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WELCOME TO THE 			
2020/21 SUPPORTERS 		
CHARTER

THE SAINTS PROMISE

The club is pleased to be introducing The Saints

Our supporters and the people of Southampton and
our city are what makes this Club special. The Club
has a strong set of values and beliefs which guide
how we act and how intend to take this great Club
forward. How we conduct ourselves at every level,
ensuring fairness and parity across the board, is
transparent and open to dialogue.

Promise, which is a commitment designed to protext
WE GIVE OUR FANS
A VOICE

We will treat all of our fans fairly
and equally, reward their loyalty
and encourage dialogue, whilst
providing an outstanding and
accessible venue to add to their
enjoyment of the game.

This charter provides you with information regarding
various aspects of the supporter experience and we
are always keen to hear supporters’ feedback.

supporters should they not be allowed entry to
St Mary’s for any matches due to the coronavirus
pandemic.

•
•

•
Supporter Services

If you have any questions on
this charter or need additional
assistance, use the contact details
below:

Our Key Commitments

T: 02380 711 980
E: supporterservices@saintsfc.co.uk

•
•

•

We recognise that the 2020-21 season will be unlike
any other, and our main commitment is to ensure
the health and wellbeing of our staff, supporters
and the wider community. We continue to work with
Government and Premier League to ensure we are
ready to open our stadium when it is safe to return.

•

The club have committed to a series of promises,
should any Season Ticket holder miss out on a fixture
due to the coronavirus pandemic. Included in this, is
a refund, within 14 days of announcement, for any
fixture that can’t be played at St Mary’s with fans. A
full list of commitments can be seen to the right.

•

•
•

•
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A cost per game price freeze on Standard Season Tickets for
anyone renewing within the renewal window.
2020/21 Season Ticket Holders will be refunded any game
that can’t be played at St Mary’s with fans within 14 days of
announcement.
The seat hold window will run for an extended period until
Tuesday 1st September ensure fair timings to plan for renewal.
Subjust to the status of matches for the 20/21 season.
All seasonal benefits will be honoured from point of purchase
regardless of the season start date - i.e retail discount.
Should stadium capacity need to be reduced, 2020/21 Season
Ticket Holders will be offered absolute priority to a ballot
allocation.
Any 2019/20 Season Ticket Holder renewing in the renewal
window will recieve an extra £35 thank you from the club.
Any 2019/20 Season Ticket Holder choosing not to renew
will recieve an extra £10 credit to purchase a match ticket or
Membership or to donate to the Saints Foundation.
Southampton FC will make hand sanitizer available in all
concourses when fixtures return to St Mary’s.
Southampton FC will ensure contactless payment is available
throughout the stadium.
Pricing will be changed pro-rata for any games that can’t be
played at St Mary’s.
Southampton FC will made reasonable adjustments for Season
Ticket Holders that are clinically vulnerable and wish to retain their
seat. Please contact the club if this applies to you or someone you
look after.
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Ticketing

LINKS

We have adopted ticketing policies and processes

Season Ticket cards will not be issued until the
club is able to fully reopen the stadium, meaning
supporters will initially need to be allocated
different seats. The club appreciates this is not
an ideal situation, but it will do its best to ensure
supporters are seated as close as possible to their
normal seats, and the club is grateful for fans’
understanding as it attempts to ensure as many as
possible can attend.

that we believe to be fair and rewarding to both
our loyal existing supporters and new ones, whilst
providing high levels of service.
COVID-19 & Return to Football

As part of the Saint’s Promise Season Ticket
holders will be refunded within 14 working days
from announcement of any game played behind
closed doors.

TICKET INFORMATION

www.southamptonfc.com/tickets/match-tickets
TICKET PURCHASING

tickets.saintsfc.co.uk
AS PART OF ANY RETURN TO FOOTBALL PLEASE SEE OUR CODE OF CONDUCT:

www.saintsfc.co.uk/tickets/season-tickets/

The situation is ever changing, and we continue to
work with latest guidance and review our plans and
policies.

