
 



 
The EFL is committed to providing excellent service to its Clubs, supporters and stakeholders. Our 
Supporters Charter sets out the EFL’s policies in this area. 
 
SUPPORTER SERVICES 
 
The Supporter Services department promotes the work carried out by the EFL, its member Clubs 
and community trusts through regular engagement with supporters. Integral to this is the 
development and activation of ongoing supporter consultation and policy, including cultivating key 
relationships with representative supporter groups, independent organisations and bodies. 
 
Acting as the principal point of contact at the EFL for any supporter queries or complaints, a key 
function of the department is to provide a professional and approachable service for supporters and 
members of the general public who need help, advice and information on any aspect of our activities. 
 
The Supporter Services department has delivered some of the EFL’s key strategic Club and 
supporter engagement activity, such as the award-winning Family Excellence scheme, as well as 
driving research, best practice sharing, and ensuring that a high level of service is provided to all our 
members and by all our member Clubs.  
 
CONTACTING SUPPORTER SERVICES 
Contact with the Supporter Services Department can be made in the following ways: 
 
Post: Supporter Services Department, EFL House, 10-12 West Cliff, Preston, PR1 8HU 
Telephone: 01772 325829 
Email: enquiries@efl.com 
 
Normal Office Hours are 8am to 6pm, Monday to Friday. 
 
The EFL will endeavour to respond to any letter or email within 7 working days of receipt of such 
communication. If it is not possible to provide a full response to the issue raised within that time, an 
acknowledgement will be sent and a detailed reply will follow within 28 working days of receipt of the 
original communication.  
 
We will attempt to resolve all justifiable complaints within 28 working days. If, however, this cannot 
be done, we promise to keep the complainant updated on the progress of the complaint. The 
complainant does have the option after 28 working days of taking the complaint to the Independent 
Football Ombudsman (IFO). The IFO has been established by the football authorities as the final 
stage in football’s complaints process. They are accredited as an Approved Alternative Dispute 
Resolution (ADR) Body under the 2015 Alternative Dispute Resolution Consumer Regulations issued 
by the Government. The IFO can check that a case has been fairly handled and that due process 
was followed, although they cannot provide an alternative interpretation of EFL regulations or EFL 
Board decisions. Details of all complaints are recorded, and information will be provided to the IFO 
as part of the reporting process. Further details about the IFO can be found at www.theifo.co.uk.  
 
For any query or complaint relating to services provided by an EFL Club, supporters should initially 
directly contact the respective Club, via methods detailed with their customer charter. Should a 
supporter remain dissatisfied with the response received, or the way their complaint has been 
handled, they can then refer the matter directly to the IFO, or seek further guidance from the EFL. 
 
STAFF CONDUCT 
 
Employees of the EFL will conduct themselves in a courteous and responsive manner when dealing 
with all internal and external stakeholders. The EFL is committed to treating all people equally and 
fairly and have policies and procedures in place to safeguard individuals.   

http://www.theifo.co.uk/


 
Under the terms of the EFL’s Complaints Policy, all staff have the right not to be subjected to 
aggressive, offensive or abusive actions; language; behaviour; or aggressive, belligerent or 
threatening emails or communications regardless of the circumstances. 
 
Examples include any actions or behaviour that may have the potential to cause staff to feel 
intimidated, threatened or offended. This includes, but is not limited to: threats, physical violence, 
personal verbal abuse, derogatory remarks, and rudeness. We also consider that inflammatory 
statements and unsubstantiated allegations, on or offline, can amount to abusive actions or 
behaviour. The EFL will take any action(s) that it considers to be appropriate in relation to any such 
unacceptable behaviour. 
 
