Fan Advisory Board Meeting (FAB)

Thursday 8" August 2024, Chairman’s Lounge 6pm

Club Representatives Attendees

Director of Fan Experience / Chair of Fan Advisory Board Russell Ball (RB)
Chief Operating Officer Matt Williams (MW)
Fan Experience Manager Jack Ormesher (JO)
Director of Strategy Hamish Wilson (HW)

General Counsel Amy Wells (AW)

Fan Experience Coordinator Theodore Jackson Il (TJ)

Fan Experience Intern Shayla Clarke (SC)

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

Agenda Item
1. Arrival ALL
2. Meeting commences at 6pm ALL

Welcome from Director of Fan Experience.

e We are going into the new season with new hope.

¢ Introducing those who are new to the session — Fan Experience Intern (Shayla
Clarke) & General Counsel (Amy Wells).

e Alot has been happening in the off-season — we are here to answer questions
that the FAB have provided beforehand.
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Update from Director of Strategy.
Answering pre-determined questions.

e Clarets+ for Overseas: We will still be operating this where possible. However,
with the new EFL broadcasting deal many more games will be broadcasted in
various geographies, meaning we cannot stream these games in countries where
they have been selected for broadcast. Any game that we can stream, we will
endeavour to.

e Ticketmaster Issues: We are aware there have been several teething issues,
coupled with some Ticketmaster worldwide issues. You can now select whether
you want tickets posting or collecting (Away tickets) and all home fixtures are all
digital.

e Atthe time of these minutes being published, the majority of issues have been
resolved but we are aware of one or two final discrepancies that we are still
working through with some Season Ticket Holders.

e Stopping the Tickets for Troops: When we previously offered this, the uptake
was very poor. We used to give 10 tickets for certain fixtures but found these
were rarely used and meant the tickets went to waste sometimes. Blue Light Card
Tickets we have never offered. We do support veterans with tickets through
BFCitC.

e Reciprocal Away Ticket Pricing: We continue to offer this at a £30 reciprocal
price. Cardiff suggested a price of £25 however, we are offering £30 to all clubs
this season and felt it was right to stick with this. Cardiff then accepted this offer.
Currently 13 teams have accepted our reciprocal offer, only two have declined
the offer and others are still deciding.

e Away Ticket On-sale Communications: We have shared all of the on sale
dates and timings we will re-share a link to this in the minutes (can be found
here). Before each goes on-sale everyone should receive an email with further

4. details. Each allocation is different and therefore the points required at the initial HW
purchase point are reviewed and changed each game so no, it is not always 2000
points. We haven't published lists of how many supporters are in each banding as
this is constantly changing throughout the season. But this is something we can
look at doing later in the season and ahead of next season.

e Season Tickets added to mobile wallet: You can do this, instructions are on
the website here.

e Ticket Exchange for Cricket Field Stand: We don’t sell single game tickets in
here at all due to the historic disorder we have had in that stand, which we have
worked very hard to eradicate. Currently we only sell Season Tickets in this
stand, and it is sold out. The same issues are posed from selling Ticket Exchange
tickets in there. However. we will review this year and look to try and implement a
system whereby we can allow Cricket Field Stand Season Ticket Holders to place
their tickets on the ticket exchange and make these tickets available to a smaller
group of individuals with a specific ticketing history.

e Ticket Pricing Concerns: We know there have been some concerns raised
around £55 single game tickets. We stepped through the rationale around season
ticket pricing for this season with this group earlier this year. Note that we have
the 4th Cheapest season ticket in the championship this season. We work very
hard to ensure that prices are fair for the product offered, benchmarking against
other clubs and taking into account the economic position of the area in which we
are based. The same goes for single game tickets. We are delighted that we
have once again maxed out our Season Ticket Holder allocation at 16,500 and
this means there are very limited single game tickets available. It is true that for
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https://media-cdn.incrowdsports.com/0bc3d266-9a62-4477-90c3-1ed2bbfc3bc3.pdf
https://media-cdn.incrowdsports.com/0bc3d266-9a62-4477-90c3-1ed2bbfc3bc3.pdf
https://www.eticketing.co.uk/burnleyfc/Common/CustomPage/Index/5

GURILES

Category A games (10 games in total this season) we have a very small amount
of seats priced at £55 in our most premium positions. Of the circa. 700 Home
seats we have available match-by-match, only 42 of these are priced at £55.
Over half are priced under £40 for an Adult (for an A game). For lower category
fixtures, we still have very affordable tickets of £26 for an adult and £13 for an
U18. So, whilst our most expensive seats are indeed amongst the most
expensive in the Championship, our most affordable seats are some of the most
affordable in the championship, thereby catering for all.

