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	Job Title  
	Fan Experience Manager

	Reporting to
	Director of Events, Experience and Technology

	Location
	The Hawthorns

	Line Management Responsibility
	N/A

	Main Purpose

	The Fan Experience Manager is responsible for the planning and delivery of engaging, high-quality matchday and event experiences that enhance fan satisfaction, support engagement and encourage repeat attendance.
This role focuses on experience design and execution, ensuring key fan touchpoints - particularly on matchdays for both the men and women’s first teams - are well planned and consistently delivered. The role works collaboratively across departments to influence the wider fan journey and support the delivery of core experiential elements.

	Working Hours
	Full Time which includes evenings, weekends and bank holidays as required and in line with business needs



	DUTIES & RESPONSIBILITIES

	Your main responsibilities for this role include, but are not limited to the following: 
Fan Experience Planning & Delivery
· Own the planning and delivery of matchday and event fan experience activations, including Fan Zone, pre/post-match entertainment, and in-stadia experiences. 
· Develop themed matchdays and entertainment concepts in collaboration with internal stakeholders. 
· Ensure a consistent, high-quality experience across all in-venue fan touchpoints. 
· Create and manage matchday experience plans to support seamless delivery. 
· Help manage budgets associated with fan experience delivery and ensure cost-effective execution. 

Matchday & Event Operations
· Act as a key point of contact for fan experience delivery on event days, ensuring activities are executed safely and effectively in line with operational plans. 
· Liaise with third parties, manage timelines, logistics, and staff/volunteer coordination related to fan experience elements. 

Fan Insights, Performance & Continuous Improvement 
· Utilise supporter insight, survey results, and engagement data provided through internal channels to inform improvements to matchday experience delivery.
· Track and report on key performance indicators (e.g. such as fan satisfaction, arrival times, repeat attendance etc). 
· Work with internal teams to implement actionable improvements to enhance future experiences and support the use of fan insights in shaping experience delivery. 
· Monitor performance of new initiatives and recommend improvements based on fan feedback and data. 

Cross-Department Collaboration
· Work closely with other internal departments such as Marketing, Ticketing, Operations, and Commercial teams to align fan experience activity with wider campaigns and priorities. 
· Support the integration of sponsors and commercial partners into fan experience activations when appropriate. 
· Coordinate with external suppliers, agencies, and entertainment partners to deliver high-quality experiences. 
· Where necessary, support the Club’s fan engagement strategy which includes attending meetings with the Fan Advisory Board & Albion Assembly. 
Innovation & Enhancement
· Identify opportunities to enhance experiences for key audiences, including families and supporter groups. 
· Support the rollout and delivery of new initiatives (e.g. digital activations, gamification) in collaboration with internal teams. 

Additional
· To ensure all systems including HR systems and information are kept fully up to date
· To contribute positively to the Clubs vision and culture
· To promote and adhere to the Equality, Diversity and Inclusion Policy and to work consistently to embed ED&I into everything.
· To ensure the working environment is free from harassment and discrimination and any other form of unacceptable behaviour.
· To fully participate in one-to-ones and departmental reviews and meetings.
· To fully participate in annual and mid-term appraisals.
· To ensure all relevant systems are up to date including but not limited to HR systems
· To understand the Club’s Safeguarding policy, procedures and best practice guidelines and use these to ensure appropriate and safe working practices applicable to the role.
· To promote and assist with Safeguarding.
· To carry out CPD and keep up to date with any training and updates relevant to the role.
· To ensure the health & safety within the Club for self and others is adhered to at all times.
· To carry out all responsibilities with due regard to the Club values and all policies and procedures, in particular Health & Safety, Equality and Diversity and Safeguarding.
· To undertake all required training, including mandatory Club Equality and Diversity, Safeguarding and Health and Safety training.
· Responsible for fulfilling the requirements of their specific role and all associated health, safety, and sustainability duties, as set out in the West Bromwich Albion Health, Safety & Sustainability Policy.
The duties and responsibilities described are not a comprehensive list and additional tasks may be assigned to the employee from time to time; or the scope of the job may change as necessitated by business demands.
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	Essential Criteria
	

	· Ability to build effective working relationships with internal and external stakeholders. 
· Strong communication skills, both written and verbal. 
· Willingness and ability to work evenings and weekends as required for events and matchdays. 
· A proactive approach with the ability to take ownership and work independently.
· Ability to handle confidential and sensitive information with discretion and sound judgment
· Full driving license
· Right to Work in the UK

	Desirable Criteria

	· [bookmark: _Hlk96601445]Experience planning and delivering events, activations, customer experiences, or engagement initiatives. 
· Strong organisational and project management skills, with evidence of managing multiple priorities and deadlines. 



Equality and Diversity
West Bromwich Albion FC is an equal opportunities employer and is committed to provide equality and fairness for all employees and opposes all forms of unlawful and unfair discrimination and positively encourages applications from suitably qualified and eligible candidates regardless of sex, race, disability, age, sexual orientation, gender reassignment, religion or belief, marital status or pregnancy and maternity.  
Safer Recruitment
West Bromwich Albion is committed to safeguarding and promoting the welfare of children, young people and adults at risk, therefore expects all staff and volunteers to share this commitment. 
WBA’s Safeguarding, Equality and Whistleblowing policies can be accessed here https://www.wba.co.uk/club/about-us/club-policies 
It is unlawful for the Club to employ anyone who is involved with regulated activity who is barred from doing so and we will carry out rigorous pre-employment checks and screening.  
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An Enhanced DBS, References, Qualifications, Proof of Identity and Right Work in the UK checks will be required and carried out prior to commencement for this post. 


	Signed
	Name
	Date
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