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Abstract

So far, the primary urban informatics connections between service design and urban design have been researched
within healthcare and transportation systems. However, as mass events are becoming essential to urban life and new
event venues are built in densifying downtowns, a particular design challenge linking the venue and its urban sur-
roundings comes from the people flow. This study investigates mobility and privacy issues related to the informa-
tion shared in the context of event attendance, with a survey of 880 ice-hockey fans as the respondents. The study
addresses the factors that impact the experiences of sharing urban informatics among event attendees.
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1 Introduction

The outcomes of urban design provide experiences for
humans in urban space. Streetscapes or street furniture
can provide pleasant experiences in the city centres (see
e.g. Frank, 2010; Childs, 2010). Alternatively, too wide
pathways or bad lighting may cause unpleasant walking
routes for people (Harvey 2019). Moving from one place
to another, humans may also engage with various services
they run across. While urban design and objects pro-
duce context-related information and experiences, ser-
vices embedded in urban space can do this too. Instead
of working in separation, they have a compounded
impact on the overall urban experience. Boundaries
between these two design domains are not only invisible
and unrecognizable, but often indivisible, (see Thwaites,
Mathers, & Simkins, 2013). Thus, as urban informatics
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relates to people, places and technologies in cities, the
changing context that urban design and service design
define should be acknowledged. We argue that the vacil-
lating interfaces of these two design domains, i.e. urban
informatics in urban design and in service design, are still
largely unknown and, hence, also unexplored.

According to Zomerdijk and Voss (2010), the design
of experience-centric services includes designing "cus-
tomer journeys" and "touchpoints”" and a dramatic
structure of events. They also address that "the engage-
ment of employees, the management of fellow custom-
ers, and the close coupling of backstage employees and
frontstage activities" plays significant role in service
design (ibid.). However, the responsible stakeholders of
these services are rarely those responsible for designing
the urban environments where the services are offered.
Yet, from the citizen’s point of view, and, in our case
study, from the event participant perspective, we argue
that services around the urban events and the event
space constitute a continuum of experiences and a sin-
gle journey. The interface of these two design domains
is interesting, particularly in the context of urban event
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attendance as conflicts between them may directly
affect event experience and future attendance.

So far, connections between service design and
urban design in urban informatics have been particu-
larly identified within healthcare and transportation
systems. Stewart et al. (2023) studied the planning
and design of vending machines for harm reduction
(VMHR), and the environmental determinants of health
and design methodology were investigated by Han et al.
(2023). In research on urban logistics focusing on the
last mile distribution, Fontaine et al. (2023) studied the
design of city logistics networks with multiple logistics
service providers. Zhen et al. (2023) studied territorial
design and urban delivery services, and Calabro et al.
(2023) assistance in planning future-generation tran-
sit systems. Service design in urban events has gained
attention in recent research on design research, par-
ticularly from a data management perspective point-
ing to inconsistent consideration of data, see, e.g.
(Jang, Ryu, and Kwahk 2023), integrating data-driven
and demand-responsive bus services (Tian et al., 2023)
or in-city rain mapping (Janco, R., Ostrometzky, J., &
Messer, H. (2023). Quite recently, Duarte et al. (2022)
suggested an approach which understands cities as ser-
vice ecosystems in the context of citizens’ participation
in urban planning and mobility services. However, by
only focusing on the data flows and not recognizing the
characteristics of the urban context, as urban design
does, the outcomes of service design provide very nar-
row and techno-centric approaches to services.

There is a need for a human-centric approach in the
given context. Song et al. (2022) studied long-term user
experiences of urban greenways and identified experi-
ential, programmatic and physical elements of the High
Line Park that were meaningful to users. They con-
cluded that in addition to these identified elements, the
added value from park services were emphasized (ibid.)
This is the case even if urbanization, a megatrend, turns
cities into essential habitats for humanity. By recogniz-
ing the connection between service design and urban
design, we support the event attendance of the specta-
tors and experiences related to attendance.

