
    

 

 
Fan Advisory Board Meeting (FAB) 

Tuesday 25th February 2025, 6pm, Chairman’s Lounge 
 

Club Representatives Attendees 
Chairman Alan Pace (AP) 

President of Business Operations Stu Hunt (SH) 

Chief Operating Officer Matt Williams (MW) 

Director of Fan Experience / Chair of Fan Advisory Board Russell Ball (RB) 
Fan Experience Manager Jack Ormesher (JO) 

Ticketing and Hospitality Senior Manager Rob Holmes (RH) 
Director of Football, Sport & Education BFCitC Chris Andrews (CA) 

Fan Experience Coordinator Theodore Jackson III (TJ) 
Fan Advisory Board (FAB) Representative Attendees 

Paul Kidd (Supporter Representative Chair of the FAB) 
Andrew Taylor       

Daniel Moorhouse 
Emily Parkinson 

Eve Gurman 
Evelyn Clough 
George Poole 
Julian Booth 

Justine Bedford 
Liam Williams 

Natalie Bromley 
Natalie Newbitt 

Thomas Hargreaves 
Fan Advisory Board (FAB) Representative Online 

Joshua Thompson 
Fan Advisory Board (FAB) Representative Apologies 

Adnan Ahmed 
Anwar Afrasiab        

Charlie Binns 
Charlotte Rigby 

Harry Devonport 
Joe Skinner 

Lee Robinson 
No. Agenda Item Lead 

1.  Welcome RB 
2.  Meeting commenced at 6:00pm  ALL 

3.  

Review of the last meeting’s minutes / any outstanding items & an outline of the agenda 
for the meeting. 
 
Welcomed all attendees to the meeting and expressed gratitude for their ongoing 
support and participation. The minutes from the previous meeting were reviewed. No 
significant issues were raised, and all previous action items were either completed or in 
progress. 
 

RB 

4.  

BFCitC – Strategy Review 
 
Update provided on the strategy for Burnley FC in the Community (BFCitC) over the next 
three years. He asked the board to consider several key questions, including whether the 
charity’s priorities align with community needs, how aware fans are of BFCitC’s work, and 
what could be done to increase visibility and engagement.  
 
Suggestions for further community involvement were also encouraged. 
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5.  

Review of: Family Excellence Report the EFL, Fan Engagement Standard the PL, Open 
training session & Player’s ‘meet and greet’. 
 
Findings were reviewed from the first EFL Family Excellence visit of the 2024/25 season 
and the Premier League Fan Engagement Standard Assessment.  
 
Burnley FC received praise for its indoor and outdoor FanZone, proactive mascot 
interactions, and the Claret Carpet Arrival Experience. Additionally, the Fan Experience 
team was commended for its excellent customer service and feedback-seeking 
practices.  
 
However, recommendations were made to introduce more family-oriented activities in 
the concourses and to improve the focus on family-related content on the club’s social 
media platforms. The club scored 8/10 on its first visit. 
 
The 2023/24 assessment of the Fan Advisory Board (FAB) had been received by the Club 
by the Premier League which highlighted its strengths, including its large and diverse 
membership of 22 members, which is above the average of nine members typically seen 
in other clubs.  
 
The attendance of high-level executives, including the Chairman and COO, was seen as a 
positive. The board's involvement in club decisions and its openness to sharing 
confidential information were praised.  
 
Areas for improvement included enhancing communication about FAB activities with the 
wider fanbase and creating a Terms of Reference for the board. Suggestions were made 
to explore whether the club should support the formation of a Disabled Supporters' 
Association or LGBTQ+ fan groups. Case studies were praised, including a local Iftar event 
and the Building Bridges Burnley initiative. 

 

RB 

6.  

Ticketing Update 
 
An update provided on ticketing and supporter services. Season tickets for the 2025 
season were launched in January, and the club handled over 3,600 calls and 2,300 emails. 
Data from this period will inform future staffing and planning.  
 