DATA PROTECTION 
 
The EFL complies with the General Data Protection Regulation (GDPR), Data Protection Act 2018 
and all other relevant UK legislation in processing personal data. All personal data held following 
communication with the Supporter Services Department is only used for the purpose it is collected 
and is kept only for so long as it is necessary for that purpose. The EFL is committed to the safe 
handling, use, storage, retention and disposal of personal data. Information about the purposes for 
which and how the EFL uses such personal data can be found in the EFL Privacy Notice at 
https://www.efl.com/efl-privacy-notice.  
 
CONSULTATION & SUPPORTER ENGAGEMENT 
 
The EFL is committed to regular consultation with supporters and stakeholders within the game, to 
positively develop our competitions as a whole. We are also committed to enhancing the consultative 
reach of our members among their fanbases and local communities, through effective supporter 
dialogue and EFL Trust projects.  
 
Under EFL regulation, all Clubs are required to engage with a representative group of supporters a 
minimum of twice a season, to discuss significant issues relating to the Club. The framework for each 
Club’s specific consultation strategy is to be documented within its customer charter. For its part, the 
EFL meets with supporter organisations at a national level and Club groups on an ad hoc basis as 
required. 
 
The EFL continues to foster a good working relationship with other footballing bodies which include 
the Football Association, the Premier League, the National League, the Professional Footballers’ 
Association, the League Managers’ Association and the European Leagues. The EFL also consults 
at national level with the Football Supporters' Association, and Level Playing Field, contributing to 
discussion and responding to issues in order to improve supporters’ experience and enjoyment of 
the game. The EFL also works with Kick it Out and continues to develop ways to consult with other 
football bodies and Government in line with key issues that affect the game. 
 
TICKETING 
 
The EFL, as event organiser, has direct responsibility for the staging of the final ties of the Carabao 
Cup, the Papa Johns Trophy and the EFL Sky Bet Play-Off Finals. The following policies apply in 
respect of these EFL events: 
 
Pricing 
The EFL continues to strive for wider access to matches by offering a broad range of ticket prices.  
 
Club Ticket Allocation & Sales 
The EFL will endeavour to allocate 80% of the available tickets to the two Clubs competing in each 
of our finals. The location and amount of tickets allocated to each finalist Club will be determined by 
the EFL following consultation with Clubs, Wembley National Stadium Limited and the Metropolitan 
Police Service. 

https://www.efl.com/efl-privacy-notice


 
The EFL also provides guidance to finalist Clubs with regards to the ticket sales process and method 
of block allocations sold. Clubs are responsible for the use of any external ticket agency and will 
adopt their own sales procedures in relation to prioritisation of tickets and availability for their 
supporters. 
 
Concessions 
Concessions will be available and details will be released in advance of each Final. 
 
Disabled Supporters  
Designated places will be available for spectators with accessible requirements such as wheelchair 
spaces and seats for carers or personal assistants. These tickets will be distributed by the two Clubs 
competing in the Final, at a cost equivalent to the relevant price for the area they are in and provide 
a carer/personal assistant space free of charge (where a carer/personal assistant is required). 
 
Ambulant disabled supporters’ tickets will also be available. Again these tickets will be distributed by 
the two Clubs competing in the Final, at a cost equivalent to the relevant price for the area they are 
in and provide a carer/personal assistant space free of charge (where a carer/personal assistant is 
required).  
 
Returns/Refunds Policy 
Every effort will be made to facilitate the return and re-distribution of unwanted tickets. Following the 
introduction of legislation to combat ticket touts (section 166 of the Criminal Justice and Public Order 
Act 1994), any member of the public would be committing an offence if they should offer for sale any 
ticket that they have purchased for one of the EFL Finals. Any unwanted tickets should therefore be 
returned no later than 5 working days prior to the date of the fixture, to the point of sale (usually one 
of the two Clubs competing in each Final), where you may be provided with a refund, if the ticket is 
resold. Refunds will not be available for Tickets returned after that time. 
 
