
 

 

Fan Advisory Board Meeting (FAB) 
Tuesday 12th September 2023, Chairman’s Lounge  

 
Club Representatives Attendees 

Chairman Alan Pace 
President Stu Hunt 

Chief Operating Officer Matt Williams 
Director of Fan Experience / Chair of Fan Advisory Board Russell Ball 

Fan Experience Manager Jack Ormesher 
Director of Operations Doug Metcalfe 

Director of Media and Marketing Rob Porteous 
General Manager, Levy UK Nick Gornall 

Head of Commercial Marcus Mellor 
Chief Executive Officer of Burnley FC in the Community Helen Gurman 

Fan Experience / EDI Intern Theodore Jackson 
Fan Advisory Board (FAB) Representative Attendees 

Adnan Ahmed 
Andrew Taylor 

Charlotte Rigby 
Daniel Moorhouse 

Paul Kidd 
Emily Parkinson 

Eve Gurman 
Evelyn Clough 

Francesca Chorley 
Joshua Thompson 

Julian Booth 
Justine Bedford 

Lee Robinson 
Natalie Newbitt 

Thomas Hargreaves 
George Poole 

Natalie Bromley 
Fan Advisory Board (FAB) Representative Apologies 

Afrasiab Anwar 
Charlie Binns 

Harry Devonport 
Joe Skinner 

Liam Williams 
No. Agenda Item 

1.  Welcome & Matters of Business 
2.  Review of Last Meetings Minutes 
3.  Update on Fan Engagement Plan (FEP) & FAB Webpage 
4.  Fan Behaviour Awareness & Update 
5.  Branding Development 
6.  Levy UK – The Overview of The First 3 Months 
7.  Commercial Activation Update 
8.  Closing Remarks from The Chairman 
9.  AOB 
10.  Final comments 
11.  Meeting Adjourned to Wednesday 10th January 2024 *Subject to change. 

Meeting Summary 
 
A brief welcome and thank you to the members for being here tonight and to those who sent their apologies 
for the first official Premier League FAB Meeting, along with introducing all of the members of staff that are 
present.  
 
The minutes from the last meeting were signed off with no amendments required.  
 



 

 

 
Fan Engagement Plan (FEP) & FAB Webpage 
The Fan Experience Team shared an update on the Fan Engagement Plan (FEP) and the FAB webpage. The 
FEP is a document that will be shared with the Premier League and published for supporters to access via the 
website at the end of this month – September 23. The FEP entails the mission, aims and objectives of the 
Club, also outlining activations we would like to accomplish throughout the season. Members will receive 
copies of the FEP for an opportunity for feedback and reach sign off from the FAB. 
 
A proposed layout of the website announcing the Fan Advisory Board was shared with members consisting of 
an Introduction, Members of the FAB, Information on how the FAB works, Contact details and summary of 
FAB meetings. FAB members provided their feedback on the layout, and it was agreed the members will be 
published as a list of names due to some members experiencing abuse on social media and safeguarding for 
the under 18’s members. 
 
Fan Behaviour Awareness 
The Operations Team provided an overview on Fan Behaviour so far this season and highlighting issues from 
the first game of the season against Manchester City.  
 
As a Club we’re trying to create the best experience in football when you come to a game at Turf Moor. We 
want to educate our supporters & assist in any way possible to help bring the best environment possible. The 
implications for misconduct by fans at our matches can lead to substantial penalties if not handled properly. It 
is important for the fans to help prevent issues and mishaps at our fixtures. 
 
The FAB provided feedback on how quickly the issue from the Aston Villa fixture was handled to help prevent 
substantial issues moving forward. It was presented to FAB that due to the Club’s recording and 
precautionary actions during the Manchester City fixture, we were fortunate not be penalised severely by the 
PL. The Operations Team concluded by stating we need to reach a place of understanding to prevent 
potential sanctions. It is important for the FAB to buy in when it comes to alleviating potential issues from a 
customer care situation. Members agreed and hoped to bring changes that complements the work of the 
Club because we don’t want to undo the hard work that has been done by the Club and the FAB. 
 
An example of a potential risk assessment with the upcoming Manchester United fixture, with the fixture 
being moved to a Saturday evening and 8pm kick off was shared with the FAB. 
 
Branding Development 
The Media & Marketing Team addressed the FAB relating to the branding updates in and around the Club and 
Turf Moor, which consisted of overall new branding and the type face. With the aims shared with the FAB 
relating to the Club’s fonts and branding moving forward to set Burnley FC apart from the rest of the Clubs 
and to gain individuality.  
 