e Changing Club Badge on Home Shirt: We spoke to the FA and deemed that
we did not require a consultation as we were changing the colours only, and not
moving away from our heritage colours. This is also a version we used
extensively last season in all areas other than on the home shirt and we could not
see a majority disapproval from fans. If we were to consider any more drastic
changes, we would of course consult with the full fanbase.

e Concourses and Prices: We have made some changes to the concourses
ahead of the new season. We will be trialling some new food offerings in some
areas and we hope to roll some of these out across the whole stadium during the
season. E.g. Pulled Pork bap in North Upper. We have also tried to minimise any
price increases on the concourses this season and have swallowed some of the
cost increasing we are seeing to not pass on these costs to our fans. For
example, the price of a Bene and Hot will stay at £2.75. We have invested in
additional beer lines into the food kiosks in Norther Upper and East upper to
alleviate some of the congestion here. We are still looking at what we can do in
the Barnfield Home section, although we are incredibly constrained. We will be
looking to trial an additional mobile beer dispensation unit there, but this won't be
in place for the first games of the season. Finally, we will be moving to re-usable
beer cups this season, at no additional cost to fans, in our continued effort to
become more sustainable as a Club.

Director of Strategy

Going forwards we would like to be able to address more questions from the wider fan
base in this forum and share the responses in a timely manner. What we are proposing is
a 'Q&A' section as a regular agenda item, where we can answer pre-submitted questions
and if needed, have a discussion on them. These can then be posted in full in the minutes
for all supporters to see. We would therefore be asking you to submit any questions you
have a week prior to an FAB, so that we can ensure we are bringing the right people to
the meeting or, where that is not possible, preparing the answers to share.

FAB
We are unable to purchase disability tickets online, can this get sorted?

Director of Strategy
We are unaware of issue but will check on that.

Post-meeting review: We are currently adding in permissions for all supporters
registered with disabilities to be able to secure a personal assistant ticket to go alongside
their own. This work will be completed after the Blackburn Rovers fixture so all supporters
who require a personal assistant to accompany them will be able to purchase their tickets
online.

FAB

When we were previously in the EFL Championship, there was an issue with the away
Club accessible allocation, away seats for disabled supporters were in home end.
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Director of Strategy
We will follow this up.

Post-meeting review: Unfortunately, the home club dictate where accessible seating is
within their stadium. We can raise the issue with the EFL where this applies as we would
like all our supporters to be sat together.

FAB
What percentage of tickets put up on the Ticket Exchange are sold?

Director of Strategy
85-90% were sold throughout last season, less were resold as the season went on and as
the notices were shorter.

Chief Operating Officer
There were lots of no shows - 5,700 at the match against Forest. The last 4 games in the
Premier League season all had more than 4,000 no shows.

Additional post-meeting information: Currently we have an average no show rate of
15% and are taking various actions to ensure that Season Ticket Holders are using the
ticket exchange at every possible opportunity. This includes:

¢ Removing the £1.50 admin fee so you receive the full value of your pro rata
season ticket to your account.

e Anincentive that if you either put your ticket on the exchange or attend every
home game, you’ll be automatically entered into a ballot where 10 lucky winners
will get a free 2025/26 season ticket.

FAB
How do we decide what is Category A game?

Director of Strategy
We reflected on the previous statistics from seasons before, date, time and which club
are we playing.

FAB
What has happened with the promises surrounding evolving the card kiosk options in the
North Upper?

Director of Strategy
We will revisit this.

FAB
How are we ensuring that staffing services in place within the accessible stands are up to
standard?

Director of Strategy

We were aware of an issue in the first half of last season where the right staffing was not
in place in these areas. We subsequently put actions in place to ensure this did not repeat
itself and monitored this though the second half of the season. We will closely monitor this
in the first games of this season to ensure the position has not changed.
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General Counsel on behalf of HR (Amy Wells)

The club have set up a female focus group which aims to make sure women are able to
have fun and feel safe on match days. The direct line to report any sort of discrimination
or harassment is free to use, and fans are encouraged to do so if they see anything that is
not right.

We are working with WalkSafe about the possible implementation of their app which
focuses on making sure everyone gets home safely after the game and is directly
connected to the control room at the stadium. It enables family members to track your
location and sends warnings if you are going to walk through an area of high risk.

We have also about to sign a partnership with ‘Her Game Too'.