The club has added more casual staff and implemented additional training. A new 
"Clarets Helpdesk" was launched on Freshdesk, and the club is reviewing and updating 
ticketing guides and FAQs.  
 
The ticket office opening hours for both match and non-match days was discussed 
mentioning that late Thursday openings would be scheduled as needed.  
 
A new 3D seating map, Virtual Venue, will be launched on 4th March, allowing fans to 
compare different seating locations in a 3D perspective before making purchases. 
 
Also announced that for the 2025/26 season, digital season tickets will be issued 
alongside physical cards. The club will hold workshops and drop-in sessions to assist fans 
with digital ticketing features such as ticket forwarding, upgrades, and seat moves. 
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7.  

Q&A Section - pre-submitted questions from the FAB/wider fan base          
 
A Q&A session followed, where pre-submitted questions from the FAB and wider fanbase 
were addressed. This provided an opportunity for open discussion on various fan-related 
topics. 
 
Positive Feedback  

• ‘Keeping the Faith’ is excellent (raised several times). It's good to see younger 
squad players featured, too. Is there a possible scope for longer episodes?  
Thanks for the great Feedback. Our current episodes are approximately 8 minutes 
long, and there are no immediate plans to extend them beyond that time.  
 

• The light show was very well received, but some do question whether we need it 
at half time too?  
 
We are experimenting to find the right level of engagement. We don’t have too 
many night games during a season, so looking to maximise the engagement for 
those games, particularly. Some have questioned whether we have checked that 
this is okay from an epilepsy risk. Following league guidelines, we have added 
announcements in our match day guide, which is emailed out pre-game, there are 
announcements made on the LEDs around the stadium, PA announcements are 
made before the show, and our stewards are briefed on how to act if someone 
suffers from the effects of the light show.  We have not received any complaints 
on this matter thus far.  
 

• Thank you for the changes to the upper Jimmy Mac concourse, which have 
improved things, albeit queues are still too long. 
 
We are constantly monitoring ways we can reduce queue lengths; however, we 
are often hampered by the physical constraints of the size of the concourses. 
 

• Meet and Great/Open training session was excellent, and it was good to see the 
whole club there.  
 
We are delighted that these events have landed so well. We will continue to offer 
these as often as circumstances permit.   
 

Match experience complaints:  
 

• Poor PA system coming under serious pressure from fans – raised a significant 
number of times? 
 
We continue to tweak the balances on the PA system to maximise its 
effectiveness and have recently made repairs to one or two areas where 
amplifiers/speakers have malfunctioned. To replace the entire system is a seven-
figure investment, like for like, so we want to make sure we can maximise the 
performance of the existing equipment first. 

 
• Continued complaints about catering offerings on the concourses: overpriced, 

low-quality food, lack of options, and poor stock levels. Fans cannot afford to eat 
on the ground anymore. On a more positive note, many would welcome Haffner's 
pies on the concourse, not just the Fan Zone.  
 
The food & drinks offered at the kiosks across the concourses are benchmarked 
to other stadiums throughout the country in conjunction with our catering 
partner, Levy. Restrictions on smoke extraction within our facilities prevent mass 
production of fried foods, which typically take longer to cook and serve than pies 
and are more often more expensive to buy.   
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We do welcome feedback and spend a good amount of time reviewing these 
answers to improve our offerings. We are currently reviewing menus for the next 
season. We are indeed working with Haffner’s Pies to try and create a pie that is 
the right size to sell on the concourses. Let’s hope we can bring this to fruition.  
 

• Dilapidations in the Cricket Field Stand: dirty and broken toilets, appalling smells, 
leaking roof, lack of queuing controls for food and drinks. Are there any plans to 
invest in some repairs?  
 
We are aware that the facilities within the Barnfield Construction Stand perhaps 
fall short of modern-day requirements – however, we have plans to redecorate 
and deep clean these areas in the off-season, including repairing and replacing 
defective equipment and sanitary fittings. 
 

