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The best way to bring about an improvement in 
any service is to examine it through the eyes of 
the people who use it.

By finding out what matters to people, by 
understanding their expectations and learning 
from their experiences, the changes you make 
will be really meaningful and, as any progressive 
business will tell you, those people will not only 
remain loyal, but they’ll also encourage their 
friends and families to come to you, too.

This has been the theme of the EFL supporter 
engagement work in recent years, with our clubs 
achieving impressive increases in the numbers of 
families and young children attending matches, 
for example.

That’s why I’m really pleased that we 
are taking the same approach in our 
updated guidance on how to serve 
disabled supporters better.

Our clubs have achieved fantastic results in 
recent years with different types of supporters; 
simply by learning that everyone isn’t the same 
and then making adjustments to account for 
different needs so that everyone has the best 
possible experience.

By continuing a theme that has served our clubs 
so well, I’m confident that this guide will provide 
the knowledge and the confidence needed to 
help you to reach out to disabled supporters and 
to make the changes that they will value. 

Shaun Harvey  
Chief Executive, EFL

FOREWORD
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When you think about your club’s disabled 
supporters, do you think about how difficult it 
might be to meet their needs and improve their 
experiences? Or do you see the benefit of being 
truly inclusive and having a reputation as being 
welcoming to all and to winning the loyalty of 
your disabled fans?

Do you see disabled people as individuals, with 
little financial resource, or do you see them as 
connected members of society, accompanied  
by friends and family whose own attitudes  
and attendance decisions are going to be  
influenced by how their disabled friend or 
relative is treated?

Improving access is important, of course, but  
if that’s all you focus on you’re in danger of 
missing other significant elements that are  
just as important to disabled supporters.  
Focus on access and you’ll be good at 
accessibility, but focus on the entire fan 
experience – from planning attendance to 
leaving the stadium after the match - and  
you’ll breed a culture of inclusion.

Ultimately it’s about the mindset clubs adopt 
when serving disabled fans. For example,  
do our practices and processes reinforce  
out-dated stereotypes? Or do we have the 

knowledge, the encouragement and the 
confidence to display understanding and 
sensitivity to all disabled fans, including  
those who may have ‘hidden’ disabilities?

I honestly believe that the reason many clubs 
still struggle to make meaningful improvements 
is because people are scared of the implications 
of getting things wrong. But if you pick up on the 
ideas in this booklet, talk to disabled fans, find 
out how other clubs have gone about improving 
their experiences and, most importantly, see the 
value of the disabled supporter to your club, then 
you’ll have the knowledge and the confidence 
to extend your business and to ensure a truly 
inclusive and customer-focused reputation. 

Because you know for sure that once you win  
a supporter’s loyalty, you’ll have that loyalty  
for life.

 
 
 
 
 
Joyce Cook - OBE  

FOREWORD ACCESSIBLE SUPPORTER GUIDE 
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The match day is about more than the 90 
minutes. From buying tickets to a match, 
planning journeys to and from the grounds, 
thinking about how to travel, where to park, 
whether some supporters fulfil the same pre-
match rituals, to visiting club shops, engaging 
with pre-match club activities and of course, 
watching the game. It is fair to say there’s lots  
of preparation and commitment that goes  
into supporters sitting through 90 minutes  
of football. 

This is no different for disabled supporters. Their 
experience starts in the same way as others and 
goes beyond: from having accessible transport to 
the game, accessing the stadium and facilities, 
ensuring they have a good view without 
obstruction, to departing afterwards. Disabled 
Supporters should have the same opportunity to 
access services and have an enjoyable experience 
as other supporters enjoy. However, due to 
accessibility requirements, in order to ensure 
that they have the same experience, planning 
becomes particularly important. 

Clubs must realise the importance of providing 
any additional assistance, in order to give 
disabled supporters equal access to the game. 
 
 
 
 
 
 
 

 
    Things to consider: 

 
If a disabled supporter is thinking about 
attending a game, 

How does he or she obtain a ticket? 

What does the journey route look like for 
them to get to your stadium. What’s the 
best way to get to the game and what will 
the journey home be like?

What are the club facilities for disabled 
supporters like? How accessible is your  
club and stadium? And where can 
supporters park?

What pre-match activities do you host? 
Do these also catered for those with a 
disability?

What about disabled fans who wish to use 
corporate hospitality services? 

What about those using the stadium 
during the week for conferencing? 

What about those making a special  
trip on a non-match day to visit the  
club shop? 

All these questions are just a few to consider, 
in the following sections,  by breaking down 
their ‘journeys’ into their constituent parts, we 
can better understand the needs of disabled 
supporters, and more clearly identify ways to 
improve their experiences.

INTRODUCTION 
UNDERSTANDING 
DISABILITY
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WHO ARE DISABLED 
SUPPORTERS? 
Most people imagine a disabled person as 
wheelchair user, and while this is certainly an 
important group to consider (with around 1% 
of people in the UK using a wheelchair) this 
is only a small part of the picture. It is vital to 
understand that a disability can be physical, 
sensory, intellectual, or psychological and 
attitudinal. Removing the stereotypes is key 
to changing a culture and attitude and making 
the improvements we need. We must recognise 
the person and not the disability as the defining 
factor. Then we can make the changes required. 

It is important to acknowledge that the 
community also includes ambulant disabled 
people, limited mobility, blind and partially 
sighted people, deaf and/or hard of hearing 
people, learning disabled people and people  
with mental health illness, epilepsy and 
diabetes, as well as many more specific groups  
of people with their own particular needs. 

 

 
 
 
 
 
 
 
 
 

WHAT THE LAW SAYS? 
The Equality Act 2010 prohibits discrimination 
against people who possess any protected 
characteristics, specified in section 4 of the 
Act. Disability is classified as one of the nine, 
protected characteristics under the Equality 
Act 2010. This new legislation replaces the 
previous disability Discrimination Act 2005.  The 
Act defines a disabled person as a person with 
a disability. A person has a disability for the 
purposes of the Act if he or she has a physical or 
mental impairment which has a substantial and 
long-term adverse effect on his or her ability to 
carry out normal day-to-day activities.

This means that, in general:

 
The person must have an impairment that 
is either physical or mental.

The impairment must have adverse effects 
which are substantial.

The substantial adverse effects must be 
long-term.

The long-term substantial adverse  
effects must be effects on normal day-to-
day activities.

 
The Equality Act also provides protection for 
non-disabled people who are subjected to direct 
discrimination or harassment, because of their 
association with a disabled person or because 
they are wrongly perceived to be disabled.

Further information:

 
See Legal Requirements, access guidelines

INTRODUCTION UNDERSTANDING DISABILITY
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WHAT DOES THAT MEAN  
TO MY CLUB?
The Equality Act 2010 recognises that bringing 
about equality for disabled people may mean 
changing the way in which services are delivered, 
providing extra equipment and/or the removal 
of physical barriers. 

The Equality Act 2010 provides protection 
from discrimination for disabled people and 
is applicable in a range of circumstances, 
covering the provision of goods, facilities 
and services, the exercise of public functions, 
premises, work, education, and associations. 

If a club providing goods, facilities or services to 
the public or a section of the public, or carrying 
out public functions, or running an association, 
finds there are barriers to disabled people in the 
way it does things, then it must consider making 
adjustments (in other words, changes). If those 
adjustments are reasonable for that organisation 
to make, then it must make them.

The duty imposed by the legislation  
means clubs are bound by a ‘duty to  
make reasonable adjustments’.

 
 
 
 
 
 
Important

 
Throughout this document we will explore 
the needs and expectations further and 
look at what you can do in your club to 
become more inclusive.

INTRODUCTION UNDERSTANDING DISABILITY

DID YOU KNOW?
There is a clear business case for 
improving services to disabled 
supporters. The Government recently 
published the UK spending power of 
disabled people (known as the ‘purple 
pound’) with the value now  
estimated to be in excess of £212  
billion per annum.

