
Kirsty Mac 
Stop talking tennis! 



LEARNING
Leadership and 

Management Development
Talent programmes
Change programmes

Skills workshops
Thought Leader workshops

Qualifications
Apprenticeships

Programme Communications and 
Engagement

SPEAKERS
700 Thought Leaders
Keynotes
Conferences and events
Books/publications

DIGITAL
Mobile app

Webinars
Video

RtB Radio (Podcasts)
Augmented Reality

3D Tutors
New Product Development





YOUR TENNIS LANDSCAPE



WHAT IS YOUR SUCCESS CRITERIA? 



Are you an

or a 





red / blue
chair / table



BUSINESS MODEL CANVAS 

Key	
partners

Costs

Key	
Activities	

Key	
Resources

Customer	
relationships

Channels	

Value
Propositions

Revenue	streams	

Customer
Segments



Product surround

THE PHYSICAL AND THE EMOTIONAL

Basics - Physical
20% impact / 80% cost

Product core

Extras - Emotional (very often) 
80% impact / 20% cost



Moments of Truth 

“A Moment of Truth is any time the customer 
comes 

into contact with any aspect of 
your club.”







CUSTOMER JOURNEY

Before 

During 

After 



WHAT DO YOUR CUSTOMERS WANT? 

• What are your main customer segments? 

• What are they looking for from the centre/club?

• What do you need to consider with these groups?

• What do they need?

• What are their desires when they come to the centre/club?

• What would be the best experience for them? 



Lets work out your customers needs! 



What is the listening for 
you? 



Kirsty Mac 
Talking tennis growth 



ACRES OF DIAMONDS



1. Acquire new clients

2. Cost to Acquire – the right cost

3. Retain existing clients

4. Expand “Share of Wallet”

ACRES



What is the brain of your club/centre?



Pit	of	paralysis	



CREATING ALIGNMENT 









THANK YOU


