to our assessor being able to collect a
match day pack and know all about family facilities such as the family zone and tuck shop
before setting off.
This theme of pro-active engagement continues in the excellent Junior Latics zone where
different activities are put on according to them time of year (Halloween adventures were
being promoted for the following home game).
Overall, however, it was the contribution of the OACT team that left the biggest impression.
To quote the assessor 'Wendy, Sue and Martin (were) such a great credit to the club!
Engaging, caring and promoting a strong community / family feeling'.

BENCHMARKING (CURRENT SEASON )

4 24

23 72

AWARD HISTORY (PREVIOUS 5 SEASONS)
KEY

2016

2017

2018

2019

SCHEME POSTPONED IN 2020/21 SEASON

2020

AWARDED

NOT
AWARDED

GOLD AWARD

N/A

CONTACT & SUPPORT

We’re here to help you.
For any further guidance or advice please contact the
EFL Supporter Services Team:
Andy Pomfret
01772 325818 / apomfret@efl.com
Danny Tebbutt
01772 325827 / dtebbutt@efl.com
Jessica Crook
01772 325829 / jcrook@efl.com

The Fan Experience Company have not only partnered with the EFL on this
scheme since 2006, but deliver similar programmes across Europe in both
men's and women's football, as well as other sports.They are also UEFA
Mentors. They have extensive knowledge and expertise in all areas of fan
experience and engagement, as well as examples of best practice from
leading clubs all over the world.
They can be contacted directly using the details below:
Mark Bradley
Tel: +44 (7740) 701598
mark@fanexperienceco.com

Darren Young
Tel: +44 (7757) 676446
darren@fanexperienceco.com
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