Disabled people now constitute 
the largest minority group in the 
UK, representing up to 15 % of the 
population.  And naturally, as people 
live longer and survive disease, 
numbers are increasing year on year. 
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INTRODUCTION UNDERSTANDING DISABILITY

HOW TO USE  
THIS GUIDE
This is a reference guide designed to help 
you improve your disabled supporters’ 
experiences. The guidance is issued by the 
English Football League, with the support of 
Level Playing Field.

This guidance is designed to help  
you improve your disabled  
supporters’ experience. 

This guidance concerns the definition 
of disability and does this by presenting 
contextual information, best practice case 
studies, ‘top tips’, accessible guidelines and 
by highlighting the legal requirements. 
This guidance does not impose any legal 
obligations in itself, nor is it an authoritative 
statement of the Law. 

This guidance document reflects the 
‘journey’ of the disabled supporter, from 
planning attendance, match attendance 
and returning from the match. Shared best 
practice examples feature at the appropriate 
point of the disabled supporter journey and 
top tips feature in each section to provide 
you with key points to help improve  
your match day experience for the  
disabled supporter. 

In order to bring the material to life, the  
booklet introduces us to several fictional 
characters who discuss the challenges 
they face and deciding upon solutions, 
from the perspective of both club officials 
and disabled supporters. Although these 
characters are fictional and not based on 
any real people, their interactions and 
contributions are based on club and disabled 
supporter feedback and EFL research. 

 

Important 

 
Throughout the guide there are 
business, Legal and moral case 
studies. 
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INTRODUCTION 
PART 2: AT YOUR CLUB

CHARTERS AND MISSION STATEMENTS
DISABILITY ACCESS (LIAISON) OFFICERS
DISABILITY SUPPORTERS ASSOCIATION 
DISABILITY AWARENESS TRAINING 

CHARTERS AND  
MISSION STATEMENTS
Every Club should produce a charter or mission 
statement that clearly states the club’s 
commitment to equality and to providing the 
best possible facilities and services for all its 
visitors and staff. This should state accessible 
facilities and services for disabled people. 

 
Things to consider 

 
Equality Policy - the clubs equality policy 
should state the club’s commitment to the 
Equality Act and eliminating all forms of 
discrimination, which includes disability. 

Charters should be placed in accessible 
areas for everyone to access. Think about 
websites and dedicated and accessible 
pages for disabled supporters. 

A commitment should be included in 
the charter to staff, stewards, customer 
services to disability and access  
awareness training. 

Ground regulations should be prominently 
displayed around the ground. 

 
Further information

 
Code of Practice – a resource pack has 
templates for equality policy and can be 
accessed via the Club portal system.

Disability access training: contact EFL for 
further details. 

DISABILITY ACCESS 
(LIAISON) OFFICER
Clubs are required to appoint a Disability Access 
(Liaison) Officer (DAO or DLO).  This should be 
someone who has a good knowledge of law 
and practice surrounding disability. The role 
of a DAO/DLO is vital to act as the point of call 
for supporters who need additional access 
provisions during their visits.
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INTRODUCTION PART 2: AT YOUR CLUB

 
 
 
 
 
 
 
 
 
 
 
We’ve got to know Anna quite well 
in recent weeks and I couldn’t begin 
to tell you what a difference she’s 
made. She’s always on hand  
to listen.

I come to the games with my son 
Neil, who has autism. Although 
everyone’s heard of autism, few 
people know what it actually is and 
the particular needs for someone 
who has this kind of disability.  In 
the past, we’ve had conversations 
with several people at the club: in 
the ticket office, at reception and 
over the phone, but you felt you 
were repeating yourself, but with 
Anna being a designated DAO and 
person to contact, she’s getting to 
know Neil and we are now more 
involved with the club through the 
Disabled Supporters Association. 

This has given us a voice and Anna 
has been able to take everyone’s 
feedback back to the club to show 
how the range of disabilities 
impacts on us on match days.

On a match day we often check the 
social media accounts for the club 
like twitter, where they is useful 
information and more about what 
else is  going on – which me and Neil 
get involved with. The fact that the 
club is now talking about investing 
in a sensory room is just amazing.

“

ROBERT  
JONES 

FAN 

As the designated DAO I’ve built up 
quite a lot of ‘technical’ knowledge 
about ticketing, communications 
and general operations through  
my role. 

I am the first point of call for our 
disabled supporters, I provide day-
to-day guidance – not only to help 
supporters, but to help visitors, 
volunteers and fellow employees. 
My contact details are widely 
promoted and easily accessible on 
our website and people know how  
to get hold of me.

I also keep my colleagues briefed on 
what we can do to provide a great 
service for our disabled supporters 
and through our involvement 
with the league’s Equality Code of 
Practice to make sure that access, 
inclusion and equality are always on 
the agenda at the club.

I have also attended EFL disability 
and access awareness training, 
which has been really useful, as it’s 
helped me to listen, empathise and, 
more importantly, given me the 
confidence to make decisions, rather 

than worrying about  
getting it wrong.

You do need to have a good 
understanding of disability and 
equality legislation and practice  
but you have to be prepared to 
learn. I’ve come to realise that 
the best way to be successful is to 
remain in close contact with our 
disabled supporters; to see things 
from their perspective and to 
involve them in the improvements 
we’re making.

“
“

ANNA 
PHILLIPS  

DAO

TICKETING & STADIUM 
OPERATIONS

WORK WITH 
COLLEAGUES

DISABILITY AND 
ACCESS AWARENESS

The Disability Access (Liason) Officer - Clubs are required to appoint a Disability Access (or Liaison)  
Officer (DAO or DLO).  This should be someone who has a good knowledge of disability 
discrimination law and practice.

“
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• Have a clear and precise understanding 
of disability legislation and providing an 
accessible stadium and club premises (i.e. 
accessible facilities and services for disabled 
spectators, visitors, staff and players) on both 
match and non-match days

• Stay up to date with existing legislation 
including the Equality Act 2010, accessible 
stadia guidance (e.g. CAFE and UEFA Access 
for All and the UK Accessible Stadia) and new 
legislation and good practice guidance

• Report directly to the club director responsible 
for disability and access matters

• Be the main point of contact between the 
football club, its disabled customers, staff 
and players and ensure that their access 
requirements are met

• Promote the needs of disabled people to the 
club and “champion” disability issues and the 
business benefits of creating an accessible and 
inclusive stadium and match day

• Ensure that the club and/or stadium 
undertakes a professional access audit and 
develops a mission statement and access plan 
to ensure that the club meets its legal duties 
and to ensure continued access improvements 
to all facilities and services at the club, 
including all stadium areas, such as reception 
areas, ticket office, shops, amenities, stadium 
seating, hospitality and VIP areas, parking, etc. 
(in accordance with existing legislation and 
guidance)

• Ensure on-going access improvements each 
season to the clubs facilities and services

• Ensure all club staff are disability awareness 
trained and understand the requirements of a 

disabled person on match and non-match days

• Ensure all personnel at the club and/or 
stadium are aware of their responsibilities to 
disabled people and feel able to communicate 
and interact with a wide range of disabled 
people with different access requirements

• Work with other departments at the club and 
external agencies to ensure access information 
for disabled supporters and visitors is available 
via the club media portals (such as the club 
website and publications) and available in 
accessible formats

• Liaise with other club DAO’s and external 
organisations (such as Level Playing Field and 
other disability organisations) and encourage 
the sharing of good practice solutions

• Ensure adequate provision and responsible 
allocation of disabled parking areas on both 
non- match days and match days (if available) 
and including provision of accessible drop-off 
points

• Provide guidance to the ticket office on the 
equal management of disabled fans tickets 
including the provision of a personal assistant 
ticket if required (please note that the disabled 
access officer should not allocate or sell the 
disabled supporter tickets, nor should any fans 
group)

• Act as a liaison between the club and its 
disabled customers and disabled supporters 
and their associations or groups. Support the  
establishment of user-led consultation and 
on-going dialogue between disabled people 
and the club. Where a Disabled Supporter 
Association or group does not exist, work 
towards and assist in setting one up  

DISABILITY LIAISON OFFICER -  
EXAMPLE JOB DESCRIPTION 
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DISABILITY 
SUPPORTERS 
ASSOCIATIONS 
Disability Supporters Associations are great 
ways for clubs to actively engage with disabled 
supporters. This proves vital when clubs are 
considering changes and trying to understand 
how they can meet the needs of disabled 
supporters. It also allows to the club to 
communicate effectively with supporters and 
listen to suggestions and solutions.  