It is argued here that by building connections and
addressing the fundamental principles that urban
design has already recognized—but related service
design has not been identified—the overall urban expe-
rience is enhanced. The current urban informatics
research on the relationship between urban and ser-
vice design does not consider these fundamental design
principles. Therefore, from our perspective, knowledge
of this relationship is necessary for streamlining the
flows of people and information.
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This study approaches its topic by scrutinising the atti-
tudes and priorities of urban event attendees by focusing
on mobility, trust and privacy issues of shared informa-
tion. We claim that many fundamental principles of
urban and service design are mutually compatible and
should be considered as such. Attitudes and priorities
need to be investigated for a better understanding of how
event attendees experience mobility, trust and privacy
issues as attributes of urbanity. Furthermore, we need to
identify the variance of these attributes, as the human-
centric approach informs us, "one size does not fit for all".

This study addresses the following research themes:

(1) Theme one: Event spectators’ transition from public
space to semi-public or private event space
(2) Theme two: Privacy issues in event participation

These themes focus on the event attendee attitudes
while approaching and leaving the event arena, and dur-
ing their actual event attendance. This before-during-
after the event continuum puts urban and service design
elements in one shared urban context (Fig. 1).

Within the research themes, the following research
questions are answered:

« RQ1: What are the spectators’ mobility preferences
when approaching the event arena?

+ RQ2: What are the spectators’ preferences regarding
their privacy issues?

Our research is centered on mobility, a key factor that
shapes the flow of interaction in urban spaces and influ-
ences how people experience urban events. The way we
move and use services in urban contexts significantly
impacts our event experiences. Privacy, another key
aspect of our study, is brought to the forefront as the data
shared by event attendees is used to enhance the services
provided in these specific contexts.

Contributions of this study are twofold. First, it
addresses the mobility issues related to both urban expe-
rience and service design in an urban mass event. These
issues relate especially to the customer journey design
based on the event attendees’ location-based informa-
tion. Secondly, it demonstrates factors that impact the
event experience, focusing on trust and privacy issues
regarding the information shared by the event organizers
or the event attendees themselves.

2 Transforming urban design issues to service
design issues

Planetary urbanization (Brenner, 2013; Brenner &

Schmid, 2012, 2014; cf. Beauregard, 2018; Sennett,

2018) sets new requirements to urban design. Habitats
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Fig. 1 Research themes and questions

of most of the humankind, cities need to find solutions
to its survival (Chakrabarti, 2013; Owen, 2010; cf. Har-
vey, 2019). Many fastest-growing cities are threatened
by catastrophes with anthropogenic origin (Dawson,
2019; cf. Dobraszczyk, 2019, 24; Wu, Wei, and D’Hondt
2022), and some of them need to relocate themselves for
sustained safety (Ovink & Boeijenga, 2018, 106). Saving
the planet’s remaining resources requires that cities in
safest locations infill and grow inwards and avoid sprawl
(Suryawinata & Maas, 2012; Keenan and Chakrabarti,
2013; Chakrabarti, 2013). Thus, cities need not only reor-
ganizing but redesigning.

This transformation has prompted both landscape
urbanists and their critics (Duany & Talen, 2013; North
& Waldheim, 2013). Its obviously greatest practical effect
has been in the broadened vision of what design can do,
both to cities as material entities and to the civic life (cf.
Rivenburgh & Chase, 2019). Design is sometimes char-
acterized as a “silent language” for the public spaces to
communicate with the people and their entanglements
in the city (ibid., 36). If design is a “language’, its “gram-
mar” should be the infrastructure that directs and ena-
bles the myriad material design interventions in public
spaces (cf. Sendra & Sennett, 2020; Shaqqgiang, 2020).
Yet infrastructure tends to escape our immediate aware-
ness except when electricity fails or water mains breach
(Virilio, 2007): it is not a self-evidently visual dimension
of urban design.

