Fan Advisory Board Meeting (FAB)

Thursday 21t November 2024, Chairman’s Lounge 6:30pm

Club Representatives Attendees
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)
Director of Operations Doug Metcalfe (DM)
Director of Commercial Nic Cowell (NC)
Head of Ticketing & Hospitality Gareth Howells (GH)
Robert Holmes (RH)
Fan Experience Coordinator Theodore Jackson Il (TJ)
Receptionist Heather Scott (HS)

Fan Advisory Board (FAB) Representative Attendees
Paul Kidd (Supporter Representative Chair of the FAB)
Anwar Afrasiab
Adnan Ahmed
Andrew Taylor
Charlie Binns
Charlotte Rigby
Emily Parkinson
Eve Gurman
Joshua Thompson
Julian Booth
Lee Robinson
Liam Williams
Natalie Bromley
Natalie Newbitt
Thomas Hargreaves
Fan Advisory Board (FAB) Representative Online
Harry Devonport
Fan Advisory Board (FAB) Representative Apologies
Daniel Moorhouse
Evelyn Clough
George Poole
Joe Skinner
Justine Bedford

1. Welcome RB
2 Teas, Coffee, and Sandwiches for those present ALL
3 Meeting commences at 6:30pm ALL
Review of the last meeting’s minutes / any outstanding items RB
4
All agreed and nothing outstanding. ALL
Update on Fan Forum, Supporter Services Hub & Halftime Activation, Spot On RB

Announced to the group that a Fan Forum will be held on 11" December 2024
Performance Theatre Burnley College 200 participants. The format will be:

Q&A from Chairman
Pre submitted questions

All members of FAB are invited
Season ticket holders
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200 attendees’ mixture of

25 junior members plus one adult

20/30 selected from pre-submitted questions
100/105 season ticket holders through ballot

Scott Reed from BBC Lancashire to deliver the questions to Alan for 90 minutes
duration.

The event will be recorded and released on the same night at 9pm.
The hope is to give supporters an internal view of the Chairman.
Any thoughts regarding this?

FAB: Very pleased to see this happening.

There have been a few adjustments to the Supporter Services Hub.

Ticket office opening hours changed, now in the office with the hospitality team, fan
experience working together answering queries/calls more efficiently, and the calls
queue system monitored

Previously approximately 50% of calls were answered across these 4 key departments
November to date 77% answered and can now call back the

The goal is 80% by the end of November and 85% by December 2024

There is also an SLA of 24 hours to respond to and 48 hours to resolve by email on a
new query management system
Allinquiries are now logged on the new system and reported weekly to ownership.

The Club has reviewed previous data and statistics to make the necessary
adjustments to improve the communication between the Club and the supporters.

FAB: FAB member has called the Club 3 times and has had all calls answered promptly.

President of Business Operations: This is very important to us across the board and the
data we've observed has allowed us to make the necessary adjustments to improve
the experience for our supporters. Before this system, there was no indication of
volumes being missed,

FAB: Has outsourcing to obtain 100% been considered?
RB: We would prefer to improve in-house and answer calls from the Club personally.
Worth saying that we receive approximately 700 calls in a usual week.

The Club will be bringing a new halftime activation to the fans called ‘Spot On’ together
with partners ‘Rapidz’. The footage was shown to the group on screen to demonstrate.
This game will be for over 18+ participants only and prizes were explained with an
opportunity to win £600 which will roll over each game of this season if not won.

The goal is to continue to create a special experience for supporters on matchday.
RB: Any thoughts on this activation?
FAB: Can we use one of the substitutes to take part in this?

RB: No, they must be a Burnley FC season ticket holder, one entry per person, per
season
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Ticketing Update & 25/26 Season Ticket Prices GH/RH

As a club, we sold 16,163 season tickets for the 24/25 season. (only marginally down on
the 23/24 season in the Premier League).

We are delighted to confirm that we are proposing a season ticket price freeze for the
2025/26 season. Our target is to reach a minimum of 16,500 sales of season tickets for
the 25/26 season.

We however looking to change the U22 price category to the u21 category, u21 on 1t
August (third year of higher education) to bring us in line with most all other clubs.

Another goal is to fix any ticketing operational issues from the 2024/25 season.

SH: With a working group from FAB, we discussed 25/26 prices, we listened and froze
prices.

The group was shown slides indicating how BFC compared in both the Championship
and Premier Leagues for this season and the 25/26 season by price.

In December all season ticket holder’s information will be checked and updated.

A lot of data was analysed for the prices of all season tickets across other football
clubs in the top two tiers of the football league. At our current season ticket prices,
we’'d be the cheapest price Season Ticket in the Premier League.