INTRODUCTION PART 2: AT YOUR CLUB

I’m going to meet up with the  
club’s Disabled Supporters 
Association on a quarterly basis. 
Outside of those times I see them  
at matches, of course.

One area where it’s helping already 
to this forum setup is to listen to 
queries from the supporters and 
listening to how we can improve 
our service.  One of my plans is to 
remove the requirement to proof 
eligibility when supporters purchase 

a ticket. They should not have to 
prove their disability any more than 
a non-disabled person having to 
prove vice versa.  As well as helping 
with things like planning away 
travel for our disabled supporters, 
the association really brings the 
supporters closer to the club and 
brings us closer to them. Any 
changes we make we know we have 
consulted with our supporters and 
it’s the best decisions for all.

“

“

DISABLED 

SUPPORTERS 

ASSOCIATION 

ANNA 
PHILLIPS  

DAO

DID YOU KNOW?
Some clubs have established disabled 
supporters groups to advise the club 
on current affairs and matters arising 
which effect disabled supporters. 
The supporters groups have proven 
pivitol to clubs when they want to 
make changes. The supporters group 
act as advisors to the club and offer an 
opportunity to build a rapport and a 
better service of care. 

 

 
Further information:

 
For more information about how to set up 
a disability supporters association or the 
role of a disability access officer, please 
contact EFL. 
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DISABILITY  
AWARENESS TRAINING  
Having pro-active, informed and engaging 
club colleagues can be the difference between 
a wonderful match day experience and the 
decision never to return. Therefore Disability 
Awareness Training is vital. 

This should include customer facing staff, 
volunteers and stewards, whether or not they 
are paid and whether or not they are employees 
of the club. 

Stewards’ training should therefore ensure 
that they are aware of the support available 
to disabled people and can either provide it 
themselves or direct the disabled person to the 
correct location to access it.

Disability awareness training will help your  
team do their best for supporters at every  
stage of the match day experience, so take  
every opportunity to ensure it is as effective  
as possible. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Things to consider 

 
EFL have an Disability Awareness training 
programme for all DLO’s. 

The FA and EFL have produced a short film 
around Disability awareness.

Playing for Inclusion is an equality 
workshop delivered to all staff within 
clubs about all areas of equality including 
disability. This also part of the education 
requirement under the EFL Equality Code 
of Practice.

INTRODUCTION PART 2: AT YOUR CLUB

DID YOU KNOW?
One club asked one of their Disabled 
Supporters Association (DSA) members 
(a wheelchair user) to come in and talk 
to the stewarding team about their 
experiences. To strengthen the impact 
they had previously arranged for a 
friend to film the disabled supporter’s 
experience of travelling to the club on 
the day of the meeting. 

Subsequent feedback showed that this 
approach had worked well, because the 
stewards were able to put themselves 
in the shoes of that supporter and 
gain a much better appreciation of the 
challenges encountered in travelling to 
the stadium.  
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THE MATCH  DAY JOURNEY

PLANNING THE 
JOURNEY TO 
THE MATCH

1

17

THE MATCH DAY JOURNEY
The following sections set out the different points on the 

disabled supporter’s match day ‘journey’. We present the views 
of disabled supporters and club officials and include guidance, 
best practice from clubs and top tips for improvement within 

your club. Links to any relevant legal requirement or access 
guidelines are referenced throughout.
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PLANNING THE JOURNEY  
TO THE MATCH
This section explores disabled fans’ needs 
when planning to attend a match.

Communication

1

When I go to a game as a 
disabled supporter I have to 
plan and prepare my journey’s 
because I’m a wheelchair user.   
 
I need to know what accessible 
routes they are and whether I’m 
coming by car or public transport. 
It’s not just about everything that 

happens when I get there the 
stadium. It’s about the rest of the 
journey too.  
 
The weather can be a factor too. 
So the more the club can do to 
help me with information, the 
more likely I can keep coming  
to games.

“
“

JACK 
WATTS 

FAN 

Regularly attending disabled supporters maybe 
be in control and familiar with the processes 
required to purchase tickets for games at their 
club and how they will attend. However, for 
many, who may not attend regularly, this may 
be the first time, or they may choose a specific 
game, so they will not be able to make a snap 
decision to attend on the day. 

So, it is important that clubs have the necessary 
provision in place to anticipate supporters 
making the journey, ensuring it is as easy and 

accessible as possible. Through effective  
communications, supporters can access and be 
kept well informed with the latest information 
from the club.  Websites, social media, guidance 
documents and a contact person within the 
club, usually a DAO/DLO, are great ways to 
communicate effectively with supporters. 

It is important that all platforms of 
communication are accessible to all  
disabled supporters.

COMMUNICATION
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1. PLANNING THE JOURNEY TO THE MATCH THE MATCH DAY JOURNEY  

Ways supporters can make  
contact with the club. 

 
Phone - this may be to customer 
services, ticket office or directly to  
the DLO. 

Dedicated helpline lines for disabled 
supporters and visitors.

Ticketing, customer service and 
switchboard/helpline staff should 
be familiar with assistive hearing 
aid devices and services available 
to support hard of hearing and deaf 
people. This may include telephone 
relay service. 

Website - via online query forms. 

Websites should be accessible and 
easy to navigate. It is useful to 
have a dedicated page for disabled 
supporters who can access travel 
information, Tickets, contact 
numbers and information about the 
stadium/club facilities. 

Guidance documents and other 
information can be uploaded onto the 
website which can provide useful to 
supporters planning a trip.

Social Media - Twitter, Facebook pages 
associated with the club.

Having a dedicated twitter feed or 
disability page on social media can 
be a great way to communicate to 

disabled supporters with current and 
update to date information. It also 
allows other supporters to connect 
with each other travelling on the day. 

Emails – direct to customer services, 
ticket office or directly to the DLO.

Dedicated email address for disabled 
supporters and visitors can help with 
all queries relating to the club. This 
may be monitored internally by the 
DLO or a number of departments like 
customer services, ticketing and/or 
support services. 

Visiting the Ticket office – some  
disabled supporters may choose to visit 
the ground to purchase tickets or buy 
on the day. 

Hearing loops should be made 
available at Customer service points. 

Good quality lighting and non-
reflective glass helps to make face to 
face contact more visible, which is 
useful for customers able to lip read. 

A dedicated disabled supporter’s 
ticket queue, to ensure that disabled 
supporters’ are not made to wait for 
an ‘unreasonably long time’. 

Low Serving counters provide easier 
access for wheelchair users and those 
with other physical disabilities.
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1. PLANNING THE JOURNEY TO THE MATCH THE MATCH DAY JOURNEY  

DID YOU KNOW?
Some clubs have dedicated helplines 
for disabled supporters and visitors 
who may need specific help and/or 
assistance. In addition some clubs have 
produced a disabled supporters guide 
to help visitors access all the relevant 
information easily.   

 
Things to consider 

 
Customer service staff should be familiar 
with all accessible facilities and a service 
available at their stadium – including 
parking and drop-off points. 

Staff should be familiar with the entire 
layout of their stadium. 

Websites should be accessible: making 
a few alterations could help many 
supporters. Think about colour, contract, 
adjustable font sizes, screen readers and 
text only options. Please remember, 
moving images can create a barrier for 
some users.  