The club will be ensuring it takes appropriate steps
to ensure the wellbeing of supporters and staff,
with a number processes introduced for safety,

Reduced CapacitY

including one-way systems, hand sanitisation

We have listened to views from a number of fan
groups on how the club prioritise admittance to
reduced capacity matches for season ticket holders.
The consensus from those groups was that we
should recognise those fans who have attended
the majority of matches both home and away in
recent seasons at the initial stage of opening up
the stadium whilst also giving an opportunity to all
our season ticket holders. As such, a small group
will be invited to each match. We shall then work
on a rotational match by match basis from all other
2020/21 season ticket holders who confirmed
they are looking to attend matches to ensure this
process is as fair as possible for all. Those who are
not selected or who have stated they are shielding
shall continue to receive refunds on a match basis.

stations, social distancing requirements and
temperature checks.
Further information on attendance restrictions and
the seat allocation process, as well as full details
of what to expect on returning to the stadium, will
be shared in due course via our website, but rest
assured the club is placing the safety of fans and
staff at the heart of its thinking throughout.
We have installed new readers at our turnstiles to
enable tickets to be scanned directly from mobile
phones. Supporters will be required to enter the
stadium using tickets stored on their mobile
phones or using print at home tickets. Please note

“ WE

ARE WORKING
TO ensure the
wellbeing of
supporters and
OUR staff. ”

this change has been made in line with government
advice to reduce physical touchpoints, reduce the

Cashless Policy

passing on of tickets through the black-market and

To improve the overall supporter experience, and
health & safety of all no cash will be accepted for
any purchase made from the Ticket Office.

to ensure compliance with the government trackand-trace scheme.
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Supporter Services
We are committed to providing an outstanding service to all our
supporters and visitors. We are often the first port of call for
questions, feedback, requests, and information. If you are unsure
on who to contact regarding your enquiry, please get in touch
with either Aaron or Jim within our dedicated Supporter Services
Team who will be happy to help or to signpost you to colleagues.
Both Aaron and Jim encourage you to contact them as soon as
you have any questions, or if you need additional assistance. If
you are not sure who you need to speak to … it’s them! They are
here to make your supporter experience as enjoyable and easy
as possible.

Access for All
If you or someone you know has a disability and
would like to visit St Mary’s Stadium, please contact
our Supporter Services team on 02380 711980, or
email supporterservices@saintsfc.co.uk with any
questions or requests for additional assistance. Our
Disability Liaison Officer Aaron will be happy to
discuss any requirements around your visit or indeed
registering with our access scheme.

Any supporter or enabler wishing to view any of our
facilities prior to a visit, or before purchasing tickets,
is encouraged to do so.

For further details please click here to view our access
statement in full. St Mary’s is equipped with the
following access facilities:
•
•
•
•
•
•

Raised wheelchair platforms
Easy access seating
Sensory room
Changing place unit
Accessible toilets through the stadium (both
inside and outside)
Lowered counters at kiosks & stadium store
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If you are already registered with us as a disabled
supporter and your needs have changed please do
get in touch. We also genuinely welcome feedback
from our disabled fans, their enablers and friends and
family, on the facilities and services we have as well
as ways we could improve your matchday experience.
Arrangements can also be made, subject to availability,
for any supporter suffering from a temporary disability
(e.g. broken leg) which could affect their ease of access
to and around the stadium.
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HOW TO CONTACT
SUPPORTER SERVICES

supporterservices@saintsfc.co.uk

02380 711 909

RETAIL
We aim to offer a range of quality merchandise
that appeals to our fans in customer focused retail
stores, and via our online store.

To improve the overall supporter experience, and
health & safety of all no cash will be accepted for any
purchase made within our stadium or Club stores.

During very busy times, or when working under
challenging restrictions such as during COVID,
supporters and customers may experience delayed
response times to enquiries. Please rest assured that
our team values your input and your custom and
that all enquiries are dealt with as soon as possible.