If any of the EFL’s Finals should be postponed before kick-off, the ticket will be valid for the 
rearranged playing of the match. Where a match is postponed after a ticketholder has entered the 
ground, but before the match has kicked-off, entry to the ground or any substitute ground for the re-
arranged match shall only be permitted on presentation of the ticket and subject to compliance with 
any other requirements announced by the EFL at the time.  
 
In the event of the abandonment of a match after kick-off, ticketholders will be entitled to either  
(i) a sixty per cent (60%) refund where abandonment occurs before the start of the second half 
of the match or (ii) a forty per cent (40%) refund where abandonment occurs after the start of the 
second half of the match but before the final whistle. In these circumstances ticketholders would need 
to purchase a new ticket if the match was rearranged.  
 
In the event that the EFL holds the match ‘behind closed doors’ or the postponed or abandoned 
match is: (i) not re-arranged; or (ii) the ticketholder is unable to attend the rearranged match, the 
ticketholder will be entitled to a refund of the face value of the ticket (including any booking fee or 
related transaction charge and any postage costs). 
 
In the event that the ground reduces the intended capacity of the stadium after the date that tickets 
were on sale, the EFL and Club reserve the right to cancel a ticket and provide a full refund of the 
ticket price paid (including any booking fee or related transaction charge and any postage costs). 
 
In the event that a match is moved to an alternative ground from the ground which was originally 
designated to host the match at the time of purchasing the ticket, and the ticketholder is unable to 
attend at the alternative ground, the ticketholder will be entitled to a refund of the face value of the 
ticket (including any booking fee or related transaction charge and any postage costs). 
 
 
 



SAFETY AND SECURITY 
  
The EFL works closely with Clubs and partners to ensure all our fixtures are a safe and enjoyable 
experience for all spectators. 
 
These partners include the Sports Grounds Safety Authority (SGSA), Safety Advisory Groups, the 
Football Association, the Premier League, Kick it Out, the UK Police Forces and of course the Safety 
and Security leads at all our 72 member Clubs. The EFL Security and Operations Advisor conducts 
match day visits and works with Clubs to share good practices and to ensure high standards are 
maintained.  
 
The EFL’s work with its member Clubs includes guidance around the training of stewards and security 
staff, engagement with spectators, management of crowds, working with safety advisory groups, 
carrying out of risk assessments, reducing the numbers of pyrotechnics discharged within grounds 
and dealing effectively with any occurrences of hate crime and discriminatory behaviour.  
 
As a result of the COVID-19 pandemic, the EFL has worked closely with its member Clubs and a 
broad range of partners, to ensure that biosecurity measures have been implemented to keep people 
safe. The League will continue to work closely with Government and safety partners to offer relevant 
advice and guidance to Clubs to help them maintain a secure match environment. 
 
The EFL also provides ground regulations to its member Clubs which sets out a framework to ensure 
their match day operations meet a number of standards to reinforce some key principles around 
stadium safety. In addition, the League has continued to develop messaging for a Supporters Code 
of Conduct, to ensure a consistent approach at Club level in respect of the match environment, 
ensuring fans play their role in helping to create safe, positive experiences across all 72 Club stadia. 
 
The EFL holds five competition Finals at Wembley Stadium every season (Papa Johns Trophy, 
Carabao Cup and three Play-Off Finals), working closely with Wembley National Stadium and 
partners to ensure these events are a successful, safe and enjoyable experience for all spectators. 
 
DIGITAL & SOCIAL MEDIA CHANNELS 
  
The growth of digital and social media has been particularly significant over the last decade, and the 
EFL has kept pace with that change in order to provide information and engagement around our 
Clubs and competitions. Key messages and information are globally consumed 24 hours a day, 
seven days a week, and we have developed our online presence in order to engage supporters and 
provide the information they require, when and how they want to access it.  
  