22



23

THE MATCH  DAY JOURNEY

TICKET  
PURCHASE

2
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TICKET PURCHASE
This section covers aspects relating to the 
purchase of a ticket for a match.

PROOF OF DISABILITY 
PERSONAL ASSISTANTS AND CARERS
MAKING REASONABLE ADJUSTMENTS 

 

2

I often wonder why there is so much emphasis for me to prove 
my disability. 

Mine’s evident to see but even if it weren’t so visible, surely I should 
only be asked if there’s reasonable doubt. By asking everyone to 
prove their disability, there is a risk of alienating a good part of 
their disabled supporters.

“

“

GRACE 
BROWN 

FAN 

Although it has become routine at many clubs, 
making ‘proof of disability’ a requirement 
of every disabled supporter, may risk a legal 
challenge on the basis that they may be treating 
disabled fans less fairly than others. By over-
emphasizing the ‘proof of disability’ process 
when it is required, the club may equally be 
unintentionally practising discrimination. So 
it is important to understand that Disabled 

supporters should be able to access tickets 
for matches in the same way as non-disabled 
people. Whether tickets are sold on online, 
through a ticket office or by phone, a disable 
supporter should be able to access tickets in 
the same way. Proof of disability should not be 
sought routinely and staff should use a common-
sense approach.

PROOF OF DISABILITY
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2. TICKET PURCHASE THE MATCH DAY JOURNEY  

 

Important

 
European Human Rights Commission 
(EHRC) guidance is very clear that, 
instead of asking everyone to prove 
their disability, clubs should only ask 
to see proof if there is reasonable 
doubt (and the club should be 
prepared to justify this decision  
if challenged). 

 

Things to consider 

Consultation with local disabled 
support groups and disability 
organisations is advised. 

• Ensuring a sensitive and 
appropriate approach is 
undertaken football clubs and 
stadiums should be aware of 
legislation and guidance.

Registers or specific membership 
clubs which are based on medical 
rather than social models for disability 
can be considered unacceptable. 

I believe that unless we have any 
reasonable doubt, there’s no need 
to ask a supporter for ‘proof of 
disability’. There are two reasons 
for this. Firstly, because it sends 
out a really positive message to our 
disabled supporters and secondly, 
because I believe that to oblige 

everyone to provide proof might be 
seen as discriminatory.

It’s also important to recognise that, 
once we have our planned facility 
improvements done, there will no 
longer be a need for concessions, as 
everyone will have the same high 

standard of experience.  We’ll still 
allow any carer to come for free, 
but with no concession on offer, 
there does not appear to be any 
justification for continuing to ask 
for proof.

“

ANNA 
PHILLIPS 

DAO

LEVEL PLAYING 
FIELD

POSITIVE FAN 
EXPERIENCE

“

“...unless we have any 
reasonable doubt, 

there’s no need to ask a 
supporter for ‘proof  

of disability’.”

Let’s hear how Anna is dealing with proof of disability.

 

Further information:

 
legal requirements, access guidelines. 
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A disabled supporter may require assistance 
from one or even two carers. As part of a 
reasonable adjustment by a club, it is important 
that complimentary tickets are provided for 
personal assistance or carers to enable them to 
attend the match or other events which require 
essential care. 

PERSONAL ASSISTANTS  
AND CARERS 

 

Important

 
People with ‘hidden’ disabilities may 
also require personal assistants  
and/or carers.

I have a learning difficulty, I 
don’t need a wheelchair but I still 
require assistance to guide and 
ensure I can still get to places 
safely. So my personal assistant is 
really important to me.  
 
A disabled supporter with  
multiple conditions may require 
more than one personal assistant 
or carer, to assist with medical or 
personal care. 

I love watching football and I 
really enjoy seeing my team play. 
I need a portable ventilator with 
me wherever I travel and because 
I am a wheelchair user as well I 
need more than one person to 
help me when I want to attend 
a game. I am happy to say, that 
I have never been turned away 
from a match or event because 
they deemed me ‘too ill’ or a 
health and safety risk. Every club 

I have travelled to, including my 
own, have been appreciative. Most 
clubs are brilliant in that regard. 
There is always help and clubs 
should seek advice on how best to 
accommodate others on  
these challenges.

“

“

“

“

HANNA 
MAYERS 

FAN

JORDAN 
AMBERWOA 

FAN

Hanna and Jordan both require assistants, lets hear their views.
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Making reasonable adjustments goes beyond 
a free personal assistant or carer ticket. It 
also includes providing accessible routes and 
provisions across the stadium to ensure that 

people with a disability are able to access the 
same provisions as their fellow supporters and 
are able to enjoy the experience equally.

MAKING RESONABLE ADJUSTMENTS 

 
Further information

 
See arrival and stadium vicinity for 
more information.

 
Things to consider 

 
Disable supporters, both ambulant and 
wheelchair users may require personal 
assistant(s), it is important to recognise 
a complimentary ticket is a reasonable 
adjustment to help these supporters 
attend and enjoy the game. 

Disabled supporters requiring a personal 
assistant or carer should not be expected 
to pay a higher ticket price to include a 
personal assistant ticket cost more so 
than a non-disabled ticket supporter.  

 
 

Similarly, there is no obligation for 
a football club, to reduce or provide 
complimentary tickets for disabled 
supporters. Many disabled supporters are 
happy and prefer to pay for match tickets 
just like their fellow supporters. 

Disabled supporters should have access 
to equal facilities, services and the same 
choices of ticket categories and seating 
areas, including hospitality.
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TRAVELLING TO 
THE STADIUM
This section covers all of the aspects relating to 
travelling to and from the game.

GETTING TO THE STADIUM 
ACCESSIBLE TRANSPORT ROUTES 
PARKING

3

When I first started going to 
games I was not disabled and  
to be honest I was fully capable 
for travelling to and from  
games indecently.  
 
After I became a wheelchair user, 
I began to realise the difficulty 

attending games. I did find the club 
had a lot of helpful information on 
its website and I found that the  
club had provided a supporter 
guidance document.

“

“JACK 
WATTS 

FAN 

Matches and events attract many hundreds  
and thousands of supporters and in high 
volumes on the road or via public transport.  
For many disabled supporters this adds to an  
already challenging scenario of getting to the 
stadium.  Accessible transport and accessible 
routes are vital. 

It is more often the physical journey to the 
match that most clearly highlights the obstacle 
disabled supporters must overcome. Many clubs 
already offer guidance on accessing the stadium 
vicinity by car, on foot or via public transport, 
so it is important to consider expanding this 
to include a travel support network offered to 
disabled fans in the area.

GETTING TO THE STADIUM 



32

3. TRAVELLING TO THE STADIUM THE MATCH DAY JOURNEY  

We are working on providing an 
Accessible Travel Map as part of 
the Disabled Supporter Guide on 
our club website.

Just like the maps you see on 
the London Underground, it will 
tell you which public transport 
services, stops and stations have 
step-free access, lifts to ground 
level, etc.

Well, it started from a remark 
made by a member of our DSA. 
He’d been looking at the maps 
inside London Underground trains 
that tell you which stations have 
step-free access and lifts to ground 
level, etc. He pointed out that 
there wasn’t anything like that in 
our part of the world.

But it turns out that this was on the 
transport agenda locally and they 
were more than happy to have a 
high profile stakeholder like us get 
involved. In fact that map is part of 
a pilot. I’m going to talk about it at 
the next Regional Disability Forum. 
The fella who first mentioned 
it said it would make a massive 
difference to a lot of people.

“

“

“

“

“

“

ANNA 
PHILLIPS 

DAO

 ANDY 
DAO

 ANDY 
DAO

Anna is talking to Andy, a DAO at a nearby club. Andy’s been working with local public transport 
providers to better communicate accessible travel services and routes.

 
Things to consider 

 
Are there drop kerbs to aid access? 

Are there cobbled streets to avoid?  
Is parking monitored to ensure cars do  
not block accessible routes? 