Requirements set by the urban materiality should
encourage the use of design towards tangible goals that
make life in cities better, contributing to their security
and resilience (Coaffee, 2020). This materiality-bet-
terment nexus while working for sustainability should

further abhor design’s decorative, ornamental, or even
intellectually dubious use (76-78; 2019, 202). “Non-
ornamental’, yet utterly designed urban objects, often
rich with various streetscape features, include pocket
parks elegantly described by Prochnik (2011, 118; cf.
Rivenburgh & Chase, 2019, 68-69). However, in the
urban context, “ornament” may have meanings that
transcend its two-dimensional Gestalt as an ostensibly
simple decorative representation that Loos (op. cit.)
famously condemned. If infrastructures provide the
grammar for the language of design, ornaments are its
patterns. Carefully analysed, they help us to discern
and interpret the layers, complexities, and even institu-
tions of urban life (Reeh, 2004).

A particular category of contemporary construction
projects is illustrative to this. Their final approval is
due to a perceived role they might have as enhancers
or their host cities’ reputation, esteem, and competi-
tiveness. They often stand out from the surrounding
background buildings by their form, size, and price tag
(Goldberger, 2022, 227; Medina, 2015). Due to their
size or quirkiness vis-a-vis the conformity of other
buildings in a grid, they easily create discontinuities
to the existing urban space. However, they may just as
well set the tone for the future developments of entire
neighbourhoods or urban districts (Lynch, 1960, 119).
Stadium complexes made for the Olympics are cases in
point here, as are brand names such as Walt Disney or
Solomon R. Guggenheim that constitute global bench-
marks for extraordinary concert halls or art museums
(cf. Littlefeld & Jones, 2012). They provide the city with
an added cultural and imaginary value on the top of
their material contributions to housing, business loca-
tions, or accessibility (Kuo, 2023; Sudjic, 2016).
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A common feature for cities worldwide is their urge
to fit these often-massive constructs for sports, culture,
and entertainment in their premium locations. They
thus join redesigning narratives that combine densifica-
tion, high-capacity transit systems, and promotion of
mixed-use urban spaces — that all double in combatting
climate and sustainability challenges (e. g. Dasgupta, Lall,
and Wheeler 2023). Event venues are often accompanied
with major residential and workplace developments that
jointly produce assemblages where hyperdensity accen-
tuates through hyperthickening of mixed urban func-
tions and massive people flows. This elevated mixture
of human action and things (Beauregard, 2015a) eas-
ily compromises urban space’s legibility which, in turn,
poses challenges for wayfinding, safety and security. All
this complicates the fundamental design challenge: to
serve good human and civic life instead of wasting criti-
cal resources to useless, unusable, or even dangerous
artefacts (Papanek, 1977). Prominent foreground build-
ings (Goldberger, 2022) may be endowed an unusual
agency to regulate their surrounding cityscapes, and even
rule over their other elements’ right to exist (Beauregard,
2015b).

Cities of different sizes and esteem do this in different
volumes and intensities. Established world cities boast
metropolitan scales and varieties of nearly everything;
institutions, infrastructures, connectivities, hotel capaci-
ties, and distinctive places with iconic landscapes. This
all contributes to functional diversities that also help
to build robust economies (Jacobs, 1970). With these
resources, large, institutionally rich cities create new ways
to be successful, while the rest try to find the quiddity
of their success and imitate (Sudjic, 2016, 30). As urban
objects, especially sports arenas and their fan zones share
the ubiquitous and clearly recognizable design features
largely dictated by the requirements that come from
institutions such as UEFA, FIFA or IIHF — but also from
the event sponsors (Hagemann, 2010, 724-725).

