
Unit 1 - The Events Industry

BIG Activity

What kind of individual needs might people have when they come to an event? 
Write out a list of anything you can think of. 
e.g. disabled
e.g. vegetarian



What 
are we 

learning 
about? 

Learning Focus:

LO3 – Understand factors 
that affect the success of 
events.

Learning Outcomes:

AC3.1 – Explain how 
events meet customer 
requirements.



• What are the customers looking for? 
• What do they need?
• What do they want?

• A happy customer (attendee) is often a returning 
customer (repeat attendee). Today we will look at 
how to create the WOW factor in event customer 
service. Ensure your event is memorable for all the 
right reasons and to keep your guests happy, loyal 
and most importantly coming back to your events!



First Impression
• You only have one chance to make a first impression. A customer’s first 

interaction with your company could be via one of many different 
mediums - through an email newsletter, on social media, over the 
phone or face to face. 

• Ensure that your brand voice and company ethos shine through all of 
these communication channels and that every interaction is a positive 
one.

• Think about what is important to you. What do you want people to 
feel or think or say following your event? Plan for this from the very 
first touch point.



Who Are Your Customers?

• Your customers are the people you are planning 
the event for. 

• Is this an individual? A couple? A group of 
people? A company?

• Depending on who you are running the event 
for, their needs will vary. 



Specific Needs
• Take detail very seriously. If a delegate has advised you of 

their special dietary/access/disability request in advance, 
make arrangements with the venue and caterer to ensure 
these needs can be met and confirm back to the attendee 
exactly what the arrangements are.



Special Guests
• Everyone attending your events should of course be valued 

but consider paying extra special attention to VIPs, speakers, 
performers and media. 

• Circulate photos to help recognise key faces.
• Ensure dedicated staff are there to greet them at the 

entrance, hand them their badge and bring them to the 
correct location (or at least provide a special fast check in 
point for them). 

• Provide colour coded badges or special lanyards or passes so 
they are easily identifiable to all staff across the event.



Pay Attention
• Be constantly aware on site and try to pre-empt problems before they become 

an issue. 
• For example if people’s body language suggest that they are too hot or cold, 

adjust the room temperature accordingly. 
• If someone looks unhappy don’t ignore it, approach them, find out what is 

wrong and try to take immediate action to remedy the issue.
• If you see someone struggling on their own, help them and introduce them to 

someone. 
• I loathe waiting and so do your guests! Queues at the registration desk, catering 

stations and cloakroom can encourage feelings of frustration and unease. 
• Plan to minimise waiting time as this is wasted time that attendees are not 

networking, engaging and enjoying your event experience.



Smile!
• I am a big believer in service with a smile. 
• Open body language, good manners, tone, word choice; these 

are all little touches that cost nothing but can make all the 
difference to the event experience. 

• Staff with people skills are a must as having a natural intuition 
and empathy is priceless.

• Make sure your staff are easily identifiable so people know 
where to get help or ask questions. 

• Staff badges or uniforms with “Happy to help” are warm 
touches too.



Essential Requirements
• Written material such as posters or booking forms should always be available 

as plain text and also, when requested, in other formats such as different 
languages, font, large print, Braille and audiotape. 

• If you are planning on using special effects such as flash or strobe lighting at 
your event, you will ideally need to let people know beforehand – or ensure 
that there are notices displayed in the venue informing people as they go in.

• Always consider accessibility for disabled visitors. This does not only mean 
physical access to the building for wheelchair users and disabled toilets, but 
covers many things, such as access to written and spoken information during 
the event. Disabled visitors should encounter the same standard of service as 
others.



Essential Requirements
• It is important to plan the layout and design of your event to ensure that 

all visitors can safely and easily travel around it. 

• If visitors are required to write during your event, for example to fill out 
forms, ensure that someone is on hand should they need assistance.

• You can’t provide catering arrangements for all possible dietary 
requirements. Therefore you should advertise that there will be food at 
the event on publicity material sent out beforehand, and ask people to 
get in touch with any specific requirements. Allow enough time between 
receiving responses and finalising your catering arrangements, in order to 
cater to as many different needs as possible.



Desirable Requirements

• Accommodation requirements – sometimes customers will 
need to stay over whilst at your event, and you will need to 
find them accommodation. Think about what is available 
nearby and check what your customer wants. 

• Catering requirements – sometimes at events you will need 
to provide catering (food and drink) for your guests. You can 
decide what this will be when you know who is coming and 
their dietary requirements. 
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