Are there any rest points?
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We have produced a Disabled Supporter Guide. 
Because it needs to be easy to find and easy to access, 
it’s on our club website and also capable of being 
downloaded. We’ve included it in our Customer 
Charter too.

It covers every aspect of the disabled fan experience, 
from planning to leaving the stadium and getting 
home safely afterwards. For example, we’ve added 
links to public transport services in the area, 

especially where there are accessible services.

We’ll review and update it regularly to ensure that 
it becomes a reliable source of information for our 
disabled supporters and we’ll also use it to spread 
knowledge across the club too, so anyone is capable 
of ensuring our disabled supporters get the best 
possible experience.

“

“

ANNA 
PHILLIPS  

DAO

Anna has been working with local public transport providers to better communicate accessible 
travel services and routes...

The local network of public transport and roads, 
is key to providing accessible public transport 
that is able to cope with the large number of 
supporters on match days. Working with Local 
authorities and other service providers can  
help you offer a more accessible journey for 
disabled supporters. 

Undertaking a mapping exercise for your club 
from the nearest car park, nearest stations and 
bus stops, for accessible routes can quickly 
identify where provisions maybe needed, either 
close to the stadium of further away. 

ACCESSIBLE TRANSPORT ROUTES 
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Important

 
Where public transport remains 
inaccessible or unreliable, cars will 
continue to be a favoured mode of 
transport for wheelchair and  
disabled supporters. 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Things to consider 

Review the travel information your club 
provides on your website (and that which 
you refer to during face to face / telephone 
calls) to ensure that it is ‘integrated’ and 
that it recognises the entirety of the journey 
that the disabled fan undertakes. 

In order to deliver an integrated approach 
to travel guidance and support, you should 
ensure that there is a dedicated (and easily 
accessed) section of your website providing 
all of the information required by  
disabled supporters. 

This could include: 

Details on accessible routes to the 
stadium (including maps, distances, 
gradients and clear directions). 

Links to local transport providers’ 
timetables and accessibility support. 

Up to date or ‘live’ traffic / travel 
information. 

The use of social media to update 
supporters on factors that might 
affect their journey to the stadium 
(e.g. weather, road closures, incidents, 
special arrangements, etc.) 

Reiterating special services, dedicated 
disabled parking facilities, etc.
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Parking is one of the most important aspects 
of any travelling supporter’s experience, so you 
should provide clear guidance on the services 
you can offer. 

Should disabled parking be booked  
in advance? 

Should the supporter bring / display a 
blue badge? 

Is there a charge?

Where is the disable parking located?

Are there extra services in place to help 
disabled supporters who use this facility?

PARKING 

3. TRAVELLING TO THE STADIUM THE MATCH DAY JOURNEY  

DID YOU KNOW?
One club has recognised that the 
nearest parking provision for their 
disabled supporters may provide a 
problem to some supporters travelling 
and parking at the game. So the club 
has acquired some old golf buggies to 
provide a free transportation service 
for some fans whilst also operating a 
shuttle bus service from the car parks 
to the stadium. 

 
Things to consider 

You may often recommend a 
neighbouring business or school as 
an alternative car park. Supporters 
welcome these services as they 
remove a significant piece of potential 
hassle from the match day experience. 

If these car parks are offered to 
disabled supporters, then you should 
check the facilities to ensure that they 
are appropriate and fit for purpose 
and also that it is possible to make an 
accessible journey from the car park 
location to the stadium. 

Once you’ve verified this, you have a 
valuable asset, so please promote it 
clearly in any information you provide 
to disabled supporters.
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ARRIVAL AT THE STADIUM
This section covers all  aspects relating to 
arriving at the stadium and accessing the 
immediate stadium vicinity.

GUIDANCE ON ARRIVAL AT THE STADIUM 
DROP-OFF AND PICK UP POINTS 
EXTRA SERVICES 

 

4

Once the disabled supporter arrives at the 
stadium the club are fully in control of their 
experience and should take all steps possible to 
welcome them, identify any support they may 
need and be aware of how that support can be 

provided. Many disabled supporters stress the 
value of the ‘personal touch’ at this stage of the 
experience, so clubs should always emphasise 
the value of approaching, engaging and asking.

GUIDANCE ON ARRIVAL AT THE STADIUM 

GRACE 
BROWN 

FAN 

Usually within a few moments 
of arriving at a stadium, I get an 
experience that tells me a lot 
about the club’s overall attitude to 
disabled supporters. 

I’m pleased to say that this is 
usually a word of recognition from a 
steward who sees me at every home 
match – someone I encounter on 
my regular match day routine – and 
that tends to colour the rest of my 
experience. Sometimes, however 

– and often on away trips – I do feel 
more like a ‘number’. I feel like I’m 
the object of a logistical headache. 
There are often challenges around 
access and support on the day, but 
it’s the attitude of the people you 
encounter that creates the most 
enduring impression. That’s why, 
when it comes to my arrival at the 
stadium, it’s as much about the 
warmth of welcome as it is about 
access-related adjustments. 

“

“
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SIGNAGE - Clubs need to ensure non-
supporters and disabled supporters 
are able to find their way to all of your 
club’s key services. It is important that 
you review signage and way-finding to 
ensure disabled supporters are able 
to find their way around the ground. 
Is signage and way-finding easy to 
understand, For example, it should be 
based on international symbols and not 
more complex information.

 
Things to consider 

Have you considered the height  
and position of club signage on a 
match day? 

Why not use audio information and 
braille on lift buttons? 

Why not install tactile paving when 
upgrading or renovating the stadium? 

All of these things will help disabled supporters 
to find their way around.

 

AWAY SUPPORTERS – Don’t forget to 
consider the away disabled supporters 
experience here. 

For example, visiting team coaches are 
often parked in a location that makes 
it easy for them to get away at the end 
of the match. But this often means 
any disabled visiting supporters have a 
greater distance to travel. Some away 
supporters may travel to the stadium 
independently by public transport so, 
for example, does your club liaise with 
local transport providers to ensure that 
the bus ‘drops off’ at accessible points?
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Improve your facilities and you 
become good at accessibility, but 
with effective disability awareness 
training you develop understanding, 

positive attitudes and knowledge. 
Your club goes beyond ‘accessibility’ 
and becomes renowned for 
‘inclusion’ too.

“ “

Lets see why Anna Phillips suggests clubs should improve theor facilities?

ANNA 
PHILLIPS  

DAO

It is therefore important to consider people who 
arrive by taxi or are dropped off by a car, coach, 
or minibus. Clubs should operate a safe drop off 

zone to allow disabled supporters access to  
the stadium.

DROP-OFF AND PICK UP

 
Things to consider 

Special passes or permits could be  
issued with disabled support tickets to 
allow them access to drop-off zones. 

Accessible drop-off and pick-up were 
parking is severely restricted, suitable 
points near to stadium entrances  
is advisable.

Zones should be accessible to rear lift 
equipped vans and minibuses, as well 
as side-mounted lifts or hoist to assist 
wheelchair users.
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In recent years, clubs have extended the match 
day experience beyond the 90 minutes of 
football and have added extra services, facilities, 
marquees, bars, activities and entertainment to 
the pre-match experience. 

Many of these activities take place outside the 
stadium and these locations are becoming busier 
by the season. With this in mind, clubs should 
seek to ensure disabled fans are accommodated 
and that these services are accessible, in 

particular making sure accessible toilets  
are available.

One club has removed a great deal of potential 
stress from arriving at their stadium by providing 
a loan wheelchair transport facility for those 
supporters who have limited mobility. In this 
way, the club can assist them in getting from the 
car park to the area of the stadium where they 
are going to be sitting. The club’s first aid.

EXTRA SERVICES 

VOLUNTEERS - Match Day Volunteers 
can provide additional assistance on a 
busy day, so make sure they are easily 
recognised with coloured jackets 
or tabards. Consider providing an 
accessible Match Day Information  
and Contact point.