• “Let’s hear it for Burnley” was raised several times as being “cringy” and needs to 
go.  
 
This is a rather subjective view. Whilst some feel this way, others seem to 
thoroughly enjoy the upbeat nature of these announcements.  
 

• Celebration music after a win is the same as every other club in the county – can 
we have something unique please, and at least relevant to us? 
 
We have consulted with the fans time and again about music in the stadium pre- 
and post-game. ‘Freed From Desire’ has been very popular after winning games 
and although we seek to try other music selections nothing seems to land as well. 
As ever we are open to suggestions.   
 

• Audio sync across Clarets Player is really bad. Phil Bird’s commentary is almost 
always out of sync with the action. And that transcends across to social clips, 
which makes us look shoddy.  
 
We are aware that on occasion this season, feeds for audio and visual have not 
been entirely in sync. This is very rare and rectified once identified. 
 

Wider match-day feedback:   
 

• Remove Kanye from the pre-game music list. A problematic individual who does 
not align with our values of inclusion and diversity.  
 
Considering recent developments relating to this artist, the track we played at the 
start of the 2nd half was removed from our playlists. This decision was made 
ahead of the Sheffield Wednesday game.   
 

• Perhaps we get a pre-match anthem instead that is relevant to us – Wild Rover is 
the obvious one – which works well at other clubs (Liverpool, Wolves, etc) and 
might make us feel more like our identity is being preserved and respected.  
 
The club 100% wants to help the fans find an anthem. As stated in other points 
raised here, if we want it to succeed, it’s for the fans to lead out by choosing an 
anthem – not the club. We have surveyed the fans and very few songs are ever 
suggested, and certainly, no agreement has been reached. We seek to look 
forward not backward when it comes to choosing an anthem and music 
generally.   
 
 
 



    

 

• Goal Music – why was this implemented, why was that song selected, and can we 
please remove it (raised several times)? Some suggested that if you do insist on 
keeping it, can it at least have some relevance to us and our history? Again, 
concerns about protecting our brand.  
 
We have received many emails and comments that the goal music is well 
received. So, this is a matter of opinion. Again - what song or anthem is relevant to 
‘Us and our history?’ 
 

• Will the safe standing area be implemented to the full stand?  
 
As per the minutes from the FAB meeting held Thursday, 21st November 2024 
(found on our website). Phase two consultation period starting Nov (’24) -Jan (’25) 
for a proposed further 800 away fans and 650 home fans in the Barnfield Stand 
by next season.” This would take the total (home and away) standing capacity in 
the Barnfield Construction Stand to 2,950. 
 

• Are we able to use the big screen and/or the advertising hoardings at halftime to 
maybe show replays, clock, goal scores, etc?   
 
We currently run through the complimentary 10 fan big screen messages and 
review the halftime scores around the Championship. Not sure why we need a 
clock, albeit there is a match clock in the North Upper gantry. The rest of the 
screen time relates to Spot On and other half-time activities. 
 

• Could we do something with the Fan Zone after the game to try and help 
revenue?  
 
We agree that we’d like to expand the appeal of the fan zone. When we have 
previously opened the Fan Zone after games, attendance has been extremely low, 
and kiosk purchases are virtually non-existent. However, we agree with the idea of 
opening after the games so will continue to review this situation.   
 

• Open to the return of the discussion around flags, but they have to be 
homemade flags that represent groups and history and not club-shop-bought 
ones at £15.  
 
We are considering placing flags in the stands for fans to wave while at the game. 
This is under review.  
 

• Concern over cricket field fans being ‘treated like criminals.’ Can’t exchange 
tickets, can’t buy tickets, etc. Because of something a few fans did 4 years ago.  
 
