Tennis and Digital Transformation
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Personalised options; ‘my way’

| engagement and transparency
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Today’s customer expectation

Any device, any time Easy to find, easy to fit in




Disruptive businesses are
responding to, and
influencing, expectations

From AirBnB to Zoopla,
every high-growth, high-
profit consumer brand in
the last decade was
constructed with digital
behaviour in mind.

Lost $10bn in 15
years

Worth $2.1bn
in1998, Bankrupt
by 2001

Worth $8 bn in
1994, bankrupt
by 2010



What does todays ‘tennis’
customer want? |




Park players: male persona

Main motivations
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e Staying active and fit

o Socialise with friends after the game
o

a

Josh, 26

Honing in on technique

Friendly competition

Attitude and behaviour
Josh is a social player who likes to play in parks, mostly
organised spontaneously with his friends, when the weather and

calendars permit. Main barriers/challenges
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He is @ mid-level player, is not involved in any tournaments but
likes competition among friends.

Dissatisfaction with court facilities
Tennis clubs seen as

Audience size exclusive/expensive

18% of active players (950,000 out of 5.3 million)



Park players: female persona

Main motivations

o Tokeep fit and feel good

e Socialise with her friends/family
e Mental/physical benefits

¢ Improve her technique

Janna, 32

Attitude and behaviour
Janna lives an active lifestyle. For her, tennis is a great mix of
socialising with friends and working out.

Main barriers/challenges
Mainly playing with a small group of friends or family who match
her skill, she likes to plan in advance and can be found in parks
during the summer season.

Lack of available people to play with
Nervous about playing with strangers
Feels like clubs are non-inclusive

Audience size Poor court/park facilities

Lack of online booking systems

17% of active players (900,000 out of 5.3 million)




What can we learn from industry?
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STRAVA

Strava, a run and cycling tracking app,
positions itself as the social network

for athletes

Users can share workouts, give kudos

and compare their performance to

others who took the same route

Love that route...one of my favorites

R/

LookKing rast, Nice work

N\
[ s
\|
i 2 J
J . [ETEY] . |
ﬁ Fead
Fallowing You Clubs )

G Strwen Suzm |

Morning Run

10.3ml 10:26 /mt - h47m

———




@ airbnb

Airbnb has a seamless experience from
start to finish. With crowd-sourced
reviews on both hosts and quests, users
feel more at ease with booking stays in a
strangers’ home

Additional intuitive details about
quality and amenities make booking

holidays a breeze.

Creating an online community is easy
through Airbnb; users can buddy up on
experiences and home rentals.

experiences.
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Explore Airbnb
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Overview + Reviews + The Host + Location

140 Reviews % % % & J

& Search reviews

Accuracy % k% kk
Communication * ok k ok k
Cleanliness *kkkk
Location * ok k ok ok
Check-in * ok ok ok
Value %k ok ok

Sachi
v September 2017

Great location, lovely apartment and a lovely
host, would definitely go againl Thank you
Goyal

n Response from Goya:

£50 por night
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ClassPass lets users to quick

book fitness classes around the world.

y and easily

Members can search, find and book
based on intuitive filters (like class type,
studio amenities and location). After
taking a class, users are incentivised to
leave a three-part review: star ranked
multiple choice and written, which
Increases participant trust and likelihood

of satisfaction.

Additionally, users can add friends
watch custom video content and win

badges based on participation.

L3ty ' * ok ok ok ok
s | 48/50
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Member reviews for this studio
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What technology is already helping us?

SYSTEM DESIGN OVERVIEW

LTA % ?ElNTINslg Q Join Logi" pe— The system Installed comprises

of the following components:
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THE WORLD CUP
OF TENNIS®
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Digital Keypad

Great Britain to host next Fed Cup
tie!

o : Self closing Hinges

Handle for Exit

Bath is set to host the next Great Britain group
tie in February 2019, the first home tie for 25
years.

READ MORE

Hello. Welcome to the LTA's
website.

INSIDE THE COURT

Welcome Club

jaed in as Adm for LTA




- How could
we do



Learn about
individual needs,
moving away from
one-size-fits-all

Welcome!

We're here to make
tennis more accessibe
to you.

Tell us a bit more
about you.

What's your skill level?

Intermediate

“I can generally place the ball where | wamt
it to go and choose the correct shot 10
play”

How do you like to play tennis?

Singles

How often do
you play tennis?

When are you available to play?

Moming Afternoon Evering

15
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Ready to play? seec nYison F 8:00 PM

We found a few tennis players who
matched your interests.

- eeeio |nVison ¥ £:00 PM 00—
Your profile
TENNIS PLAYERS v
Hi Laura! Based on your answers, we've
generated your personal profile below. Feel
free to make a few tweaks and upload a profie
pic before we get starlad!

SINGLES

Emmal., 26

Laura Rodrigues, 29
UPLOAD

Emma Lopes, 26

e ediate

Looking to join a group

of tennis players?
Playing frequency:

once a week

Last played:

Shared interests:

Skill level:

Tennis Group - East London
Interests:

Look
Look

Look

Recently played in:

Personalise the

experience and make it ® s
easy to connect with

others 16
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Build
relationships
over time and
provide support
and
encouragement-
not just
transaction

How did it go?

Tell us a bit more about your match
with Emma so we can continue to make
your ternis experience a great one,

Ermma |

Match played: 22 Sept 18

How you would describe the match:

Friendly Competitive

How did you feel afterwards?

Well done Laura!

You're back in the game
doesn't it feel great?
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Based on your feedback, we'd
recommend:
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