
Tennis and Digital Transformation 
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Today’s customer expectation

Social 
conversations 

and 
transparency

Personalised options; ‘my way’Social engagement and transparency 



Today’s customer expectation

Immediate

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.

Worth $2.1bn 
in1998, Bankrupt 
by 2001

Lost $10bn in 15 
years

Worth $8 bn in 
1994, bankrupt 
by 2010

$50bn

$100bn

$70bn
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What does todays ‘tennis’ 
customer want?
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Park players: male persona 
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Park players: female persona 
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What can we learn from industry?
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What technology is already helping us?
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How could 
we do 
more?
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Learn about 
individual needs, 
moving away from 
one-size-fits-all
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Personalise the 
experience and make it 
easy to connect with 
others 
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Build 
relationships 
over time and 
provide support 
and 
encouragement-
not just 
transaction 



THANK YOU
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Questions?