Safety on the segregation line is our primary concern here. Allowing fans to 
migrate into that section from other parts of the ground for one or two matches 
increases the chances of conflict and disturbance. Any restrictions that are in 
place relate to ground safety and the safety of the home and visiting fans. As a 
club, we cannot and will not compromise on the safety of our fans. 
 

• Do we have a bike lock-up area? If not, is there scope to have one?  
 
We encourage fans to attend the stadium via green methods of transport. There 
are bike racks at the rear of the fan zone which fans are welcome to use to store 
bikes when visiting Turf Moor. 
 
 
 



    

 

• Waist-high shelving around the pillars on the concourses, for putting down 
drinks, would help.  
 
Noted but we are already very constrained for space however we are happy to 
add drinking shelves where this would not affect access or emergency exits. We 
will look at this soonest. 

 
Our Identity, the Community, and The Club  
 

• Serious concern over the transition away from Claret to Purple. There has been a 
subtle shift but came into focus with Jay’s leaving posts. We are the Clarets, and 
we play in Claret. Not purple. The HEX codes used everywhere are purple. 
Concern raised by numerous fans that we are losing our identity, firstly with the 
badge and now the club’s colours. 
 
Noted and there has indeed been a shift in colours. The shift has come because 
of never having a ‘true’ claret. Even in the past 3 shirts before this season, the 
claret has never been the same. We worked with our creative director to find a 
claret that represents us as a club and one we can own. We understand that we 
are ‘The Claret’s’, and work is being done behind the scenes to encompass this. 
 

• Quality of work put out on the internet and socials is a concern: consistent 
spelling and grammar errors, incorrect facts, and use of “Americanisms”. Who is 
quality-checking our work? We have been sent examples of this (which I have not 
decided to attach, but you can have them if you need them).  
 
As before - When there are unfortunate errors in spelling or grammar noted in our 
communications or on our website, these are rectified as soon as possible. [Have 
reviewed the 5 examples sent]. The quality of output has increased since 
Christmas and all examples submitted are from last year or last season. 
 

• What on earth is the B at the front of the dugout, and can we have some serious 
assurances that this isn’t going to be our new badge?!  
 
The club crest is a ‘Historic Asset’ of the club and is protected as such. No change 
in a club crest could or would happen without detailed consultation with the 
fanbase and the league. The ‘B’ logo is also a part of the club’s identity as we 
explore ways to continue to look and move ‘forever forward’.  
 

BFC Women 
 

• Will they feature in ‘Keeping the Faith’?  
 
Yes, they certainly will.   
 

Ticketing Issues  
 

• Continued complaints about the standard of customer service in the ticketing 
office. And the Ticketmaster system. Especially when trying to link the Clarets 
numbers.  
 
Our in-house data confirms that there have been dramatic improvements in the 
efficiency of the Ticket Office Staff. The initial challenges we faced with our data 
migration to Ticketmaster have all but been corrected, including the early 
distribution of physical away tickets. We continue to monitor how we can improve 
our service. 
 



    

 

• Why has the renewal deadline moved to January and not March? A very difficult 
time for most families financially.  
 
For those who are paying on Direct Debit (just over 60%), nothing has changed. 
For any that are paying in full, we encouraged them to renew via DD and settle in 
full at a time that suits them. This change dramatically helps the club plan 
financially for the next season. 
 

Ticket Exchange:   
• The club needs to commit to listing ticket exchanges immediately. Not only does 

this maximise the chance of a sale, but it is what was promised.  
 
Season Ticket Holders can list their seats for all remaining home fixtures, tickets 
will be released for sale approximately 14 Days in advance, this is listed on e-
ticketing via this link - 
https://www.eticketing.co.uk/burnleyfc/Common/CustomPage/Index/3)Tickets   
 

• Club often holds back listing them until general tickets sell first.  
 
This is not correct. 
 

• The price of tickets for under 12s remains a concern.  
 
Jimmy Mc lower ST is £58 and Upper £69. – Not sure what more we can do = 
£2.50 per game / £3 Per game. 
 