Our official EFL supporter-focused digital and social media channels are: 
  
Website: EFL.com 
  
Facebook: 
EFL - @theEFL 
Carabao Cup @TheCarabaoCup 
  
Twitter:              
EFL - @EFL 
Sky Bet Championship - @SkyBetChamp 
Sky Bet League One - @SkyBetLeagueOne 
Sky Bet League Two - @SkyBetLeagueTwo 
Carabao Cup - @Carabao_Cup 
EFL Trophy - @PapaJohnsTrophy  
  
Instagram:  
EF - @EFL 



Carabao Cup - @thecarabaocup 
 
TikTok: 
@efl 
  
YouTube: www.youtube.com/c/theefl  
  
Our digital presence is constantly evolving and expanding in order to ensure we provide the content 
our supporters want. 
  
Supporters can also ensure they receive official email communications from the EFL by registering 
for newsletters at www.efl.com. 
  
These accounts are outlets both to provide official information and news on the EFL and through 
which we can engage with supporters’ tens of thousands of posts. Together, they represent a multi-
platform audience of millions of fans and supporters should be aware that the EFL cannot guarantee 
a response to every supporter who contacts us via these channels. Should supporters wish to receive 
a guaranteed response to an enquiry or complaint, they should follow the procedure outlined in the 
Supporter Services section of the Supporters’ Charter and contact us by email, post or telephone. 
  
 
EFL DIGITAL 
 
EFL Digital is a wholly owned subsidiary of the EFL, which manages and develops the digital rights 
of the EFL and its member Clubs. 
 
These include the provision of official Club websites, a mobile application, and a premium content 
service, iFollow, that provides subscribers both domestically and internationally with live video 
streaming of EFL Matches, audio commentary and highlights of every game.  
 
Though EFL Digital provides the technical solutions for many Clubs, it is not itself responsible for any 
content on those websites. This falls to the Clubs to then manage. 
 
COMMERCIAL 
 
The EFL has been responsible for some of the most innovative commercial partnerships and 
competition changes in English football. Our role in progressing and developing our competitions for 
the benefit of supporters and Clubs alike means there is an inherent requirement to keep pace with 
the modern demands of Clubs and football audiences.  
 
The EFL generates the commercial revenue that sustains and fuels football's growth, working for our 
member Clubs in enhancing the competition and engaging with our audiences. It is therefore of 
paramount importance that the EFL continues to attract a new, younger generation to ensure our 
Clubs continue to play in stadiums full of passionate fans for years to come.  
 
With that in mind the EFL’s commercial and marketing activities illustrate a commitment to further 
promote and enhance our competitions for Clubs, supporters and our stakeholders across our 
football stadia and digital platforms, to ensure we are easily recognisable to a broader audience of 
potential fans. 
 
In order to further the reputation of our Clubs and promote attendance at matches, through a number 
of centralised initiatives the EFL aims to reflect the unique product our competitions represent, to 
both domestic and international audiences. Whether through ticket initiatives, supporter campaigns, 
overseas fan engagement research, and work with our key commercial partners, we aim to bring a 
broader degree of entertainment and accessibility to EFL fans. 
 
 

http://www.youtube.com/c/theefl
http://www.efl.com/


BROADCASTING 
 
The EFL’s broadcasting partnerships aim to deliver innovative content and ensure high quality 
exposure of our Clubs and our competition.  
 
In the UK market – our broadcast partner Sky Sports are responsible for exclusively televising 163 
matches across all competitions. 
 
Outside of the UK – broadcasters in over 150 countries televise the same matches as covered by 
Sky (above) and an additional 37 Saturday 3pm fixtures throughout the season. Streaming is 
permitted for any region, for any match not selected for broadcast in that market. 
 
EFL TRUST  
 
The EFL Trust is the charitable arm of the English Football League (EFL) and was established in 
2008 to oversee the remarkable and diverse work of EFL Club Community Organisations (CCOs). 
With 36.6 million people in England and Wales living within a 10-mile radius of an EFL Club, they are 
at the heart of communities across the country. Using the power of the Club badge and the affinity 
countless numbers of people have to their team, the EFL Trust supports the Club and CCO network 
to deliver a wide range of initiatives which significantly impact the lives of thousands of people. 
The EFL Trust’s vision is ‘Stronger, Healthier, More Active Communities’, focusing on improving 
health and wellbeing, raising aspirations and realising potential, and building stronger, more cohesive 
communities. 
 
