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SPORTS AND ENTERTAINMENT MARKETING SERIES EVENT
PARTICIPANT INSTRUCTIONS

PROCEDURES

1.
The event will be presented to you through your reading of these instructions, including the Performance Indicators and Event Situation. You will have up to 10 minutes to review this information to determine how you will handle the role-play situation and demonstrate the performance indicators of this event. During the preparation period, you may make notes to use during the role-play situation.

2.
You will have up to 10 minutes to role-play your situation with a judge (you may have more than one judge).

3.
You will be evaluated on how well you meet the performance indicators of this event.

4.
Turn in all your notes and event materials when you have completed the role-play.

PERFORMANCE INDICATORS 

1. Maintain a safe work environment.  
2. Discuss legal ramifications of breaching rules and regulations.  
3. Explain routine security precautions.  
4. Communicate core values of product/service.  
5. Explain procedures for handling accidents.  

EVENT SITUATION

You are to assume the role of general manager of Blue Sky Pavilion, an outdoor music venue. The president (judge) of Blue Skies Inc., the company that owns Blue Sky Pavilion, has asked for your recommendations to improve patron safety at the venue.

Blue Sky Pavilion is an amphitheater that seats 9,000 under a pavilion roof and 12,000 more in bleachers under the open sky. The venue has only been in operation for three years but has already become a regular stop for touring bands and musical artists. During a concert season that runs from June through September, Blue Sky Pavilion hosts between 30-50 performances.
During a show a couple weeks ago, a patron was walking down one of the concrete aisles to return to her seat. The concert was well underway with the headline act performing. The crowd was responding enthusiastically--standing, dancing, clapping and singing at their seats. Some of the crowd had even spilled out into the aisles in an attempt to give themselves more room. It was at this time that the patron took a misstep in a crowded aisle and fell, severely breaking her ankle. 

Some well-intentioned fans eventually tried to get the woman off the aisle floor and back to her seat. However, this only made things worse as the woman then suffered a dislocation of the same ankle that had just been broken. By the time ushers could be located, nearly 15 minutes had passed since the accident. Paramedics finally arrived on the scene a full 40 minutes after the accident.
Yesterday, the president (judge) received a letter from the woman who suffered the injury at your venue. She stated how upset she was with the way her accident was handled and that the dislocation never would have happened if she had been promptly attended to in the first place. Her doctors have told her she will have a long but full recovery. She also mentioned that she is discussing the matter with an attorney.       
The president (judge) of Blue Skies Inc. is concerned about the manner in which Blue Sky Pavilion dealt with the woman’s injury. The company’s attorney is performing a preliminary review of the situation in the event legal action is pursued. In the meantime, the president (judge) has requested a meeting with you to obtain your recommendations on how to deal with accidents and injuries in a more timely manner. In your presentation, you are to address the following:

· The importance of safety to both patrons and Blue Sky Pavilion.

· Specific recommendations to prevent similar accidents from happening in the future.
· Recommendations that will allow staff to respond to patron accidents in a more timely manner. 
You will present your recommendations to the president (judge) of Blue Skies Inc. in a role-play to take place in the president’s (judge’s) office. The president (judge) will begin the role-play by greeting you and asking to hear your ideas. After you have presented your recommendations and have answered the president’s (judge’s) questions, the president (judge) will conclude the role-play by thanking you for your work.


JUDGE’S INSTRUCTIONS
DIRECTIONS, PROCEDURES AND JUDGE’S ROLE

In preparation for this event, you should review the following information with your event manager and other judges:

1. Procedures

2. Performance Indicators 

3. Event Situation

4. Judge Role-play Characterization

Participants may conduct a slightly different type of meeting and/or discussion with you each time; however, it is important that the information you provide and the questions you ask be uniform for every participant.

5. Judge’s Evaluation Instructions

6. Judge’s Evaluation Form

Please use a critical and consistent eye in rating each participant.

JUDGE ROLE-PLAY CHARACTERIZATION

You are to assume the role of president of Blue Skies Inc. the company that owns and operates Blue Sky Pavilion, an outdoor music venue. You have asked your general manager (participant) for recommendations to improve patron safety at the venue.
Blue Sky Pavilion is an amphitheater that seats 9,000 under a pavilion roof and 12,000 more in bleachers under the open sky. The venue has only been in operation for three years but has already become a regular stop for touring bands and musical artists. During a concert season that runs from June through September, Blue Sky Pavilion hosts between 30-50 performances.

During a show a couple weeks ago, a patron was walking down one of the concrete aisles to return to her seat. The concert was well underway with the headline act performing. The crowd was responding enthusiastically--standing, dancing, clapping and singing at their seats. Some of the crowd had even spilled out into the aisles in an attempt to give themselves more room. It was at this time that the patron took a misstep in a crowded aisle and fell, severely breaking her ankle. 

Some well-intentioned fans eventually tried to get the woman off the aisle floor and back to her seat. However, this only made things worse as the woman then suffered a dislocation of the same ankle that had just been broken. By the time ushers could be located, nearly 15 minutes had passed since the accident. Paramedics finally arrived on the scene a full 40 minutes after the accident.