 

DID YOU KNOW?
One club has recognised that the 
distance from the nearest tube station 
to the stadium is a minimum 0.5 mile 
walk. Although the route is accessible, 
the distance can cause difficulty for 
some disabled supporters and elderly 
supporters. As a result the stadium 
contracts additional help for a local 
provider to help those supporters 
reaching the stadium safely. 
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RETAIL & MERCHANDISE
This section covers all of the aspects related 
to retail and merchandise service provided 
by your club.

ACCESS IMPROVEMENT ALL AREAS 
PERSONAL ASSISTANCE 

5

ASMA 
HUSSEIN 

FAN 

When we analyse the financial case for 
improving services to disabled supporters, our 
retail and refreshments services become key. 
Every fan enjoys a drink and a snack at the match 
& many home fans enjoy visiting the club shop 
and either buying replica kit, buying presents or 
making impulse buys.

There are many ways in which disabled 
supporters’ experiences can be vastly enhanced. 

Access is not only about getting into the 
outlet, but also being able to move around the 
store, browse easily and approach / reach the 
counter. There are many comparatively small 
adjustments clubs can make to ensure that 
services such as retail and merchandise are 
fully accessible to disabled supporters. Offering 
ramps to aid access can help those club stores 
whose size and design can make it challenging  
to fans.

ACCESS ALL AREAS

Like many fans, I enjoy the 
occasional visit to the club shop. 
When I bring friends and family, 
they’re always keen to have a 
browse and take away a souvenir.  
 
I can understand why most retailers 
would think that it’s all about ramps, 
widened entrances, space between 
sections and lowered counters and, 
naturally, anything that makes 
it easier for someone who is a 

wheelchair user to move around is 
going to be appreciated. However, 
with my disability, I have a different 
range of access requirements: 
signage, lighting, colours used,  
the height and position of items 
and handrails are all very important 
to me too. But when I think of the 
positive experiences I have had at 
my own club, they have always been 
times when a member of staff has 
gone that little extra mile for me.

“
“
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Things to consider

DROP COUNTERS -  As clubs begin to 
offer additional retail facilities to meet 
the demand of different supporter 
groups, such as mini-kiosks in family 
areas or satellite club shops at different 
points of the stadium (or betting 
kiosks or programme outlets), these 
should ALL be accessible to disabled 
supporters. Clubs installing ‘drop 
counters’ to make the experience better 
for disabled supporters should resist 
the temptation to place stock and / or 
displays there as this can defeat the 
object and render the counter useless 
to disabled supporters.

Forward-facing tills on the counter with 
a visual are very helpful for disabled 
supporters, naturally, but they can also 
add value by ensuring that supporters 
receive good levels of service too.

The provision of hearing induction loops 
is also recommended, but in addition 
to this service, it’s important to remind 
retail colleagues to speak clearly and to 
offer a pen and paper routinely too. 

 
  
 

CHANGING ROOMS - One way in which 
clubs with opportunities to expand their 
retail areas could really help disabled 
fans would be to create a disabled-fan-
friendly changing room, easy to access, 
with a seat and low-level clothes hooks.

Clubs naturally want to maximise RETAIL 
SPACE by filling it with special offers, fixed 
baskets of small items, etc. Therefore, if 
you’re considering doing this, please assess 

the impact on access first, as they can make 
life difficult to disabled supporters, either 
wheelchair based and / or with  
limited mobility.
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“

It’s good that clubs are thinking 
about improving access (creating 
enough space for a  wheelchair 
user to move about freely in a 
store) but if that’s ALL you focus on, 
then you’re in danger of missing 

lots of opportunities to make a 
real difference for supporters. 
For example, it’s one thing to get 
around the store, but another to 
actually reach the things I might 
want to buy. So the position of staff 

and stewards can make a massive 
difference to my experience, not 
just in helping me to reach items, 
but also opening the heavy glazed 
door at my club’s shop.

“

JACK 
WATTS 

FAN 

Jack Watts is talking about some of the challenges he’s had when visiting the club shop.

Improving the experience at club retail and 
merchandise facilities should not simply be 
about granting ‘entrance’ but ensuring that 
disabled customers have the opportunity to 
move around, browse and purchase too, as well 
as providing high levels of customer service, 
as you would wish to do for any visitor. So by 
reviewing the experience from the perspective 
of the disabled customer and deploying well-
trained staff who are aware of how they can 
help, all clubs can ensure that their retail and 
merchandise services are truly inclusive.

Personal Assistance adds to the dynamic of 
excellent customer service, not only for disabled 
supporters but for everyone who visits a club 
shop. It is important that although many club 
shops are accessible and perhaps have ample 
space for wheelchair users, it also important to 
ensure that items are reachable. If not, personal 
assistants are a great way to help.

PERSONAL ASSISTANCE

“
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REFRESHMENTS 
This section covers all of the aspects related 
to refreshment services provided by your club. 

REFRESHMENT SERVICES 
OFFERING EXTRA SERVICE

6

GRACE 
BROWN 

FAN 

I had an unfortunate experience 
a few years ago when trying to 
purchase a drink and some chips at 
half time at my club.  

I have a stick to help me walk, but the 
refreshments hut was only accessible 
up several steps.  I struggled to get 
there (watched by a steward who 
made no effort to help me) and then 

found it very difficult to carry my 
drink, my chips and my stick while 
negotiating the steps back down to 
where I was sitting.  Being slightly 
unsteady on my feet meant that I 
lost most of my chips – and other  
fans did come to my rescue, to be 
fair. The steward didn’t though. He 
just stood there.

“
“

The half time drink and pie is a staple of UK 
football. From the youngest supporters to those 
people who have followed the club all of their 
lives, whether it’s a hot Bovril on a cold day, a cup 
of tea, a bag of crisps or a pie, it’s a fundamental 
part of the match day experience and just like 
the retail and merchandise service, it is a crucial 
part of generating revenue for the club.

Sometimes there appears to be the assumption 
that, especially when disabled fans are 

accompanied by a friend, family member or 
carer, they will wait in their seat while their 
refreshments are brought to them. The reality 
is, however, that, just like other passionate 
fans, disabled supporters love the ‘buzz’ of 
being around other fans. Disabled fans want 
to be there. They want to discuss the first half 
performance and they want to see what’s on the 
menu and make their own choices.

REFRESHMENT SERVICES
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Things to consider 

Offer an accessible refreshments 
service to your disabled supporters by 
ensuring that kiosks at your stadium 
have low level serving counters, with 
hearing induction loops and forward-
facing tills.

Ensure that refreshments colleagues 
are trained on disabled supporter 
expectations and also motivated  
and informed sufficiently to pro-
actively assist where that will  
benefit the supporter.

DID YOU KNOW?
Some of the adjustments you can 
make to improve the disabled fan’s 
experience are not necessarily directly 
to do with the refreshments service 
itself, but the overall experience of 
using it. At one EFL club drop-down 
seats have been installed in the 
concourses as ‘rest points’ to ensure 
that fans can pause and / or get their 
breath back if the journey to the outlet 
is demanding. 

 

 

Making such services not only accessible, but 
also desirable for disabled fans, will not only 
strengthen their loyalty and advocacy towards 
the club, but it will also drive extra sales. Clubs 

should therefore ensure that their refreshments 
services (whether contracted to a partner 
or delivered in-house) provide high quality 
experiences for disabled supporters.
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The provision, quality and level of customer 
service at club refreshments kiosks have 
improved in recent years in response to 
supporters’ feedback. Disabled supporters 
understand that independent refreshments 
services outside of the stadium are not 

within the control of the club, but there is an 
expectation that services within the club’s 
influence or control will be designed to meet 
their needs and to enhance their match  
day experiences.

