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Objectives for Today

Lessons Learned:

Data acquisition to insights

Real-time Data & Analytics:

Why is it important?
Bringing it all together:

Technology acting as one



Agenda

• 49ers Business Analytics

• Real-Time Problem

• Areas of Focus

• Lessons Learned

• What’s Next



About the Speaker





Fan Experience



Leveraging Data

Access to Data
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Manual reports

Ad-hoc querying and exploring data

Dashboards and management towards goals

Campaign optimization

Personalization



Business Analytics Across the Organization
• Fan 360

• Data Consolidation

• API Data Management

• Machine Learning

• Predictive Modeling

• Reporting Infrastructure

Business Analytics Platform
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Business Analytics Across the Organization

Customer Segmentation

Lead Scoring

Campaign Attribution

Sales Funnel Automation

Fan Feedback

Churn Prediction

Risk Mitigation

Service Score

Dynamic Ticket Pricing

Ticket Sales Analytics

Standardized Reporting

Mobile App

Expand the Fan Experience

Event Day Optimization

Food & Beverage

Security & Staffing

• Fan 360

• Data Consolidation

• API Data Management

• Machine Learning

• Predictive Modeling

• Reporting Infrastructure

Business Analytics Platform
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Data Visualizations



Post Gameday Surveys



HappyOrNot Dashboards



Real-Time Problem



Real-Time Problem

Surveys and fan feedback
Over 200 improvements

Data & Access
70+ page report available after three days

Home games per season
Only so many chances to iterate and improve10



Real-Time Solution (stage 1)

Real-Time Fan Feedback

with Alert & Notifications



HappyOrNot



In over 100 areas of Levi’s Stadium



Alerts & Notifications

When 30% of responses in 15 
minutes are negative and there are at 
least 30 responses

Area responsible 

evaluates the 

issue

Under 5 minutes, 

all stakeholders 

receive a 

response with the 

action taken



Small Issues and a Big Impact

Fan experience by 

the gates

Across the Venue

VIP

34 14

11 4

17 11

74 63

5 2

2 0

Lines, speed of 

service, F&B temp.

Alerts Fixes Alerts

Alerts Fixes Alerts

Alerts Fixes Alerts

Waiting on line

Missing kickoff, bag 

restrictions, line

Cleanliness, lines

Fixes

Fixes

Fixes

We continue to improve our process to deliver a best-in-class fan experience

Concessions

Wine 3123Spirits 7301

Fridge stopped working 

causing warm wine 

bottles.

Fix: put wine on ice

Stand was one 

bartender short causing 

long lines. 

Fix: support sent



Real-Time Solution (stage 2)

Real-Time Fan Feedback

Real-Time Analytics Platform

with Alert & Notifications



SAP + NIMBL + 49ers
Design Thinking for Business Innovation

Design Thinking session with SAP, 49ers BSA, and 





Real-Time Analytics Platform

The Executive Huddle gives us insight on operational metrics on game days: 
attendance, parking, concessions, retail, and real-time fan feedback



Executive Huddle: Areas of Focus

Ticket scan by location Parking scans & capacity

HappyOrNot real-time feedback

Weather data to predict fan needs

Mobile ticketing & security

Social data to identify PR concerns

Notify account reps of arriving VIPs

Push notifications to drive fan behavior

Food & Beverage
Retail & Team Store



Powered by SAP Leonardo

–

SAP Analytics Cloud - All analytics capabilities in one product (BI, Predictive, Planning)

Integration IoT Security Analytics
Machine 
Learning

Mobile

SAP HANA (Database as a Service)

Gate 
Scan

Parking Food & Beverage Retail NFL API Weather
Fan

Feedback

SAP Analytics Cloud

 Presentation Layer

SAP Cloud Platform Integration 
Services

 Multiple data sources into a single 
source of truth

SAP Hana Database as a Service

 Store the data in memory for 
speed



Executive Huddle in Action



Content



Content



Content



Content
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Content



Using Mobile Devices to Scale



How We Did It & Lessons Learned



How We Did it
NIMBL Marcelo Berger Data Modeling & SAC Developer

Hari Sonnenahalli Integration Developer

Mark Dent SAP Cloud Platform Admin & Digital Boardroom

Alisha Khan SAP Delivery Manager

Michael Pytel Solution Architect, CTO 

Jay Mills VP of Sales

SAP Jacob Stark Director, SAP Cloud Analytics Product Management

Anamarie Franc VP, Customer Success, SAP Analytics Cloud

David Martinez Director, Global Sponsorships

Mark Lehew VP & GM, Sports & Entertainment Americas

Dan Fleetwood VP, Global Sponsorships

49ers Nick Zobel  Manager, Business Intelligence & Analytics

Nikki Hawkins   Director, Partnership Activation 

Steven Chan  Director, Business Intelligence & Analytics

Moon Javaid  VP, Business Strategy & Analytics



How We Did it





Learn From Our Lessons

Data acquisition

Iterative development

Hardware and the details

Plan for scale

Focus on operational 
integration

Consolidate data early



Moving Forward



What’s Next?

Automated alerts

Mobile dashboards

Predictive modeling

Inventory management

Social media

Computer vision



From 3 Days to Real-Time

Predictive
Proactive

Reactive





Real-Time Analytics Platform

The Executive Huddle gives us insight on operational metrics on game days: 
attendance, parking, concessions, retail, and real-time fan feedback



Contact Us

Steven Chan
Director, Business Intelligence & Analytics
49ers.com

Steven.Chan@49ers.com

Mark Lehew
Global VP, Sports and Entertainment
SAP

Mark.Lehew@SAP.com

mailto:Steven.Chan@49ers.com
mailto:Mark.Lehew@SAP.com


Take the Session Survey.

We want to hear from 
you! Be sure to complete 
the session evaluation on 
the SAPPHIRE NOW and 
ASUG Annual Conference 
mobile app.



Access the slides from 2019 ASUG Annual Conference here: 

http://info.asug.com/2019-ac-slides

Presentation Materials

http://info.asug.com/2019-ac-slides


Q&A
For questions after this session, contact us at steven.chan@49ers.com.



Let’s Be Social.
Stay connected. Share your SAP experiences anytime, anywhere. 

Join the ASUG conversation on social media: @ASUG365 #ASUG