As an example, the Nokia Arena in Tampere, Fin-
land openly acknowledges its kinship and resemblance
with North American arenas (Penttinen-Lampisuo,
2021) that host NHL or NBA teams. Fan zones occupy
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public urban space, extending the events’ design features
to Arena’s surroundings and give a distinctive, sponsor-
driven physical image to a pseudo-privatized territory
within the event security ring. The identical layouts of
arenas and their spatial extensions come naturally from
their genotypic functions — but also from their role as
“switches” that link locally embedded material premises
with the global consumption of sports events and, hence,
the globally mobile spectators (Vainio et al., 2024; Sheller,
2018, 100). However, even if the inseparability of kinetic
elites and their globally standardized leisurely destina-
tions is elementary for the latter’s revenue logic, remark-
able switches remain unique to their locations (Fig. 2).

All constructs with any landmark qualities add fixed
orientation points to the urban space and hence enhance
its legibility (Lynch, 1960). Their resolution or “imagi-
nary power” in the cityscape depends on their compet-
ing elements as eye-catchers in the built environment.
If they can engage urban dwellers in particularly mean-
ingful ways, tap into important historical processes, and
become thus destinations unto themselves, they join the
self-strengthening narrative of their host cities (cf. Cur-
rie, 2010). However, we claim that to reach this goal, a
more complex approach to urban design may be needed.
Impressively designed constructs may be awe-inspiring
as such, but understanding how they engage with their
users requires a design approach that fuses the generic
features of urban design into the specific, situational ser-
vice design.

Here, situational service design pertains to various
sociotechnical arrangements for enhancing spectator
experience at the Nokia Arena, taking into account the
venue and event security (Vainio et al., 2024). As Nokia
Arena is situated in a dense downtown environment, a
particular design challenge emanates from its interface
with its surrounding urban space and the people flow
(cf. TOD Standard, 2017). Thoughtfully placed street
furniture, remote controlled bollards for regulating
traffic outside as well as wayfinding and info screens
are all design objects meant to remove friction from
this flow and enhance the spectator’s event experience.

LIRBAN Traditional city Entrepreneurial city Experiential city

LAYER

DESIGN Designing buildings Designing assets for Designing unique

CONTEXT with different roles city competition, destinations to serve
and characteristics such as event arenas as business platforms

DESIGN URBAN SERVICE DESIGN

EMPHASIS DESIGN FEATURES FEATURES

Fig. 2 Contents of and transformation from traditional urban design to experiential service design in different urban layers and design contexts
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Below we discuss how the spectators or arena users
experience their traverse through these objects.

However, we start by fine-tuning our argument by
looking at a world-renowned destination reputed as an
iconic urban design. This shows how designing desti-
nations as material objects increasingly translates into
designing urban service platforms.

High Line, a linear park built on disused elevated
industrial railway tracks and opened in 2009 earned an
instant status as one of the most original destinations
in New York City (La Farge, 2014). In no time, how-
ever, the park was engulfed by a fierce design debate
(Sorlien and Donnelly 2013). High Line is a compli-
cated entity. It is a public park: one can walk its entire
length from the Meatpacking District through Chelsea
to the Hudson Yards without any entrance fee. Yet,
making it possible has required an elaborate com-
pound of private property development and planning
code wizardry (Ascher & Uffer, 2015).

But how should High Line be understood? According
to informants interviewed in 2014 when the construct
was five years old but already established as a desti-
nation, it was identified both as a public park and an
imprint of Chelsea’s transformation and gentrification,
a process that had started before High Line. Lang and
Rothenberg (2016) criticize it for primarily serving the
profit-generation logic conforming to the role of real
estate as the NYC growth machine. Loughran (2014)
accuses it as a trigger for super-gentrification that has
tied financial and cultural elites in global luxury-pub-
lic space development.

According to the High Line designers, its idea was
to provide urban dwellers with different affordances
to the use of urban space (cf. Millington, 2015, 2325—
2326). Many of these uses may involve market trans-
actions with businesses having located themselves in
premises traversed by diverse visitors: tourists, school-
kids on an excursion, locals on their lunch hours, art
and design enthusiasts, or admirers of urban green.
Rather than condemning the High Line as a mere
champion of neoliberal urbanism, it can also be seen
as an urban thing (Lieto, 2017) that assembles, adds
and introduces unexpected elements to the urban
space, thus showing how it is malleable and prone to
deconstruction.

