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When the San Jose Sharks take the ice, parent company San Jose Sports & 

Entertainment Enterprises wants a happy fan in every seat. But the Sharks’ 

marketing team struggled to measure campaign ROI and churn risk for season 

ticket holders. The organization was looking for a way to incorporate multiple 

data points, such as ticketing and fan activity and behavior, in its marketing 

efforts so it could better engage fans and pack the arena for every Sharks 

home game. The answer was to leverage valuable, multisource fan data using 

a holistic, intelligent data management and analytics platform.

San Jose Sharks: Embracing Data 

Insights to Grow Fan Engagement 

Picture Credit | San Jose Sharks LLC, San Jose, California. Used with permission.



Before: Challenges and Opportunities

• Measure marketing campaign impact and ROI

• Incorporate fan behavior and experience data into marketing campaigns

• Identify season ticket holders at risk of not renewing

Why SAP

• SAP® Business Technology Platform (SAP BTP) to support intelligent enterprise transformation

• SAP Datasphere solution to integrate the SAP Sales Cloud and SAP Marketing Cloud solutions with 

third-party ticketing systems

• SAP Integration Suite to pull in social media and Web site data

• SAP Analytics Cloud solution for self-service data modeling and visualization

• Prebuilt and ad hoc reports to identify patterns in consolidated data sets

• Cost-effective, cloud-based solutions that can be deployed quickly

After: Value-Driven Results

• Unified sales, marketing, e-mail, social media, Web site, and ticket data

• Real-time fan insights that improve marketing and the fan experience

• Real-time fan feedback tracking and campaign optimization

• Targeted upselling and cross-selling, higher opt-in rates, and fewer empty seats

Improving Marketing Campaigns and the Fan Experience with 

SAP® Solutions

“Deploying intelligent technologies from SAP was fast, 

and our team easily manages them. We now have one 

source of truth and deep insight that allow us to better 

connect with fans.”

Neda Tabatabaie, VP, Business Analytics and Technology, 

San Jose Sharks LLC

San Jose Sharks

San Jose, CA 

www.nhl.com/sharks

Industry

Sports and 

entertainment

Revenue

US$118 million

Products and Services

Hockey club

Featured Solutions

SAP BTP, including SAP Datasphere,

SAP Integration Suite, SAP Analytics Cloud, 

SAP Sales Cloud, and SAP Marketing Cloud
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Giving Marketing the Assist to Make 

Maximum Campaign Impact

The San Jose Sharks (San Jose Sharks LLC) are 

the pride of hockey fans across the Bay Area and 

around the globe. Competing in the National 

Hockey League (NHL®), the Sharks call the arena in 

San Jose home and are dedicated to making a 

major impact on the ice and also for fans and 

local communities.

It’s no surprise that the San Jose Sharks count on 

the SAP® Sales Cloud and SAP Marketing Cloud 

solutions to manage sales and marketing 

campaigns. A lack of integration between its 

KORE Software system for ticketing and those 

SAP Customer Experience solutions meant the 

organization had no way to measure the impact and 

ROI of individual marketing campaigns. On top of 

that, it could not identify season ticket holders at 

risk of not renewing.

The Sharks’ management needed a way to 

eliminate data silos and integrate operational data, 

marketing systems, and ticket sales with front-end, 

fan-facing experiences and promotions. This would 

allow the franchise to capture and quantify the 

needs and preferences of every fan segment –

whether newcomers, occasional visitors, or season 

ticket holders – and translate that into targeted 

marketing campaigns based on actual purchasing 

behavior and experience data.

The goal? Determine just the right perks and offers 

to fill every available seat, bring in new fans, 

and keep longtime Sharks loyalists coming 

back for more.
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Picture Credit | San Jose Sharks LLC, San Jose, California. Used with permission.



Unifying Fan and Customer Data 

in User-Friendly Analytics Dashboards

To maximize marketing impact and support an 

intelligent enterprise strategy, the San Jose Sharks 

turned to SAP Business Technology Platform.

Already using SAP Sales Cloud to manage 

customer relationships, account managers get 

smart recommendations and insights focused on 

ticket sales. SAP Marketing Cloud helps track fan 

activity and provides deep insights into the fan 

experience that help marketers better understand 

intent and anticipate behavior.

With the addition of the SAP Datasphere solution, 

the Sharks can now integrate that sales and 

marketing data with ticketing data from its KORE 

Software system.

The SAP Analytics Cloud solution was leveraged to 

serve as the single-entry point for business users to 

gain insights from all that data – providing user-

friendly dashboards to visualize, analyze, and identify

patterns in consolidated data sets. SAP Analytics 

Cloud also enables geospatial analyses based on 

fan location, making it possible to create marketing 

campaigns based on fan geography.

SAP Integration Suite facilitates the integration of 

fan sentiment and feedback data from Facebook 

and Twitter. It also enables integration of traffic 

data from the San Jose Sharks Web site, helping 

tie anonymous data to specific fan and customer 

accounts and ultimately make it all visible in 

SAP Analytics Cloud.

The next phase will be to integrate finance data 

from SAP S/4HANA® Cloud into SAP Datasphere –

giving the Sharks even greater strategic oversight 

of operations.
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Picture Credit | San Jose Sharks LLC, San Jose, California. Used with permission.



Gaining the Insight to Fill Stadium Seats and Bring 

Fans Closer to the Team 

By unifying e-mail, social media, Web site, and ticket 

data, the San Jose Sharks now have total visibility 

into fan activity. This leads to more effective 

marketing that delivers a better fan experience. 

Targeted upselling and cross-selling to subscribers 

is resulting in higher opt-in rates and fewer unsold 

seats.

Having one access point for analytics makes it 

easier for users to track fan feedback on marketing 

campaigns and optimize, pivot, and enhance offers 

in real time. A variety of reports help clarify the 

impact of each campaign. For example, campaigns 

can be correlated to ticket sales, sales can be 

broken down by geography, campaign ROI can be 

measured, e-mail open and click-through rates can 

be tracked, and Web site activity can be analyzed. 

Revenue can also be tracked by game, including 

product breakdown. And the Sharks can see if fans 

who bought tickets actually attended. Then, if a 

season ticket holder skips three games in a row, 

account managers are notified to reach out. 

Self-service access and a graphical drag-and-drop 

interface let users run these reports and more to 

test any hypotheses quickly with real-time data. On 

top of that, they reduce the workload for IT, allowing 

teams to focus on future innovations.

With a world-class fan experience as its goal, the 

San Jose Sharks are scoring big as an intelligent 

enterprise using SAP Customer Experience 

solutions and SAP Business Technology Platform.
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Picture Credit | San Jose Sharks LLC, San Jose, California. Used with permission.



San Jose Sharks Fan Marketing Management 

Architecture

Figure: San Jose Sharks Fan Marketing Management Architecture
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The San Jose Sharks use SAP Business Technology 

Platform to unify fan data. SAP Integration Suite pulls 

in social media and Web site data. SAP Datasphere 

unites sales and marketing data with ticketing data. 

SAP Analytics Cloud offers real-time insights and 

actionable intelligence. The result is effective marketing 

targeted to the right audience at the right time.
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