• Ability to purchase disabled/assistant tickets online instead of on the phone.  
 
This is to be launched next week alongside “Virtual Venue” – The provisional date 
for launch is 5th March 2025. 
 

• The Chairman’s ticket gesture was well received, but again there was a mistake 
on the comms (first come first served v ballot). Can fans donate tickets to 
BIFCITC rather than sell them, as most would rather see someone in the 
community have them?  
 
The Club has assigned a generous number of seats for BFCitC for each match. 
This season to date BFCitC has used this allocation to give away 644 free tickets 
to participants and schools. 
 

• Tiered points system based on mileage for traveling fans – show their loyalty?  
 
We can consider this option, but this could also be open to abuse. Worth pointing 
out that the only games this season that required the maximum number of points 
were Blackburn, Preston, and Luton. 
 

• How about ticket bundles, for those who live far away or have work 
commitments and can’t commit to a season ticket? This is especially relevant 
given there are no 3pm Saturday games anymore!  
 
We will discuss this matter further, but with Season Tickets almost sold out for 
next season, there won’t be much room for ticket bundles – albeit the club has 
done this in some previous seasons, so we’re not opposed. - We need to consider 
EFL rules around ticket promotions – we can do 4 per year and these need to be 
agreed in advance with EFL and the visiting club. 
 
 
 

https://www.eticketing.co.uk/burnleyfc/Common/CustomPage/Index/3)Tickets


    

 

Scott and Team   
 

• Challenges signing a recognised striker in January.  
 
The team is scoring goals regularly at this time, including Marcus Edwards, who 
was indeed signed in the January window. 
 

• Support for Hannibal.  
 
Everyone associated with this club fully supports Hannibal and will continue to do 
so throughout this process.   

• Can we see more of the u21 team maybe? Streams?  
 
No current plan to stream U21 games. 
 

• Updates on contracts of players out of contract. 
 
These are ongoing and as the club can release any statement – we will. 

 
• Mike Tresor. 

 
Mike Tresor is injured at present. 
 

• Are the Club still considering the implementation of Facial Recognition 
Technology and what is the current status of these talks?   
 
Alan answered this question at the recent Fans Forum.  We are currently 
monitoring the effectiveness of other safety measures introduced this season 
before making a final decision on FRT. His comments can be viewed here at 
27mins 55 seconds.   
 

• In opposing the Football Governance Bill, Kemi Badenoch stated that she had 
gathered opinions from people “in the industry.” Were any of these from Burnley 
FC?  
 
Senior leaders of the club have been involved with the consultative process for 
several years and made the club’s position clear in this regard. 
 

• Is there a possibility for the Club to strike a deal with David Fishwick to organise 
minibus transport for disabled fans to away games?  
 
We have addressed this question previously. We do not have any plans at present 
to offer fans, able bodied or with disabilities, transport to away games. 
 

• What is the Club’s feedback on the Fan Forum held before Christmas?  
 
The Club’s feedback is that we were pleased with the variety of questions 
submitted and the opportunity for the Chairman to take a very open and honest 
approach to answering them. Having opened up to further ‘unscripted’ questions 
on the night, our view is that nothing was ‘off the table’ and answers were 
provided to all questions. 
 
 
 
 
 
 
 



    

 

• The only thing I’d like to flag up is that I have a male friend who recently had a 
catheter bag fitted - he’s a season ticket holder and pointed out there are no 
facilities to dispose of something like this at Turf Moor. It’s put him off attending 
games and said it’s a similar problem at many away grounds too. Is this 
something the club can address and look into?  
 
As a Club, we do cater to these types of events, so we probably just need to do a 
better job of making sure the fan base is aware of our processes. 
 

• Relationships with the catering services at the club (Levy) and other community 
groups seem to have broken down (slimming world no longer operating here and 
many BFC Community groups) does Levy not have a duty of care to our local 
charities and community group - offer them cheaper room hire? Or free room 
hire for BFC Community groups.  
 