From October, there will be Stewards at our matches with their primary focus to ensure
that women, children and other vulnerable fans are having an enjoyable matchday
experience. A name for these Stewards is yet to be decided, with the FAB providing the
club with suggestions which are carefully being considered.

The Club is going through the final assessments for PLEDIS, with the last step being the
disability access audit. Every season ticket holder will now be taken through Access Card
credibility to dictate magnitude of their disability.

We are looking to implement a hotline to provide accessible supporters the opportunity to
inform the Club in advance of inability to attend match for any number of reasons, or
before a matchday which may allow the ticket to be reallocated.

General Counsel (Amy Wells)

The Club is considering introducing facial recognition technology at the stadium to
enhance existing security measures on matchday with the ability to detect faces which
have been put into the system and then alert stewards and whoever else it concerns if
they feel like an individual needs to be apprehended. The Club needs to conduct a data
protection impact assessment, an important aspect of which requires consultation with
affected stakeholder groups including fans.

FAB
If people have done nothing wrong, they should have nothing to worry about, although
there will be some initial pushback from supporters’ home and away.

General Counsel
6 We understand that no other club uses this technology currently, although we understand AW
) it has been trialled by Manchester City in partnership with the Greater Manchester Police.
FAB
Is this being pushed by Lancashire Police as well?

General Counsel

No, this has been brought forward by our Chairman Alan Pace and the feeling the
previous meeting brought him. It is still in the early processes, so as well as this and our
new initiatives that are being implemented for the safety of supporters, we aim to reduce
the risk of any sort of harassment or abuse within the stadium.

We will reassess the effectiveness of each measure after a certain period which could
mean some measures not being necessary if others are effective.
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FAB

What happens if people get their friends to buy tickets for them or give their season ticket
to someone who isn’t banned, surely the bans wouldn’t be sufficient? There need to be
more consequences in place for people attending games who are serving bans.

Director of Fan Experience
Once someone with a season ticket is banned, that ticket no matter who uses it will not
work for the duration of the ban.

Supporter Representative Chair of the FAB (Paul Kidd)

e Call for the start of a working group, 6-7 individuals of the FAB have already met.
e There was a conversation surrounding getting the message properly conveyed to
the external public — making it more accessible to fans to retrieve the meeting

minutes from FAB meetings.

e There is a goal for the FAB to have face-to-face meetings with other supporter
groups.

e The focus of the working group is to give an additional pipeline of communication
for the supporters.

FAB

Make sure that everyone knows if they have something to say then they do so, we’re here
for a reason. Minutes can be hard to find after meetings especially for fans who don’t
know where to look, could you make them more obvious please.

Director of Fan Experience
Of course, they’ll be posted on the club website for everyone to find.

FAB
Is the club planning to host more away day matches in the Fan Zone area for supporters
to watch?

7 Director of Fan Experience PK
) Yes, the club is looking to organise more viewings in the Fan Zone if there are enough
fans who are willing to go along and watch. We will see how it goes after the Luton game
(first game of the 2024/25 season) which will be shown in the Fan Zone.

e The FAB were presented with the Fan Engagement Plan (2024/25 season) and
Fan Engagement Report (2023/24 season).

e The Club is looking to organise and host two fan forums throughout the season,
one on either side of Christmas.

FAB
Is the Club looking to invite and interview more fans to join the FAB?

Director of Fan Experience

We currently have 22 people on the FAB, with a maximum of 24. It was by far the biggest
FAB in the Premier League, so we are not urgently looking to fill those spots. It is possible
one may be filled by the end of the season.
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10.

Other notes for things that are coming up:

e We will be creating a ‘Supporter Services Hub’ which will be the first point of
contact for fans, but it will not be implemented until after the Blackburn game.

e A meet and greet has been planned for the Women’s and Men’s teams within the
school holiday period to make the players more accessible to the fans.

e Scott Parker is very keen to bridge any existing gap between the fans, community
and the first team players.

e Our Ball Assistant positions for the upcoming season have been filled, mainly
consisting with students from Burnley College.

Director of Fan Experience

On a final note, everyone from the Club would like to thank the fans for their tremendous
kindness and thoughtfulness with their donations and messages to help Lucy Wright
through this difficult time in her life. We were able to raise a significant amount of money
to assist her with her treatment.

Chief Operating Officer

The FAB received an update from the football side on the current transfer window along

with sharing parts of the selection process when it came to hiring Scott Parker and other MW
coaching staff.

AOB RB
There was nothing further proposed by the group.

Meeting Adjourned until proposed dates. ALL
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