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Burton Albion Football Club

Customer Charter 

Mission Statement

Burton Albion aims to be a successful professional football club with a secure future and a safe and hospitable approach to our supporters. The Club aim to provide a wide range of access, and to deliver to all supporters a friendly and professional service.

The Club will always endeavour to play an active role within the local community and involve our supporters in identifying areas for change or improvement within the club. Burton Albion will always take a prudent financial approach to ensure the long-term stability of the club. 
The Club is committed to confronting and eliminating discrimination whether by grounds of sex, sexual orientation, nationality, race, ethic origin, colour, religion or disability.

Burton Albion aim to be a customer led organisation and produce well trained and motivated members of staff who will show excellence in customer service.

All methods and details in ensuring the Club maintains a high level of professionalism and accessibility are detailed within this charter.
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1 Customer Service
Burton Albion Football Club recognises the importance of maintaining an excellent approach to customer service. We value each customer and appreciate that as a business, the Club relies on a strong customer base to progress.

The Club responds to any contact from a customer within a maximum of 21 days. We believe in a simple and customer friendly approach in dealing with all enquiries. 
The Club responds by telephone, e-mail, fax or letter. If a customer requests a response in writing s/he receives one.

All staff employed by Burton Albion Football Club will receive training in customer service to a high standard and strive to constantly develop in order to improve productivity, quality and customer satisfaction.

The Club encourages customers to contact the department relevant to their query, but the Commercial Director Fleur Robinson has overall responsibility for customer service.
Customer complaints should be put in writing to:

Fleur Robinson

Burton Albion Football Club

Pirelli Stadium

Princess Way

Burton on Trent

DE13 OAR

Or email Rosie Marshall at bafc@burtonalbionfc.co.uk.
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Anti-Discrimination Policy


Burton Albion Football Club is committed to eliminating all instances of discriminatory behaviour whether by sex, sexual orientation, nationality, race, ethic origin, colour, religion or disability.

Burton Albion Football Club is an equal opportunities employer. Our activities will in no way discriminate against any individual, this includes, advertisement of jobs, working environment, pay and employment terms, selection for teams, training and development and appointments to honorary positions.

No activities with Burton Albion Football Club will discriminate against any person on grounds of sex, sexual orientation, nationality, race, ethic origin, colour, religion or disability.

Burton Albion Football Club will not tolerate any form of harassment whether that be on grounds of sex, sexual orientation, nationality, race, ethic origin, colour, religion or disability, and will work to ensure that such behaviour is met with appropriate disciplinary action.

Burton Albion Football Club supports The Football League and the Football Association in its commitment to develop a programme of ongoing training and awareness-raising events and activities in order to promote the eradication of discrimination.

3
Staff Conduct
Burton Albion Football Club is committed to providing quality services for all our customers. We will do our best to provide equal access to you by offering additional help if it is required.
All staff, full-time, part-time or matchday workers have a duty to act as ambassadors of Burton Albion Football Club and if a customer encounters any problems with a member of staff they should respond in the manner detailed previously.
Burton Albion Football Club is committed to providing quality services and products for everyone who comes into contact with or visits the Club.

This means when meeting face to face we will do our best to: -
Be polite, courteous, friendly and helpful and listen to you, giving you our full attention.


Use plain language and avoid jargon.

Ensure that any office you are visiting is tidy, clean, pleasant, welcoming and accessible.


When answering the phone, we do our best to:-

Answer calls as soon as possible.

Greet in a courteous and helpful manner.
State which department you are speaking to.

Find out who can best help you, redirect your call if necessary and call you back if appropriate.
Burton Albion Football Club are committed to informing staff of all key issues in order for any customer enquiry to be duly satisfied quickly and efficiently. 
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Merchandise

All football strips are designed with a minimum lifespan of one season
Details of the next intended change of kits are available from the club shop. Due to sponsorship requirements it may be that a club strip is changed after a single season. In that case advertisements will be placed in the club shop and on the club website www.burtonalbionfc.co.uk.
The Club aim to provide a wide range of products available for purchase from the club shop. The Club will also endeavour to maintain a high level of post-purchase support.

Burton Albion Football Club reserve the right to withdraw any product on offer at any time. Normal refund policy applies to any product on offer. All offers are not transferable and may be available for a limited time only.

Burton Albion Football Club is committed to preventing price fixing in relation to the sale of replica team kit.