OFFERING EXTRA SERVICE 

PRE-ORDER SERVICE - Consider 
introducing a pre-order service for 
disabled supporters, as many clubs 
have done. It’s often difficult, especially 
for those coming along, to access 
refreshments services, so providing 
an ‘at-seat service’ would not only 
make life easier for the supporter, but 
increase revenue prospects. The nature 
of the service would help disabled 
supporters access refreshments at  
half time.  
 
QUEUING - A queuing system is often 
the norm, so you should ensure 
that barriers are wide enough to 
accommodate fans who may be 
wheelchair users or who may need 
more space to aid their mobility. You 
should also consider separate queue 
aisles for disabled people to avoid any 
unreasonable waiting periods.  
 

MENUS - Menus are important for 
promoting the products on sale, but if 
a disabled fan cannot read them, then 
the numbers using the service will be 
affected. Menus should be easy to read. 
Designs should consider an alternative 
format, alternative colours, and be 
in large print and/or braille so that 
disabled supporters can peruse them 
easily and make the best choice.

DID YOU KNOW?
Clubs are introducing unique offers, 
innovative products and beginning 
to market their services more and 
more effectively. The result of this is 
that margins are improving where a 
differentiated service is provided. By 
taking this approach to the experiences 
of our disabled supporters too, we will 
achieve the same result.
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DID YOU KNOW?
That some clubs have introduced 
large print menus and also consider 
disable supporters needs when serving 
refreshments. Some clubs have 
introduced trays and cup-holders too, 
as this makes things even easier for the 
disabled supporters, especially those 
who may need to operate a wheelchair 
or other mobility aid/equipment.
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7

Neil and I hold the unlikely mantle 
of being toilet experts! The fact 
is our washroom experience is 
usually a good indication of the 
particular service provider’s overall 
attitude to disabled customers. 
 
You see, Neil’s autism and other 
complex needs aren’t always evident 
to people. I’ll never forget that 
occasion when we wanted to use 
a radar key to access the disabled 
toilets. We asked a steward. He 

looked Neil up and down and said ‘so 
what’s wrong with you then?’ That 
really hurt and it certainly made 
us think that, when it comes to my 
son, it’s more about people being 
informed, showing understanding 
and offering kindness that matters.  
I sometimes think that unless  
you’re a wheelchair user you 
don’t register with some stadium 
stewards, which reflects very poorly 
on the club as a whole.

“
“

NEIL & 
ROBERT 

FANS

This section covers all of the aspects related 
to inside your stadium. 

ENTRANCES AND EXITS 
CONCOURSES AND INSIDE THE STADIUM
DISABLED TOILETS
PITCHSIDE

The experience inside the stadium is very 
important to a disabled supporter and there 
are many ways in which we can improve their 
experiences. From in the stadium facilities to 
disabled supporters’ seats at the game ‘sitting 
with their own friends, family and fans’ are a 
priority (just as other fans would) and no away 
fan, for example, wants to be sitting among the 
home fans. 
 

Football stadiums are unique places, with 
a number of crowd control measures and 
safety factors in place during a match day. It 
is sometimes easy to forget about accessible 
entrances and exit routes to the stadium. 
One measure that is in operation is turnstiles, 
which can provide difficulty to many disabled 
supporters. Usually the most accessible  
location is through a main entrance or  
dedicated access entrances.

ENTRANCES AND EXITS 
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Things to consider 

 
Gated Entrance: stewarded gate system 
is a reasonable adaption for an exisiting 
stadium whereby stewards or members  
of staff can offer appropriate level of 
access and support.

Designated entrances: will allow  
safe entry to the stadiums for  
disabled supporters

Thresholds and Anti-slip Mats:  
should be flush or ramped to avoid  
any trip hazards. 
 
Grab and Push Handles:  
should be positioned suitable  
for all people of all heights,  
including wheel chair users.

Power Assisted doors:  
should be easily operated  
and with appropriate door  
closure mechanisms.  
These should be  
placed on accessible  
routes around the  
stadium. There  
should also be  
enough clearance  
doors to be  
operated for  
all users.
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A big focus is on the duty of care for supporters 
inside the stadium on a match day and how best 
we can ensure our supporters are safe and have 
an enjoyable day. Circulation around the inside of 
the stadium is very important. If there are lifts, 
they should be easily located. If there are shared 
lifts (for example, shared with goods lifts) their 
availability, location and method of operation 
should be clear. 

Keeping circulation routes clear is not only a 
safety issues but it also helps disabled people. 
Blind and partially sighted people may feel 
confident about the space around them at 
ground level, but routes beneath staircases, 
banners and hanging signs and “A” Boards are  
all significant risks.

CONCOURSES 

SIGN POSTING AND COLOUR -  
Way-finding and signposting are two 
areas that have a huge impact on a 
disabled supporter’s experience. Clubs 
should ensure disabled supporters 
easily coordinate themselves and locate 
the services they need. For example, if 
you have installed rest points, is it clear 
where they are and how to access them? 

The deployment of YOU ARE HERE  
signs, for example, will also 
dramatically improve way-finding for 
the disabled supporter.

A good colour contrast can assist all 
supporters and especially partially 
sighted people. Try to contrast walls 
and floors so that supporters can 
navigate the space more easily. The 
implementation of small changes such 
as dark skirting boards and doorframes, 
coloured grab rails and toilet seats can 
make a big difference. Team colours can 
often be used to provide good colour 
contrast to obstacles, pillars  
and doorways.   

DID YOU KNOW?
Many clubs are now revolutionising 
their stadiums to provide more 
wheelchair user spaces, including 
converting unused executive boxes 
into wheelchair platforms while  
some, are even starting to provide in-
stadia services to people with  
complex disabilities.
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Things to consider 

 
Ramps and bridged thresholds:  can be 
a low cost but effective solution, but 
temporary ramps, are only recommended 
where a permanent solution cannot  
be found.

Steps: should also have colour  
contrasting edges (‘nosings’) to assist 
partially sighted people. Handrails will 
benefit many people, so install them 
alongside steps, stairwells, ramps and 
inside toilets and lifts. 

Pinch points:  in the concourse can impact 
on the mobility and access of the disabled 
supporter too. So, for example, ensure 
that the location of wall-mounted TVs 
does not contribute to the creation of 
congestion at key times during the  
game (half time and post match) as  
this is exactly when disabled fans  
are most likely to want to gain  
access to facilities such as  
toilets and refreshments.

Doors: Doors should have  
glazed panels so that you can  
see if someone is approaching  
from the other side and if not 
automated should have lever 
handles. Door closers should be 
checked regularly to ensure they  
meet guidelines.

DID YOU KNOW?
One club has converted re-conditioned 
bus shelter seats into ‘pull down’ rest 
seats and installed these into the 
concourses of their stadium.  
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Toilet provision is often the point at which the 
disabled supporters perception of the club is 
most strongly felt. Clubs should offer accessible 

toilets and these toilets should match any 
increase in the number of wheelchair user  
spaces the club provides (at least 1 in 15).

DISABLED TOILETS 

DID YOU KNOW?
One club has altered the all of the ‘end 
of row’ cubicles, where the door could 
be designed to open outwards instead 
of inwards. They also provide a heated 
disabled toilet given some supporters 
may need more time. This is also an 
independent toilet.  

 

Important

 
Club staff should not challenge supporters 
wishing to use these services unless there 
is reasonable doubt. Some ‘disabilities’ are 
not visible and to deny access could lead 
that supporter never to return (while also 
potentially being a case of discrimination).

 
Things to consider 

 
As well as wheelchair user accessible 
toilets, clubs should also consider the 
needs of ambulant disabled supporters 
and provide lowered urinals with grab rails 
and ambulant disabled persons’ cubicles. 

Do accessible toilet doors open directly 
onto the concourse where people are 
standing or queuing? 

Would a hatched area painted on the floor 
outside the toilet door help to keep the 
area free? 

