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The actual or possible regaining, 
restoration, or improvement of 
something lost or taken away as a result 
of a significantly negative situation or 
event through the transfer of goods and 
services from producers to consumers.

(Schwarz, 2010)

“For sport marketers, the concept of 
recovery entails returning a disaffected 
customer to satisfaction after a service 
breakdown –one that is often 
unexpected and unscripted”

(Burton & Howard, 2000)
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Much of the previous work on recovery 
marketing focused on crisis management, 
and market recovery and communications 

- Communication during tourism crises
- Evaluating strategies for market recovery
- Comprehending these issues from the    

viewpoint of the destination management 
organization 

(Carlsen and Liburd, 2007)
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Prevalent concept in the world of 
marketing in business –especially the 
travel, tourism, and hospitality industries.

- Natural disasters
- Government crises
- Politically-motivated crises
- Health related crises

Little coverage in the realm of sport 
marketing management

- NBA Recovery Marketing Plan
- Burton and Howard, 2000
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Burton and Howard (2000)

“Recovery Strategies for Sports Marketers:   
The Marketing of Sports Involves Unscripted 
Moments Delivered by Unpredictable 
Individuals and Uncontrollable Events”

1. “Those employed in sport marketing must be 
prepared for unexpected, often negative 
actions that jeopardize a sport organization’s 
brand equity”

2. “The negative actions tend to inflame public 
opinion or alter fan perceptions”

3. “These events tend to create an immediate 
economic reaction that can distract senior 
management and impede organizational 
performance” 
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Purpose of Presentation

Elaborate on selected negative scenarios with 
specific examples that have occurred in 
college sports over the past decade.  

Expand on the concept of recovery marketing 
in terms of intercollegiate athletics programs, 
and how recovery sport marketing can be 
utilized to restore image after perceived 
negative scenarios.  

Explain the elements of a recovery marketing 
plan, and why intercollegiate athletic 
administrators should create such a plan for 
their college sports program.
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Natural Disasters
- Hurricane Katrina 

- Tulane and UNO

Rules Violations
- NCAA sanctions

- Memphis (SAT)
- SMU (Death Penalty)

Criminal Acts by Players
- Sports Bribery/Point Shaving

- Toledo Football and Basketball (2004-2006)
- Tulane  Basketball (1985)

- Illicit and Performance-Enhancing Drug Use
- Intentional Torts
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Criminal Acts by Coaches
- Mike Bliss –Baylor

- Knowledge of Illicit Drug Use by Players
- Recruiting Violations

- Mike Leach (Texas Tech); Jim Leavett (USF); 
Mark Mangino (Kansas)

- Assault and Battery/Abuse of players

Elimination of Major and Minor Sports
- Budgets
- Title IX

Downward NCAA Reclassification 
- University of New Orleans
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Brand Recovery

The process of returning a product or 
service to its original state.

Image Restoration

Regenerating, or giving new life to, the 
public perception or impression of a 
product or service.
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What to Do???

1. Provide a place for customers to vent 
or rave about the product/service

2. Admit problems in public

3. Say “I am sorry” and mean it

4. Revamp the company image (for real) 
and make it stick

(Mazor, 2009)
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1. Identify the Purpose of the Sport 
Marketing Recovery Plan

2. Conduct Primary and Secondary 
Research to Identify and Assess

3. Develop a Sport Marketing Crisis 
Communications Plan

4. Implement and Manage a Sport 
Marketing Recovery Campaign

5. Manage the Sport Marketing Recovery 
and Restoration Process

6. Collect Feedback and Evaluate the 
Sport Marketing Recovery Plan
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Importance of Recovery Marketing to 
an Intercollegiate Athletics Program

Provide a guarantee to customers and 
stakeholders that they will be able to 
continue to experience the features of the 
product and/or service they consider to be 
most valuable to them, despite any impact 
from a crisis. 

Prideaux, Coghlan, & Falco-Mammone, 2007
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Goal of Recovery Marketing for an 
Intercollegiate Athletics Program

Ensure that all products and services are 
exposed in marketing campaigns to a 
maximum number of target markets in an 
altruistic manner by:

- Promoting strengths
- Downplaying weakness
- Taking advantage of new opportunities 
- Avoiding threats to success

Pike, 2007
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Prudent athletic administrators and collegiate 
sport marketing professionals plan for the 

regaining, restoration, and improvement of 
their sport organization after a crisis!

Proper recovery marketing planning:

- Prepares athletic programs for the 
implementation and management of 
sport marketing efforts used to 
recuperate from negative scenarios

- Can significant reduce the financial, 
social, and image-based downfalls 
inherent to these adverse situations
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