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  Stage 1 
Ad Hoc 

Stage 2 
Emerging 

Stage 3 
Advanced 

Stage 4 
Optimized 

STRATEGY     

Governance  
  

 

Channel Strategy  
 

  

Opportunity Assessment   
 

 

CUSTOMER EXPERIENCE     

Governance  
  

 

Customer Insight  
 

  

Customer Journey  
 

  

Active “Listening”   
 

 

TECHNOLOGY & DATA     

Governance  
 

 
 

Data and Analytics   
 

 

Platform Integration  
 

  

Partner Integration  
  

 

OPERATIONAL PROCESSES     

Process Alignment  
 

  

Operational Efficiency  
 

  

Automation  
  

 

PEOPLE & CULTURE     

Collaboration  
 

  

Skills Development  
 

  

Customer Centric Culture   
 

 

Innovation   
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 SPORTA SCORE: 43 

THE INDUSTRY AVERAGE: (IF DONE AS PART OF A LARGE INDUSTRY 
ASSESSMENT OR IF ENOUGH INDUSTRY DATA IS AVAILABLE)  

The organization is in training, just on the cusp of becoming 
seasoned. The Sporta management team felt that the 
organization was definitely passed Stage 1 of maturity (the 
ad hoc stage) but that the digital strategy is still emerging (or 
in phase 2) in many areas. The threats and opportunities are 
known and a digital road map has been developed but efforts 
could be further centralized and coordinated. With a self-
assessment score of 43, the organization is on the cusp of 
moving into the 3

rd
 phase of maturity. One must keep in mind 

that the sports and entertainment industry holds itself to 
higher standards due to the rising expectations of fans and 
the use of technology to support the total experience. See 
below for further details and the path to improvement.  

 

 

 

 

 
LEGEND  

18 - 30:  Novice 

31 - 45:  In Training 

46 - 60:  Seasoned 

61 - 72:  Olympian 
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SUMMARY AND PATH TO 
IMPROVEMENT 

 DIGITAL STRATEGY 

Certain departments are leading the way in planning the digital strategy; channel marketing strategies are 
in place (i.e. web, email, social) but these are still being developed somewhat independently of each 
other as the role of each channel is not yet fully understood in the customer journey. The organization’s 
three-year data strategy will be an important step in developing an integrated multi-channel strategy. The 
respondents thought the organization was advanced in its ability to identify and execute on opportunities 
related to technology but in order to move to the next phase of maturity, digital must be rooted at the 
heart of planning for all departments.  

 

CUSTOMER EXPERIENCE 

Customer experience is clearly rooted in Sporta’s strategic vision and the goal of optimizing the 
experience across channels and platforms from PC to mobile is understood and acknowledged. In order 
to move to the next level of maturity, the organization will need to proactively measure customer touch 
points based on key metrics that define a successful experience in each channel. Data once again will 
play a key role here in ensuring communications are personalized and predictive analytics are used to 
create more relevant offers. The respondents were unanimous in scoring the organization’s ability to 
actively “listen” to customers through social media as still “emerging”. This strategy will be optimized 
when there is a consistent, real-time feedback loop with customers via social channels and a cross 
functional team is established to cohesively manage and monitor the social presence.  
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TECHNOLOGY AND DATA 

The committee felt the organization’s technology assets (as it relates to connectivity, infrastructure etc.) 
are for the most part mapped and the organization proactively evaluates risks associated with legacy 
systems or technology. In order to move to the next phase of maturity, a more proactive planning process 
is required to align departmental requirements and create a longer term forward- facing technology road 
map; one that also assesses the integration of core systems supporting the customer experience and 
back-end processes. The value of data is recognized within the organization and the next phase will see 
an enterprise-wide data and analytics strategy with mechanisms in place to ensure data is secure and 
accurate.  

 

OPERATIONAL PROCESSES  

Through the establishment of a digital department at Sporta, the organization has become aware of any 
projects or initiatives being done in isolation but the group thought more could be done to prioritize 
projects and streamline budgets and resources to meet agreed upon transformation and corporate 
objectives. The level of efficiency or “automation” of back-office operations is felt to be squarely in phase 
2 or “emerging”. The next phase of maturity would see the organization consistently evaluate the ROI of 
transitioning from physical/manual operations to digital automation when needed and develop a road map 
for execution where investments are justified.  

 

PEOPLE AND CULTURE  

 Sporta has basic tools to share corporate information but this is largely one way. In order to move to the 
next level of maturity, the organization must continue to leverage technology to improve knowledge 
sharing, internal collaboration and communication. The committee felt that employees were not currently 
part of the organization’s social media strategy (although progress has been made since this evaluation 
took place). In order to move to the next level, digital capabilities and training must be proactively mapped 
against the goals of Sporta’s digital enterprise strategy. The respondents felt that innovation was 
generally encouraged but that a “test and learn” mentality would help the organization stay ahead of a 
rapidly changing environment.  
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NEXT STEPS  
This section will be tailored to your results, qualitative answers provided in the survey and 
knowledge about your organization.  

“Digital” has become a significant driver for the bottom line in terms of fan engagement, cost savings and 
revenue uplift. In our experience leading enterprise digital strategies, the executive team must arrive at a 
common understanding and language of what “digital” means to them and develop a clearly defined 
digital strategy that’s fully integrated with the corporate one. Here’s how you can use the maturity 
assessment within your organization to further your digital strategy:  

1. Mobilize the organization around a common vision and common KPIs 
2. Use it as planning tool for your multi-year road map 
3. Identify high impact projects or low hanging fruit  

 

HOW WE CAN HELP 
Stratford Managers understands the forces that are driving change in the Sports & Entertainment 
Industry, we can help you with:  

• Digital and Technology Road Maps 
• Data and Loyalty Strategy 
• Customer Journey & Touch Point 

Mapping 
• Demand Generation Strategy 

/Revenue Growth 
• Digital Marketing & Enterprise 

Strategy Planning 

Isabelle.perreault@stratfordmanagers.com 
 (613) 222-9027 

 @StratfordMgrsDT    
 ca.linkedin.com/in/isabelleperreault

Isabelle Perreault 
VP and Practice Lead, Digital 

Transformation 



Ottawa 
 
555 Legget Drive 
Tower B, Suite 532 
Kanata, ON 
K2K 2X3 
Canada 
 
+1 (613) 288-2688 
info@stratfordmanagers.com 
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WHO IS STRATFORD 
MANAGERS? 

Stratford Managers is a leading management 
consulting firm that specializes in helping small 
and mid-sized businesses achieve their 
potential. Unlike traditional management 
consulting firms, Stratford consultants are 
operationally accomplished senior managers 
who proactively drive organizations to achieve 
higher performance – and sustain it. Stratford 
takes a thorough and pragmatic approach that 
goes beyond conducting research and providing 
recommendations; they lean in to deliver results. 
Stratford Managers brings the experience 
necessary to help execute plans and achieve 
desired outcomes. 

Toronto 
 
328 Howland Avenue 
Toronto, ON 
K2K 2X3 
Canada 

GET IN TOUCH TODAY TO 
DISCUSS HOW WE CAN HELP 
YOU ACHIEVE YOUR POTENTIAL. 

 