Urban things are potentially meaningful for many
user groups and for a plethora of reasons. Service
design thinking helps to deal with these multitudes
by recognizing different user groups and their specific
needs. It can be a transformational tool for turning
coping with the materiality of urban design objects to
meaningful uses of urban things. We now turn to Nokia
Arena and its use(r)s to further process this idea.
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3 Case study: event arena in the city center

Nokia Arena opened to the public in 2021. It accommo-
dates up to 15 000 spectators with a floorspace of 50 000
m?, Its design complies with contemporary event secu-
rity thinking (Vainio et al., 2024) and promises to enable
smooth people flow during mass events and the use of
elaborate security technology non-intrusively and with
high integrity.

3.1 Survey

An online survey to the Arena users was conducted in
December 2021, during the first four weeks and the Are-
na’s first seven ice hockey matches. Of the altogether 880
respondents, 27% were female, 72% male and 1% non-
defined. The participants studied were between 15 and
over 70 years of age. Most of the respondents were locals,
living in the city of Tampere (50%) or in the surround-
ing city-region (25%). Rest of the participants were from
the larger Tampere Region (8%) or other parts of Fin-
land (16%). Only 0.02% of the participants lived outside
Finland.

The survey was first launched during the Arena open-
ing nights and two “local derbies” between the city’s two
rivalling professional hockey teams. Their fans were the
survey’s target respondents, recruited via the teams’
social media channels (Facebook) on a voluntary basis.
The teams’ Facebook following is between 40 000 and
65 000. The respondents were motivated to answer with
a prize draw: altogether six respondents received ticket
vouchers for forthcoming ice-hockey games. Most of
the respondents attended at least one of the two opening
night matches, and as many as 41% of them had attended
more than five ice hockey games during the ongoing sea-
son. Considering the national and regional COVID-19
restrictions during the year 2021, this activity rate was
clearly more than expected.

The questionnaire consisted of four parts: 1) demo-
graphic information, 2) experiences or expectations of
the new arena, 3) general attitudes towards security in
public viewing events, 4) attitudes towards using tech-
nology and sharing information in events (incl. percep-
tions of own technology skills). Of the 27 questions six
were open and 21 had statements with 5-point Likert
scale (strongly disagree to strongly agree). Based on the
respondent’s prior experience (or lack of it) of the arena,
two questions focused either on expectations or experi-
ences regarding the visit. Of the respondents, 90% com-
pleted the questionnaire after having visited the arena
and 10% answered based on their expectations.

A statistical descriptive analysis with SPSS software
was carried out using cross tabulation. It aimed at find-
ing preferences among distinct groups and gaining
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knowledge about (1) event spectators’ traverse from the
surrounding urban space to the Arena, and (2) privacy
issues related to it. The study particularly focused on
the relationships and dissimilarities between attitudes
towards mobility, information privacy, and trust. A the-
matic analysis using Atlas.ti software was conducted to
gain insights of how personal factors or attitudes influ-
ence these findings.

As the study involved human participants, ethical and
data management issues were processed according to
Tampere University Data Protection Policy and guide-
lines. A privacy notice was linked to the questionnaire.

4 Findings

4.1 Mobility

Easy access to the event arena is significant for specta-
tors. When approaching the event arena, they traverse
through different urban spaces. We wanted to know how
varying forms of transportation, event arena security
zones (cf. Coaffee, 2020) and their affordances are con-
nected in spectators’ minds. Therefore, we asked how
they arrived at the event arena and how they perceived its
accessibility, wayfinding, and guidance.