The work undertaken by the network is unparalleled with almost 900,000 participants every year 
taking part in over 41 million hours of individual participation. The EFL Trust network also employs 
over 2,000 employees and attracts over £59 million funding for community projects and programmes.  
 
EQUALITY AND DIVERSITY STATEMENT 
 
The EFL is committed to ensuring that football is inclusive of everyone and free from all forms of 
discrimination, as defined by in the Equality Act 2010 and its protected characteristics. We are 
dedicated to promoting equality, diversity and inclusion to ensure everyone has the right to be treated 
with dignity and respect. The EFL is committed to eliminating all forms of discrimination incorporating 
direct, indirect, associative or perceptive discrimination and all forms of bullying, harassment and 
victimisation.   
 
The EFL has a reporting pathway to deal with any allegations of prejudice, ensuring that all individuals 
can raise their issue through the channels explained in this charter. On the receipt of any complaint, 
the EFL will investigate, if appropriate, with assistance from other football and statutory agencies, 
and make recommendations and/or change to procedures as necessary. While the EFL can consider 
and assess any reported issues, depending on the nature of any query or complaint it may be 
appropriate for Clubs and/or other authorities to carry out further investigation. In such circumstances 
the EFL will provide advice and guidance on the appropriate channels for complaints or incidents to 
be addressed further. 
 
The EFL also works closely with a number of advisory groups and organisations around equality, 
inclusion and anti-discrimination. Kick it Out, which provides support on equality and anti-
discrimination to the EFL and member Clubs, also provide a reporting service for discriminatory 
behaviour through it’s ‘Kick it Out app’. The free app provides users with the ability to confidentially 
report incidents they may see, hear or witness at a match. By attaching video, photo and audio 
evidence to complaints fans can help support investigations into discriminatory abuse and behaviour 
across football (for more please visit www.kickitout.org).  
 
In June 2016 the EFL introduced ground-breaking regulations aimed at tackling the under-
representation of minority candidates across managers and coaches employed by Clubs. These 
regulations required Clubs to formally advertise any position in their Academy that require the 

http://www.kickitout.org/


employee to hold a UEFA A or B license. Following a pilot voluntary Recruitment Code for first-team 
positions, in 2019/20 the EFL made a further commitment to improving equality in first-team football 
by introducing the code into regulations, in order to help address the under-representation of Black, 
Asian and Mixed Heritage managers. The commitment ensures that the principle of providing more 
opportunities to BAME candidates is mandatory when Clubs consider multiple applicants for a role. 
 
The EFL also promotes and supports work in relation to other areas such as; Women and Girls, 
tackling Hate Crime, LGBT+ (Lesbian, Gay, Bisexual and Transgender), Disability, Accessibility, 
Mental Health. 
 
* Protected Characteristics – Age, Sex (gender), Gender Reassignment, Disability, Race, Religion 
and Beliefs, Sexual Orientation, Marriage and civil partnerships, Maternity and Paternity 
 
 
SAFEGUARDING CHILDREN, YOUNG PEOPLE AND ADULTS AT RISK 
  
The EFL is committed to safeguarding and promoting the welfare of children, young people and 
adults at risk and expects all staff and volunteers to share this commitment. 
  
With so many people involved in and influenced by professional football, it is essential that the EFL 
and its member Clubs acknowledge the role that they play in creating a safer environment for 
everybody involved in the game, especially for the more vulnerable, including children and young 
people. The EFL is working closely with other football governing bodies to help contribute to this safer 
environment. 
  