BFCitC hosts most of its events at the Cricket Club and the excellent facilities 
provided at the Leisure Box. BFC and Levy work closely with several groups that 
utilise the facilities at Turf Moor regularly and as our conferencing and events 
business continues to grow and make Turf Moor a destination that assists the 
town in many ways.  
 

• Can the chairman be asked if they are planning to change the club logo to the 
capital letter B? Fans have noticed that the logo between the dugouts has been 
changed and various boards around the ground including near the team dressing 
room have appeared with the new font. (Fans are aware it has been used on 
advertising boards for some time but now adverts for clubs with the B are 
appearing)  
 
The Club Crest is a protected ‘Historic Asset’ of the club and would not be allowed 
to be changed without a complete consultation with the fan base and in 
conjunction with the league. The ‘B’ logo is not the club crest but features on 
certain pieces of merchandise. From the merchandising perspective, it allows us 
to build wider merchandise ranges that appeal to a more futuristic approach and 
we are seeing this be done across several clubs. 
 

• Could the club look at the possibility of looking at the J League in Japan for 
players - Lots of other clubs seem to have interest and do well from it.  
 
We have a well-experienced and professional scouting and analytical team who 
spend every working hour comparing footage of players from around the world, 
including the Far East. If there were a player they thought could perform at a 
Championship or Premier League level, they would have identified them. 
Hopefully, it’s noted that we have a truly international squad with players literally 
from around the globe. 
 

• General feedback regarding the amount of home matches not at 3pm on a 
Saturday. Impacting attendance and atmosphere? Also, a lack of notice for TV 
fixture changes.  
 
TV scheduling of games is almost entirely out of this club or any club’s hands. 
Whilst it has not been ideal, we have also been impacted by our successful cup 
run which also continues to dislodge 3pm Saturday KO’s. These fixture changes 
are made between the TV companies and the EFL. The club is compensated for 
this with extra revenues which all go towards the success of the club and the 
team. 

 
 



    

 

• I’ve been sent a message/question this evening that will hopefully be covered in 
the ticketing section, why have supporters club who receive a ticket allocation 
been told if they order less than 10 tickets, they can’t have any? This will only 
increase the disconnect between supporters and the club!  
 
Supporters' clubs do not receive a direct allocation of tickets. Official Supporters' 
Clubs can apply for tickets if they can provide claret numbers that meet the 
criteria (e.g., Season Ticket Holders with 2000 points), with one claret number 
required per ticket. 
 
The current policy, which requires a minimum of 10 tickets per application, has 
been in place for at least three seasons. This policy is primarily to accommodate 
larger supporter groups who wish to sit together. 
 
For smaller groups (fewer than 10), fans are allowed to purchase up to 9 tickets in 
one transaction. 

 
• Why has the list of supporter’s Clubs and contact details been removed from the 

programme?  
 
The list of supporter groups and contact details that were on the website 
previously had become quite outdated and, in some cases, irrelevant. We are re-
establishing links with legitimate supporter groups, visiting them, and will provide 
an updated list in due course.   

 

8.  

Discussion on atmosphere at Turf Moor 
 
A discussion was held regarding the matchday atmosphere at Turf Moor. Ideas were 
shared to further enhance the fan experience and build on the positive atmosphere 
during matches. 
 

PK 

9.  

Football Update 
 
A brief update on the team’s recent performances and discussed upcoming fixtures. The 
board was informed about key developments related to the football side of the club. 
 

MW 

10.  

Closing comments 
 
Thank you to FAB members for attendance and staff members for department updates 
 

AP 

11.  

AOB 
 
No other business. 
 

RB 

12.  
 
Meeting adjourned until proposed date of Wednesday 23rd April 2025, subject to change. 
 

ALL 

  
 
 
 
 

 