Yesterday, you received a letter from the woman who suffered the injury at your venue. She stated how upset she was with the way her accident was handled and that the dislocation never would have happened if she had been promptly attended to in the first place. Her doctors have told her she will have a long but full recovery. She also mentioned that she is discussing the matter with an attorney.
You are concerned about the manner in which Blue Sky Pavilion dealt with the woman’s injury. The company’s attorney is performing a preliminary review of the situation in the event legal action is pursued. In the meantime, you have requested a meeting with your general manager (participant) to obtain recommendations on how to deal with accidents and injuries in a more timely manner. You have asked the general manager (participant) to address the following:

· The importance of safety to both patrons and Blue Sky Pavilion.

· Specific recommendations to prevent similar accidents from happening in the future.

· Recommendations that will allow staff to respond to patron accidents in a more timely manner. 
The general manager (participant) will present recommendations to you in a role-play to take place in your office. You will begin the role-play by greeting the general manager (participant) and asking to hear about his/her ideas. 

During the course of the role-play you are to ask the following questions of each participant:

1. What do your recommendations say about our brand? 
2. Why is customer relations management so important?
Once the general manager (participant) has presented recommendations and has answered your questions, you will conclude the role-play by thanking the general manager (participant) for the work.

You are not to make any comments after the event is over except to thank the participant.

JUDGE’S EVALUATION INSTRUCTIONS

Evaluation Form Information

The participants are to be evaluated on their ability to perform the specific performance indicators stated on the cover sheet of this event and restated on the Judge’s Evaluation Form. Although you may see other performance indicators being demonstrated by the participants, those listed in the Performance Indicators section are the critical ones you are measuring for this particular event.

Evaluation Form Interpretation

The evaluation levels listed below and the evaluation rating procedures should be discussed thoroughly with your event chairperson and the other judges to ensure complete and common understanding for judging consistency.

	Level of Evaluation
	Interpretation Level

	
	

	Exceeds Expectations
	Participant demonstrated the performance indicator in an extremely professional manner; greatly exceeds business standards; would rank in the top 10% of business personnel performing this performance indicator.

	
	

	Meets Expectations
	Participant demonstrated the performance indicator in an acceptable and effective manner; meets at least minimal business standards; there would be no need for additional formalized training at this time; would rank in the 70-89th percentile of business personnel performing this performance indicator.

	
	

	Below Expectations
	Participant demonstrated the performance indicator with limited effectiveness; performance generally fell below minimal business standards; additional training would be required to improve knowledge, attitude and/or skills; would rank in the 50-69th percentile of business personnel performing this performance indicator.

	
	

	Little/No Value
	Participant demonstrated the performance indicator with little or no effectiveness; a great deal of formal training would be needed immediately; perhaps this person should seek other employment; would rank in the 0-49th percentile of business personnel performing this performance indicator.


JUDGE’S EVALUATION FORM
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DID THE PARTICIPANT:
	1.  Maintain a safe work environment?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 1, 2, 3, 4, 5
	6, 7, 8, 9, 10, 11
	12, 13, 14, 15
	16, 17, 18

	Attempts to maintain a safe work environment were inadequate or weak.
	Adequately maintained a safe work environment.
	Effectively maintained a safe work environment.
	Very effectively maintained a safe work environment.


	
	
	
	

	2.  Discuss legal ramifications of breaching rules and regulations?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 1, 2, 3, 4, 5
	6, 7, 8, 9, 10, 11
	12, 13, 14, 15
	16, 17, 18

	Attempts to discuss legal ramifications of breaching rules and regulations were inadequate or weak.
	Adequately discussed legal ramifications of breaching rules and regulations.
	Effectively discussed legal ramifications of breaching rules and regulations.
	Very effectively discussed legal ramifications of breaching rules and regulations.

	

	3.  Explain routine security precautions?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 1, 2, 3, 4, 5
	6, 7, 8, 9, 10, 11
	12, 13, 14, 15
	16, 17, 18

	Attempts to explain routine security precautions were weak or incorrect.
	Adequately explained routine security precautions.
	Effectively explained routine security precautions.
	Very effectively explained routine security precautions.

	

	4.  Communicate core values of product/service?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 1, 2, 3, 4, 5
	6, 7, 8, 9, 10, 11
	12, 13, 14, 15
	16, 17, 18

	Attempts to communicate core values of product/service were inadequate or unclear.
	Adequately communicated core values of product/service.
	Effectively communicated core values of product/service.
	Very effectively communicated core values of product/service.

	

	5. Explain procedures for handling accidents?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 1, 2, 3, 4, 5
	6, 7, 8, 9, 10, 11
	12, 13, 14, 15
	16, 17, 18

	Attempts to explain procedures for handling accidents were inadequate or weak.
	Adequately explained procedures for handling accidents.
	Effectively explained procedures for handling accidents.
	Very effectively explained procedures for handling accidents.

	

	6. Overall impression and response to the judge’s questions.

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 1, 2
	3, 4, 5
	6, 7, 8
	9, 10

	Demonstrated few skills; could not answer the judge’s questions.
	Demonstrated limited ability to link some skills; answered the judge’s questions adequately.
	Demonstrated the specified skills; answered the judge’s questions effectively.
	Demonstrated skills confidently and professionally; answered the judge’s questions very effectively and thoroughly.


Judge’s Initials 

TOTAL SCORE 
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