The Head of Safeguarding for the EFL sits on the Affiliated Football Safeguarding Forum which has 
representation from The Football Association (FA), The Premier League, The EFL and its partners 
the EFL Trust, League Football Education (LFE), and the wider forum which includes; The 
Professional Footballers’ Association (PFA), The Football Foundation (FF), The League Managers 
Association (LMA), and representation from the NSPCC – Child Protection in Sport Unit (CPSU). The 
Football Safeguarding Forum seeks to provide a strategic approach to safeguarding across football 
and to share best practice. 
  
The EFL has developed, and will continually review, our safeguarding children and adults at risk 
policy as well as our safeguarding strategy and standards for Member Clubs. These documents also 
endorse and promote the Safeguarding Policy and Procedures developed across Affiliated Football 
in addition to those produced by The Football Association. This ensures that we have a proactive 
and integrated approach to safeguarding everybody within football. It recognises that professional 
Clubs have a duty of care to all children, young people and adults at risk who participate in activities 
delivered by them and it outlines the arrangements Clubs should have in place to meet that duty. 
  
In 2018/19 the introduction of new Safeguarding operating standards was agreed to ensure EFL 
Clubs are best placed to implement wider legislative and policy changes in a timely and effective 
manner. As detailed under Regulation 114 the EFL Board has the ability to implement appropriate 
operational standards relating to safeguarding on young persons and adults at risk (Safeguarding 
Operational Standards) if and when appropriate. 
  
 
YOUTH DEVELOPMENT 
 
The EFL Youth Development department supports EFL Clubs with their operations within the 
Academy System. The aim of the Academy system is to help young players maximise their potential 
in football, education and life with well-being and personal development at its heart. 
 
Clubs provide expert services, support and advice to Academy players and their parents, seeking to 
establish the platform for every young player to enjoy and value their Academy experience. In regard 



to player development, the EFL’s ultimate aim is to deliver more and better home-grown players 
which will in turn deliver benefits to both domestic league football at all levels, and the national team. 
  
MATCH OFFICIALS 
  
All refereeing appointments are handled by Professional Game Match Officials (PGMOL). Match 
observers/evaluators are appointed to each match and provide a report on match officials’ 
performances, and Match Observers will also report any extraordinary incident which may have taken 
place.   
  
Club managers also compile a report on the Referees’ performance and this data helps to produce 
a ‘merit list’ of match officials on which appointments, retention or reclassification are based. Clubs 
are encouraged to provide constructive feedback on match officials and dialogue is encouraged with 
PGMOL. 
  
The 2022/23 season will see a total of 18 contracted Referees and 34 Assistant Referees officiate in 
the EFL Championship. Known as ‘Select Group 2’ these officials meet regularly to share learning 
and reflect on decisions to improve consistency on the pitch. The Select Group Director works with 
this group in a bid to constantly improve standards and support the development of match officials.  
  
The 2022/23 season will also see 41 referees and 114 Assistant Referees, known as the ‘National 
Group’, officiate across League One and Two. The National Group Director will work with to improve 
standards and consistency on the pitch as well as supporting the development of refereeing 
standards across the rest of the EFL. 
  
 OFFICIAL CHARITY PARTNER 
 
The EFL and humanitarian charity, British Red Cross, are joining forces from the start of the 2022/23 
season in a new partnership that will use the power of football to support those experiencing 
loneliness across England and Wales. 
 
Chronic loneliness can have a serious impact on wellbeing and currently the British Red Cross works 
with over 100,000 people experiencing loneliness per year through dedicated services across the 
UK. This ranges from helping isolated elderly people to supporting refugees who arrive with nothing. 
 
Meanwhile the EFL and its network of Clubs supported tens of thousands of people during the COVID 
pandemic who were experiencing loneliness with an award-winning ‘Tackling Loneliness Together’ 
programme and innovative ‘Extra Time Hubs’. By pooling resources through this partnership, the aim 
will be to offer more support to those in need using the popularity of the national game and power of 
Club badges to bring people closer together. 
 

 