6. There will be communication going live to allow supporters the opportunity to be aware
of the adjustments the Club will be making with pricing.

There is an intent to provide additional language for supporters regarding what the
process may be if they miss a direct debit payment.

FAB: Supporters who are struggling to pay their direct debit for tickets may be
receiving unfair penalties by receiving additional charges.

GH: We are one of the very few clubs that allow an interest-free 12-month DD
payment scheme.

FAB: Hospitality package value is a big question. What is the plan here?

This is being monitored ongoing and constantly being reviewed and improved, would
like to know more details.

SH: Any thoughts on the proposed earlier timing of season ticket sales for the 25/26
season being on sale in January 20257

FAB: Agreed earlier the better for supporters

RH: A lot of work has been done to update supporter information ahead of the

renewals and supporters will also be encouraged to check their information/personal

details as sales commence.

Operations Update on Safe Standing & EDI Incidents DM
Matchday incidents, EDI specifically reporting.

In follow up for our March meeting, the Club has made the necessary adjustments to

ensure the improvement for documenting and providing resources to report poor
behaviour within the grounds. The group was provided with a statistical breakdown of
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10.

the areas within the grounds where the incidents have been shown to take place or be
reported from and the methods of reporting incidents. Reporting has increased due to
actions being taken.

FAB: How does the Club determine the difference in reporting an incident as a
racial/homophobic instead of hate speech?

Stewards are being trained, this is ongoing, and working with the police to define.

FAB: There should be some internal language on a matchday to reassure supporters
that incidents will be reviewed and actioned immediately.

The Club intends to change perception to make sure that this is a safe environment to
come to through actions being taken.

FAB: Live reporting at matches can be difficult with signal issues in and around the
ground.

The Club is looking at other options to improve this issue.

Based on previous insight and observation, the Club intends to extend the safe
standing to more areas within the Barnfield Stand. Standing capacity is now 830 for
away fans and 670 home fans currently available in the Barnfield Stand, making two-
thirds of the Barnfield Stand a safe standing area.

Phase two consultation period starting Nov/Jan for a proposed further 800 away fans
and 650 home fans again in the Barnfield Stand by next season. This will enable those
fans wishing to stand and who persistently stand in other parts of the ground to move
seats to this area to improve health and safety together with customer satisfaction.

Blackburn has released their ticket allocation to the Club which will be 4,067 tickets.
On sale, 9" December with coaching operation encouraged/recommended.

Commercial Update NC

The club’s Director of Commercials indicated that we are in a position to review our
Beers & Spirits Contract at the end of the current season. He presented several
potential partners going forward and asked for members to give their preferences
regarding potential alcohol sponsors by expressing their top three beverages. This
exercise helped identify the types of beer and pricing that the FAB preferred.

Football Update & Women'’s Fixture at Turf Moor- Ticket Sales RB

The Women’s team quarterfinal cup match is scheduled for the 14™ of December at
Turf Moor. Confirmed that season ticket holders are being offered a free (ordered in
advance) ticket for the match and non-season ticket holders £5 and £2 for
concessions. There will be a Christmas-themed fun zone.

Hospitality and mascot packages will be available for this game.
Comments from the Co-Chair of the FAB & Sub Committee PK

The FAB subcommittee that was formed to meet with the Club in between FAB
meetings is working well.

Subcommittee meetings have raised issues regarding season tickets, women’s games
attendance, and fan's behaviour leading to the resolution of some of these issues.
Hopefully, this committee will now meet with the Supporters Clubs bringing the Club
and supporters together through communication and actions taken.
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Q&A Section- pre-submitted questions from the FAB/ wider fan base RB
No specific questions were submitted from the FAB

11 Fan, Andrew Brown, from the Clarets Trust enquired about transport to away games
" | for disabled fans by the Club

RB: There are no plans to do this at this time, but the Club will always work with
disabled fans to facilitate accessible seating and ground access at away matches.

Football Update MW

The first Team injury update had players go on warm weather training and
rehabilitation to help recovery times.
The manager is delivering everything he said he would regarding getting the players out
into the Community & to connect with the fanbase. He wants local preseason games
ahead of next season.

. There was some contract updates provided

Confirmation of Targets for the transfer window

An update on players away on or just returned from international duty

An update about Chris Casper, the new Academy Manager

Further insights into the Women'’s Team progress

Matt spoke about the excellent atmosphere at the training ground now. This extends

between the players, and the management right through to the Academy teams.

Closing comments RB
13. | Thank you to FAB members for attendance and staff members for department

updates
14. | AOB RB
15. | The Meeting Adjourned until the proposed dates TBC but in February ALL

/@ [

( ONE CLUB /
\an ALL
—