All replica strips have a minimum lifespan which
will be clearly marked on the swing tag. The lifespan
will also be announced via Club media channels
before the strip goes on sale. We are committed
to preventing price fixing in relation to the sale of
replica strips and offer refunds and exchanges on
merchandise above its legal obligations.

If you have feedback or suggestions, you would like
to share with our Retail team you can contact them
directly by emailing retailhelp@saintsfc.co.uk

ORDER
ONLINE
FOR HOME
DELIVERY

Store Opening Hours

Stadium Store

West Quay Store

Monday - Saturday
9am - 5pm
Sunday 			Closed

Please note our West Quay store will be
permanently closed from the 31st January 2021

02380 711973
Times may vary depending on home fixtures kick
off times. The Stadium Store will close from kick off
until full time.
Online Store

https://www.southamptonfc.com/store
Stadium Store
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St Mary’s Stadium COVID
Code of Conduct
Supporters will be required to read, understand, and agree to
measures in place by the club to ensure their safety ahead of a
matchday. This may be through email, so please ensure your details
are up to date, and that those in your bubble are included in your
friends and family. If you wish to receive communications through
other forms of contact, please contact Supporter Relations at
supporterservices@saintsfc.co.uk

Behavioural & Code of
Conduct Policy
It is vitally important to the Club that everyone to feels welcome at St Mary’s Stadium. This means that we
will take the strongest possible steps to eliminate any form of discrimination, abuse, and anti-social behaviour from our stadium without exception. Although each individual case will be assessed upon its facts,
the below table should be used to provide supporters with guidance with the type of penalties the Club may
issue in the below circumstances. Please note this document is for guidance only and does not include any
action that may be taken separately against a supporter by the Police.

Southampton Football Club Behaviour Charter

https://www.southamptonfc.com/season-tickets/
ticketing-terms-and-conditions

Minimum suggested action

EJECTION

WRITTEN
WARNING

GENERAL DISRUPTION AND DISORDER
• Persistent standing
• Visiting supporters in home areas
DRINKING IN VIEW OF PITCH

Report it

• Drinking in the stands of the stadium or other restricted areas
DRUNK INSIDE THE STADIUM

We are justly proud of our loyal supporters, and we all have a
responsibility to act as ambassadors of the Club. If you witness
any form of anti-social, abusive or discriminatory behaviour, crime,
violence or the use of pyrotechnics please report it to your nearest
steward or police officer. Alternatively, text ‘SFCReport’ to 60060 with
a full description and location of the incident, giving as many details
as you can.

• Excessive alcohol consumption before entering the stadium, within
the concourse and/or hospitality boxes and lounges.
DISCRIMINATORY BEHAVIOUR
• Discrimination of any nature inside or outside the stadium
• Discriminatory language used of social media
FOUL AND ABUSIVE LANGUAGE
• Abusive language towards players, staff, supporters (home or away)
OBJECT THROWING
• Throwing objects on to the pitch or stand
• Throwing flares, pyrotechnics and smoke bombs
FIGHTING AND PHYSICAL ASSAULT
• Physical aggression towards staff or other supporters
(home or away)
PITCH INCURSION
• Incursion onto the pitch before, during or after the game
TICKET MISUSE
• Touting, breach of terms and conditions, misuse of concessions
SMOKING
• Non-compliance with smoking policy

Minimum suggested action
12
12

Maximum suggested action
13

3 MATCH
BAN

6 MATCH
BAN

SEASON
BAN

INDEFINITE
BAN

“

Saints Foundation remains fully committed to delivering
the positive change as set out in that strategy, both now and
long into the future.”

Safeguarding

St Mary’s Stadium

Safeguarding really simply means ensuring
children, young people and vulnerable adults are
kept safe and protected.