Members of the FAB enquired have there been any takeaways from fans regarding feedback for acceptance 
or disapproval of new branding ideals. The Chairman, Alan Pace shared there has been positive feedback form 
people who have seen the new branding. People have been very curious of where they can go to purchase the 
new mechanise. This is a new direction, a new take of perspective for what Burnley is and what it will be 
moving forward. 
 
Levy UK – The Overview of The First 3 Months 
Levy Group UK presented to the FAB a 3-month overview of the partnership with Burnley FC, since joining the 
Club as the catering providers at Turf Moor. They shared their journey of the partnership and highlighting the 
upgrades that had taken place for the overall enhancement to make the best possible fan experience on the 
concourses. 
 
The General Manager of Levy at Burnley FC also acknowledged there were initial dilemmas for Levy in certain 
pockets of the stadium where there have been several improvements that have been overshadowed due to 
the pitfalls that have taken place at the first three 3 home fixtures. 
 
 
 
 
 
 
 



 

 

 
FAB members also had an opportunity to share some of their experiences and others have had on the 
concourses in various areas of the stadium which consisted of; 
 

• The customer service from staff during ordering. 
• No self-ordering units in some areas and 20-30 minutes before kick-off there were no food and no 

water accessible.  
• Limited vegetarian options  
• Quality and temperature of food items 
• Price increases 
• Queue and service speeds 
• Low stock of items 
• Don’t see many improvements with the self-ordering units. 

 
Members also asked follow up questions relating to; 

• Change in food options going forward. 
• Why hasn’t the Fan zone been open post-match. 

 
Levy then stated, there will be an expansion on food options and the aim is to provide great value for 
supporters. The fan zone will be open post-match moving forward for the Chelsea Match, this has been due 
to the movement in the fixtures and kick off timings on a Friday evening, Sunday afternoon and to a Saturday 
evening. Chelsea being a Saturday 3pm kick off, the fan zone will be open post-match. 

 
The post-match emails are helpful and beneficial for the catering team as they continue to improve the 
experience and mitigate areas of note. The FAB were made aware that Self-ordering units have only been 
placed on the big concourses which is North Lower and Jimmy McIlroy Lower due to size and space of the 
concourses which isn’t suitable for all areas. 
 
For closing on the update from Levy, the FAB commented they have seen substantial differences from fixture 
1 to fixture 3 along with the fans would be more accepting for the price increase if there was a range increase 
for food options and quality of product. 
 
Members of the FAB also enquired on the availability for Jimmy McIlroy Suite, members and supporters were 
encouraged to get in touch with the Hospitality Team to discuss match-by-match availability or season ticket 
upgrades. The Jimmy McIlroy Suite was created in 10 weeks in the summer to create an even greater 
experience for matchdays. If any FAB member would like to like to come before a match or during the 
weekday to see the Suite and share with others, there would be plenty of opportunities to do so.    
 
Commercial Activation 
 
The Commercial Team briefly updated the FAB on activations and creating a fortress at Turf Moor. Emma 
Sleep is the Official Sleep Partner of Burnley FC has proposed an idea to the Club and FAB, with the idea of a 
crowd surfing banner at Turf Moor. The Commercial Team and Partner would like assistance from the 
supporters regarding deciding how the banner should look. 
 
FAB provided their feedback on the proposal, no objections from members. 
 
 
Closing Remarks from The Chairman 
The Chairman, Alan Pace held a short Q&A with members of the FAB taking questions in relation to transfer 
speculation of Ian Maatsen and Nathan Tella. The FAB were informed there is no done deal until you see a 
player in a Burnley Crest on the Club platforms. 
 
Further questions to the Chairman were regarding the response of the documentary and when will this be 
accessible in the US. The chairman had been stopped in different countries for it and there have been popular 
and positive responses. The documentary will be accessible in the US around December. 
 
The FAB thanked the Chairman for the opportunity of the Q&A. 
 
 
 



 

 

 
AOB 
No other business for this meeting. 
 
Final comments 
FAB raised what are the next steps on how the FAB will be advertised. The Fan Engagement plan needs to be 
with PL by the end of the month – September and plan to launch the FAB following this process. 
 
Meeting concluded with thanks to members and staff for their attendance. 
 
Meeting Adjourned to Wednesday 10th January 2024, which may also be subject to change. 
 
 

 
 
 
 
 
 

 
 