Burton Albion Football Club offers refunds on merchandise in accordance with its legal obligations.
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Travelling Away Support

Burton Albion Football Club’s supporters are usually allocated tickets for away matches on a priority basis as follows:
Sponsors / VIPs / Official Away Travel Regulars / Season Ticket Holders / Junior Brewers and Supporters Club members / General Sale.


Our opponents determine the cost of these tickets.
Supporters can book a seat on the official Burton Albion supporters coach to all away games. Spaces on the coach may be limited and are distributed on a first come, first serve basis. Supporters can book their seat on the coach by calling the club on 01283 565938.

6
Visiting Supporters

Burton Albion Football Club does not charge admission prices to supporters of the visiting club, higher than those charged to our own supporters for comparable accommodation. In particular our concessionary rate offered to senior citizens and junior supporters apply to supporters of a visiting club.
Burton Albion Football Club has the facility to accommodate 1200 away supporters.

The Club abides by The Football League and Football Association Cup Competition rules, governing the allocation of tickets to visiting clubs.

7 
Accessibility and Ticketing
Burton Albion Football Club continues to strive for a wider access to matches by offering a broad range of ticket prices including reduced rates for concessions i.e. juniors, senior citizens and students
Ticket Pricing
Matchday admission prices are as follows;

Seating - 
Adults £15.00



Over 65s / Students £13.00




Under 16s £6.00

Terraces -   Adults £13.00




Over 65s / Students £11.00




Under 16s £4.00

Students between the ages of 17-22 will qualify for the student concession ticket price on production of a valid student card. 


Disabled Ticketing

All carers will receive free entry when accompanying a disabled supporter who has purchased a ticket at the normal rate. 
Burton Albion Football Club reserves the right to request ‘proof of disability’ before issuing a concession. Such proof shall include:

· Receipt of the middle or higher rate of the Disability Living Allowance (mobility or care component).
· Receipt of either the Severe Disability Allowance or 

      Attendance Allowance.

· A letter from your General Practitioner. 

N.B Receipt of an Orange/Blue disabled parking badge will not be considered sufficient proof of disability.
Burton Albion Football Club will strive to accommodate all disabled supporters but it is advisable that a request be made for disabled seating prior to the day of the match. A request can be made by calling the club on 01283 565938.

Abandoned Fixtures

Free or reduced admission to replays of abandoned games applies if a match is abandoned after spectators are admitted to the ground. If a match is abandoned after kick-off spectators are entitled to the following refunds:
Match Abandoned before half time: 60% ticket refund

Match Abandoned between half time and 60 minutes: 40% refund

Match Abandoned after 60 minutes of play: no refund


Cup Competitions

Tickets for Cup competitions are generally priced at the usual League match rates, although we consider some reductions for early rounds of Cup competitions or increases for later rounds with the agreement of the opposing Club.

Tickets are usually allocated on a priority basis with sponsors, season ticket holders, Vice Presidents and regular 
away travel supporters given an option to purchase tickets prior to sale for the general public.
Ticket Refunds

Refunds for match tickets will be considered only if the ticket is returned to the Ticket Office not later than 24 hours before the time of kick-off of the match, when played.
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Community Activity

Burton Albion Football Club has a very active Football in the Community Scheme which aims to encourage more people (especially children) to play football, encourage more people (especially children) to watch football, to improve the image of the game and to improve atmospheres at matches. We are also committed to improving the behaviour of players and spectators.
9
Consultation and Information

The Club consults supporters on a regular basis through questionnaires, fans surveys, supporters’ panels and focus groups.
The Club publicises its position on major policy issues in an easily digested format in the Club programme / magazines / official website and through the local media.
The Club has had, and continues to develop ways to consult with the Shareholders, Sponsors, the Local Authorities and other interested parties.

The Club gives the earliest possible notice of changes to its ticketing policy and the reasons given for the changes.

The Club undertakes research on the design of new strips.
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Transport and Travel

The Club supports the policy of encouraging supporters to find alternative travel arrangements to the car. Details of local bus and cycling routes can be found in the ‘club’ section of the website, www.burtonalbionfc.co.uk.

Further details of alternative travel arrangements are also published periodically in the matchday programme.


There is car parking available to the supporters on matchday at the Rykneld Industrial Park, adjacent to the stadium, at a price of £2 per car.

Revised September 2009

[image: image1.png]