We strive to ensure that everyone attending
our matches is kept safe and feels comfortable.
In order to do this, we make the following
commitment to everyone:

We take our safeguarding responsibilities very
seriously and we are committed to creating a safe,
welcoming and positive environment for everyone.
We have a number of stewards specifically trained
to help support any safeguarding concerns you
may have, and we have a designated Match-day
safeguarding lead at all games. We want to create
a safe and supportive environment, so if you see
something you are concerned about or you are
worried about someone’s wellbeing, it is important
you let us know.

•
•
•
•

The safety of all our fans is our priority
All fans will receive a friendly and warm welcome
We will do everything possible to assist you
We will be vigilant to prevent harm to anyone

We accept that the concept of absolute security is
almost impossible to achieve in combating the threat
of terrorism, however, we do strive to reduce the level
of any threat to as low as reasonably possible. It is
important for us to balance maintaining a friendly
and welcoming atmosphere at St Mary’s with the
current level of possible threat.

If you have a safeguarding concern on a match
day please speak to the nearest steward,
member of our staff, or police officer. Concerns
can also be made by emailing: safeguarding@
saintsfc.co.uk or text ‘SFCReport’ to 60060
with a description and location of the incident
as soon as possible. We have lots of helpful
numbers and resources on our club safeguarding
webpage, if you need more information.

In order to help us with this we ask that all fans
and other visitors remain vigilant and aware of
any unusual behaviour in or around our stadium.
Anyone who has any concern or sees any suspicious
behaviour on a matchday is should report it
immediately to the police, to a member of our staff
or to any steward immediately. If you cannot find
anyone to report a concern to, please phone 999 or
112 immediately.

Saints Voice
Saints Voice is a panel made up of supporters
voted in by fellow fans. The panel meet with club
staff and officials three or more times each year
to discuss a range of off pitch subjects covering
all aspects of the supporter experience.
This allows the club to deepen its understanding
of issues affecting fans, as well as giving us the
opportunity to explain the thinking and processes
behind important decisions that have been, or
are being, made. Additionally, it is intended that
the panel will provide a forum for supporters to
share and discuss new ideas of their own for how
to improve any aspect of their experience.
You can read more about the panel, access
previous meeting minutes, and contact the panel
via their website page here:
www.southamptonfc.com
/supporter-services/saints-voice

Back in early 2019, Saints Foundation
launched a new purpose and strategy,
setting out how they would continue
their mission of transforming lives
in and around Southampton over the
coming years, focusing on those who
need their support the most.

Since then, through a variety of projects, the
dedicated team has supported thousands of
individuals, across every generation, helping
them to become more involved, healthier and
empowered members of the community.
Saints Foundation remains fully committed to
delivering the positive change as set out in that
strategy, both now and long into the future.
However, the ongoing effects of the Covid-19
pandemic mean they will need to evolve their
approach and priorities across the next few
months, in order to ensure they best utilise their
skills and resources most effectively.
Working closely with their partners and the
community, Saints Foundation has developed
a new one-year strategy, allowing them
to support their participants to safely and
confidently re-engage with the world around
them, whilst continuing on their journey to
fulfilling their potential.
southamptonfc.com/saints-foundation
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Equality Standard
We are proud that we have been awarded the Premier League’s Advanced
Equality Standard.
We are the first club in Premier League history to have been awarded this
standard first time around. The Premier League’s Equality Standards,
which were introduced in 2015, have been designed to reflect current
equality legislation and provide a framework to guide professional football
clubs towards achieving equality.
The Club submitted extensive evidence to show how it is meeting a
range of equality-related requirements, linked to the nine protected
characteristics set out in the Equality Act 2010. Highlights commended by
the Premier League included the commitment of the Club’s leadership to
equality and diversity, and how it is embedded in the culture at the Club.

https://www.southamptonfc.com/supporter-services/
policies-and-charters

Environment & Sustainability
At Saints we pledge to ‘Play the right way today, for a better tomorrow’.
This is a commitment that will have a positive impact on both people and
planet. We are committed to reducing our impact on the environment
and are actively taking steps to do this through embedding Sustainability
across the club. We can achieve this through a variety of means including
effective resource management such as energy and water reductions,
reducing our waste and sending zero to landfill, phasing out single use
plastics and educating about the environmental benefits of biodiversity.