Public transit (bus or tram) was the spectators’ most
favoured choice (27.7%). 20.8% of them arrived by car and
5.6% by train. More than 10% of the survey participants
walked to the venue. Others used multiple mobility com-
binations. Most of them found arriving to the arena easy
(82% fully agreed or agreed) and satisfactorily accessible
(68.5%). Additionally, 65% of the participants found the
fairways and lanes at the arena perimeter good enough.
Significantly fewer (49.6%) were happy with guidance
within the arena proper.

The participants found navigating and finding the
directions easy when entering and leaving the arena
(from outside to inside the building and back). However,
most of them found the arena too crowded inside: lines
to service counters were not accurate enough and more
proper guidance was deemed necessary.

4.2 Privacy

Previous research on privacy-related factors in smart
homes (Chalhoub et al., 2021; Garg & Cui, 2022) informs
us to assume that privacy concerns might impact tech-
nology usage. Correspondingly, in urban environments
locational data collection reveals privacy issues (Haque,
Bhushan, and Dhiman 2021). Two of our questions
focused on privacy: the kind of personal information the
participants are willing to share, and to whom they are
willing to share it. Additionally, we asked if the partici-
pants trusted the event-related information they received
and if they trusted the functionality of technologies used
at the event.
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4.2.1 Information the participants are willing to share

Our results clearly indicate that in the sports event con-
text, the participants are most willing to share their
seat numbers (64%). Sharing contact information such
as name and phone number (54%), membership of the
sports club (33%), or the history of attending previous ice
hockey games (32%) was also deemed relatively unprob-
lematic (Table 1).

Quite surprisingly, the participants’ willingness to
share social media updates is quite low compared with
their history of previous attendances and the sports club
memberships. Their location-based information, such
as location of a mobile phone or home address was also
quite reluctantly shared. Importantly, seat number is an
“anomalous” location information, tied inseparably to
the event and the venue itself, more discrete than home
address. Moreover, this sharing of information takes
place within a designated event or venue security design
(Vainio et al., 2024).

4.2.2 To whom the participants are willing to share
information
The participants were most willing to share their infor-
mation to their own ice hockey club (76%). Public author-
ities were also trusted recipients (52%), followed by the
event arena organization (43%). Also, these inclinations
are clearly attached to the event-related security designs.
The participants showed clear partisanship with their
inclination of not sharing their personal information
with the rivalling hockey club. Most reluctant they were
to share it with private companies, even if these service
providers operate at the arena premises. Rivalry between
the clubs and clear distinctions separating them comprise
inseparable parts of the event experience. Meanwhile,
at least some service providers may need to sharpen the
idea of how their presence at the venue adds particular
value to the event-goer experience.

Table 1 Information the spectators (n=880) are willing to share

Information N %
My seat number 561 63.5
My contact information (name and phone number) 478 543
My home address 166 189
History of my previous attendance 278 316
My location based on my mobile phone (in the area 169 19.2
that is less than 5 km from the event arena)

My location based on my mobile phone (in the area 210 239
that is less than 100 m from the event arena)

My membership of club 286 325
My social media updates 104 11.8
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Table 2 To whom the information can be shared

To whom N %

My own ice hockey club 671 76.0
Arena company 382 434
Public authorities (police, first aid etc.) 454 520
City 261 29.0
Another event organizing club 207 235
Restaurants in the event arena 175 19.9
Public transport organization 209 237

4.3 Trust on information

Gender or habitation revealed no associations with the
trust on information or the functionality of the technolo-
gies used at the events. It was all different with the age.
The younger the participants, the higher was their trust
in information the event organisers provided, and in the
technologies used in it. Of the participants aged between
20 and 29 years, 79.7% either strongly agreed or agreed
that they trust in the information provided in the event
compared with the 60% of the participants between 60
and 69 years of age.

Also, familiarity with the event arena matters. Partici-
pants not having previously visited the arena did not trust
in event-related information as much as those with previ-
ous visits to it (see Table 2). These groups’ trust in tech-
nology’s functionality in the arena premises revealed no
statistically significant differences. This gives yet another
indication of the notable relationship between the physi-
cal and service design elements attached to urban events
and their venues.