Playing the
right way today,
for a better
tomorrow

We will engage, connect with, and give back to the community we serve,
using our position to help those who most need it. We will treat all our
fans fairly and equally, reward their loyalty and encourage dialogue, whilst
providing an outstanding and accessible venue to add to their enjoyment
of the game.
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Data Protection

Complaints Procedure

St Mary’s Football Group Limited takes its supporters’ privacy and
confidentiality extremely seriously and will ensure that all information
held and processed about supporters complies with the General
Data Protection Regulation (“GDPR”), Data Protection Act 2018 and
the Group’s Privacy Policy, a copy of which can be found here www.
southamptonfc.com/club/privacy-policy. Our Privacy Policy contains
important information such as:
•
•
•
•
•
•
•

We hope you never have to refer to this, however if
we have got something wrong, we have a positive
approach to complaints and feedback. If you feel you
need to raise an issue you can take the following
steps to do so:

provide a final resolution in a timely manner.
If you are not satisfied with the response you have
received or feel your complaint or issue has not been
resolved effectively, you can request to escalate this

Contact our Supporter Services Team on
02380 711 980, which is a direct dial telephone
number. Alternatively, if you prefer to communicate
in writing you can do so by email
supporterservices@saintsfc.co.uk or by post to:

Who we are
How and why we collect your personal data
How we store and use your personal data
Third parties that we may share your personal data
Your rights in relation to your personal data
How to contact us if you would like to discuss how we use
your data
Contact details for the Information Commissioners Office in the
event that you would like to make a complaint.

to the Supporter Services Manager for review and
additionally to our Head of Customer Relations &
Fan Experience.
If the above steps to not serve to resolve your
complaint, you can further escalate your complaint

Supporter Services,
Southampton Football Club
Britannia Road
Southampton
SO14 5FP

For any data protection queries, please email
zosullivan@saintsfc.co.uk or write to Data Protection Lead,
Southampton Football Club Limited, St Mary’s Stadium, Britannia
Road, Southampton SO14 5FP.

to the Independent Football Ombudsman. You can
find full details about the IFO and how to submit
details of your complaint on their website here
www.theifo.co.uk
Please note that the IFO is unable to investigate any

Our aim is to resolve any issue promptly, directly
and with empathy and understanding. Our team
will provide an initial response within 1-2 working
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COMPLAIN TO
SUPPORTER
SERVICES
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days and liaise with relevant colleagues in order to

complaint that has not first been submitted to the
Club via the channels described above.
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REVIEW BY
SUPPORTER
SERVICES
MANAGER

03

REVIEW BY HEAD
OF CUSTOMER
SERVICES & FAN
ENGAGEMENT
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04

REFERAL TO THE
INDEPENDENT
FOOTBALL
OMBUDSMAN

Contact Directory
Supporter Services

supporterservices@saintsfc.co.uk
02380 711 980
Ticket Office Booking Line & Enquires

tickets@saintsfc.co.uk
02381 780 780
Matchday Hospitality

hospitality@saintsfc.co.uk
02380 727768
Saints Stores

retailhelp@saintsfc.co.uk
Stadium: 02380 711973
Media Enquiries

media@saintsfc.co.uk
Saints Foundation

southamptonfc.com/saints-foundation
foundation@saintsfc.co.uk
02380 727768
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Southampton Football Club
St Mary’s Stadium,
Britannia Road,
Southampton,
SO14 5FP
Supporter Services
T: 02380 711 980
E: supporterservices@saintsfc.co.uk
www.southamptonfc.com
www.facebook.com/southamptonfc
www.twitter.com/southamptonfc
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