Likewise, familiarity of the overall the ice hockey match
settings and trust in information provided in the event
were associated. Participants with no previous attend-
ance in the ice hockey games during the running season
tended to trust less in the event-related information.

5 Discussion
Mobility and privacy are vital parts of the urban expe-
rience. People encounter smart urban environments
through technologies that are, first, embedded in the
environment and, second, in our pockets as mobile
devices. Therefore, factors that influence mobility and
privacy issues regarding the physical environments and
services provided to the event attendees in urban event
spaces are essential. Both these design perspectives are
based on the prior knowledge of how they involve people
(e.g. Zomerdijk and Voss 2010). The focus of this study
was on information shared and/or gathered in urban
event attendance.

The results show that familiarity both with the event
arena and the event itself influence how the event
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attendees trust the information provided to them. This
finding is connected to earlier research on the impact
of familiarity, e.g., how site familiarity may also influ-
ence sensory attention (Ding et al., 2023) or that hidden
mediating effects focusing on the built environment and
personal factors impact the acceptance of automated
vehicles (Wang et al., 2022), or how to adapt location-
based services to users’ familiarity with the environments
(Liao et al., 2022). For service design in the given context,
this notion of the impact of the familiarity factor indi-
cates that the needs for varying guidance are apparent.

Intensifying presence of surveillance technology, an
imprint of current urbanisation, makes privacy issues
highly topical. A comparison of the kinds of personal
information the participants were willing to share shows
that detailed, yet event-related information (seat number)
is the most easily shareable. Another type of information
that the attendees are willing to share is their name and
phone number. This is in line with previous findings by
Elmaghraby and Losavio (2014), stating that people out-
side their homes have a reasonable expectation of pri-
vacy. In addition, the closer the event participants get
to the actual event arena, the more willing they are to
share the location of their mobile phones. This suggests
that what they think of approaching is not a mere physi-
cal location but an assemblage of experiences and event-
related services.

6 Conclusions

This paper discussed the linkages between urban and
service designs, focusing on mobility, information pri-
vacy and trust in the context of urban event attendance.
Event spaces are distinctive parts of the urban environ-
ment bridging the domains of urban and service design.
We showed how personal factors such as age and famili-
arity with the event arena impact the trust in information
received at the venue. While these factors are essential
to the event service design, they are parts of good venue
design and, hence, design of good urban things.

One distinctive feature seems to make event-related
information conductive to sharing: its capacity to
enhance services attached to the event attendees’ seat
and that information flows through mobile phone. Con-
versely, event attendees are reluctant to share other kind
of locational data, such as the location of their mobile
phone or home address. This shows how event venues
are perceived as specific and securitised urban spaces,
and how the event itself constitutes a distinctive context
for information sharing. Moreover, as informed by the
service design literature, different user groups position
themselves differently vis-a-vis this context.

This reflects in the familiarity of the event arena and the
event in question. They influence the experience when
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one approaches, stays, and leaves the event and the venue.
For services, different forms of guidance are needed, as
events bring together individuals with vastly differing back-
grounds, capabilities, and needs. The same holds true for
wayfinding through the “paths, nodes and edges” (Lynch,
1960, 47) that denote the eventgoers’ traverse from the sur-
rounding urban space to the venue.

This study thus delivers an important message for the
planners and designers of safe and enjoyable event spaces
and event-related services. The necessity of acknowledging
the intertwined importance of both private or semi-public
spaces indoors and public spaces outdoors becomes obvi-
ous when observed from the vantage point of eventgoers
who perceive them as steps on one experience journey.
Similarly, cooperation among urban planners and event
producers is necessary for safeguarding the simultaneous
co-existence of (local dwellers’) daily urban life and (event-
goers’) exceptional urban experiences in cities teeming, in
increasing densities, with different uses and users.
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