Finally, if a husband wishes to assist his 
wife – a wheelchair user – to use the toilet, 
this won’t be possible if the accessible 
toilet is located within a same sex toilet 
block. This may also be the case for 
individuals of some faith groups too. 
However, if the accessible toilet facility 
is independent, then these issues are 
potentially overcome.
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There should always be a choice of viewing 
areas: elevated and pitch side for wheelchair 
users.  Ambulant disabled supporters should 
have the option to sit anywhere in the stadium. 
In some instances this is not possible. However 
it is important clubs should make reasonable 
adjustments so that disabled supporters are able 
to enjoy the game and experience equally as 
their non-disabled counterparts.

PITCHSIDE
 

Important

 
Be careful when allocating disabled 
seats. Always ensure that they can sit 
with their own supporters. Placing them 
away from their own supporters is not 
going to help provide much satisfaction 
and also disconnects  
them from the club. 

7. INSIDE THE STADIUM THE MATCH DAY JOURNEY  

DID YOU KNOW?
Several clubs are working with local 
providers and introducing sensory 
rooms to their stadia. These state-
of-the-art facilities help to make 
the match day experience inclusive 
for all by acknowledging the nature 
of disabilities such as autism and 
providing a specially designed 
environment to help the supporter get 
the best possible experience. 

Some clubs are also creating spaces 
for families with disabled children – 
where they can go before the game and 
receive the necessary support to have a 
fantastic match day. 
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Things to consider 

 
Companion Seats: Seats should be 
adjacent to the disabled supporter. 

Ambulant disabled supporters:  Should 
be able to sit anywhere but you might 
want to identify areas throughout your 
stadium where access is easiest: ‘easy 
access seating’. Easy access seating might 
be at the end of a row or the front or 
back row of a block of seating and should 
provide minimal or ‘no stepped’ access 
with some seats with extra legroom (e.g. 
to store walking aids or with space for an 
assistance dog).

Obstructions:  Minimise interference  
with viewing from pitch side by reducing  
traffic by pedestrians, match officials,  
press and photographers in these  
areas and requesting that stewards be  
extra considerate.

Viewing Platforms: Well-designed 
elevated viewing platforms located in 
areas throughout the stadium are often 
preferred to ensure a good sightline in the 
stadium and offer a reasonable adaption 
to clubs providing passenger lifts. Stair 
lifts may also be considered. 

 
 
 
 
Seating for both home and away: 
Disabled supporter seating should be 
available in both the home and away 
sections of the stadium. 

Extended services: Providing a range 
of services to enhance the experience 
of the disabled supporter in the stands 
themselves is very important, but the 
experience is most likely to be enhanced 
where the ticket office staff (or website) is 
clearly able to promote what wheelchair 
user spaces are available, how easy the 
access is, information on minimal stepped 
access and easy access seats too. If people 
selling tickets are fully aware of these 
services and how, when and to whom 
they should be prompted and described, 
then that will significantly improve the 
disabled fan’s experience.
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GOING TO AWAY MATCHES

8

If there is one time when I feel 
far less valued as a direct result 
of my disability, it’s when I go to 
away games.  

Ask any fan: would you be happy 
to sit in front of the home fans in 
your away team colours? 

It’s not as if I get abused on every 
occasion, but it has happened 
and, even just once would be once 
too often.  It shouldn’t be beyond 
the wit of man to let me sit with 
my OWN team’s fans.

“
“JACK 

WATTS 
FAN 

This section covers all of the aspects related 
to going to away matches. 

AWAY TRAVEL 

Away supporters are acknowledged to be the 
most determined followers of their clubs. As part 
of the EFL, some supporters travel the greatest 
distances to watch and support their team. They 
are acknowledged to be the catalyst for better 
atmospheres at games and it is also generally 
recognised that they often receive a far less 
acceptable experience than ‘home’ fans.  
For disabled supporters the planning, attending 

and coming back home is amplified and is even 
more difficult if the right provisions are not 
in place. By being equally accessible as the 
neighbouring club, all EFL clubs need to work 
together to ensure that visiting supporters and 
their own travelling support, are accommodated 
and enjoy their experience.

AWAY TRAVEL 
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Many travelling supporters have reported 
that in many instances they have travelled to 
other clubs on a match day only to be seated 
away from their own supporters and they often 
struggle to get the number of spaces they need. 

Sightlines are invariably not good and there 
will be cases where ambulant disabled fans, for 
example, are expected to climb several or even 
whole flights of steps.

 

Important

 
Visiting disabled supporters should be 
classed as separate to home supporters 
and should be treated as part of 
the provisions available to visiting 
supporters. Therefore it is important 
that provisions in place for home 
disabled support should be replicated 
for away supporters. 

 
Things to consider 

 
AWAY TRIPS: Develop specific ‘away 
trip’ objectives for your Supporter 
Liaison Officer (SLO) so that he or she is 
aware of disabled supporter needs and 
expectations and is able to effectively 
liaise with host club representatives to 
resolve issues in this area.

AWAY SUPPORTERS WEBPAGE: Create 
a section on your website for the away 
supporters you host at your stadium (and, 
by definition, travelling disabled fans too). 
Consider the elements of their experience 
that are within your control and ensure 
that they are covered in a highly visible 
and easily accessible format.

DID YOU KNOW?
Some clubs have clustered together in 
their area to share resources and best 
practice round disability supporters. 
The DLO’s from each club are in close 
network and contact with each other. 
Anytime their respective clubs play, the 
DLO’s host planning meetings to ensure 
travelling supporters are catered for 
just as the home supporters are. The 
DLO’s also liaise with the Disability 
supporters associations to relay 
information and ensure that everyone 
is well informed.

THE EFL produce facility guides every 
season based on information passed 
from clubs to the leagues with  
regards to the provisions in place at 
each club. This is a useful document 
that can help supporters and clubs 
access information about any club 
across the leagues. 
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It’s in the nature of an event that 
brings thousands of people together 
that things will go wrong from time 
to time. I think most people  
accept that. 

When you’re a disabled person 
though, sometimes you just don’t 
bother saying anything. You should, 
but you just know that there’s no 
point, because you pick things up 
about the culture of the organisation. 

Things go wrong, you let them know, 
but they don’t actually put things 
right for you.

At my club though, you can see that 
things are joined up. It’s easy to 

provide feedback – in person at the 
game to a steward; by phone, email or 
text to Anna; even by tweet – the club 
makes it clear they want to know what 
they can do to improve things. 

It’s great to see the minutes from the 
DSA meetings on the club website 
and it’s also great to read about how 
complaints and queries have led to 
positive changes.

Does this mean I’m on the phone 
every five minutes raising issues?  
Not at all. But if anything does 
happen that I think the club needs  
to know about, I know it’ll be dealt 
with positively.  

“

“
DEALING WITH QUERIES  
& COMPLAINTS
By following all of the guidance in this reference 
booklet, clubs will be able to improve accessibility, 
strengthen inclusion and improve the experiences of 
all disabled supporters. 
However, it will be the actual experiences of 
supporters, when they come into contact with the 
club that will determine their future attitude. 
So how do we deal with queries, requests for 
information and complaints? Also, what is a hate 
crime and how do we deal with it?

ASMA 
HUSSEIN 

FAN 

9
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QUERIES & REQUESTS FOR INFORMATION

It is a requirement of the Football Charter that clubs should make it clear to supporters how 
to get in touch to raise a query or complaint, and this applies equally to disabled supporters.

Clubs should therefore ensure that their disabled guidance information, whether online or 
published, clearly guides fans on what to do if they have a query or complaint.

By publishing a list of FAQs (Frequently Asked Questions) on the website / in disabled  
supporter guidance, the volume of queries may be reduced but it is equally important not 
to suggest that queries are unwelcome, since clubs can learn directly from the supporter’s 
experiences and feedback.

All queries should be directed to the club’s DAO, who should keep a record, as this will help  
inform future guidance as well as pinpointing learning and improvement opportunities.

9. DEALING WITH QUERIES & COMPLAINTS ACCESSIBLE SUPPORTERS GUIDE 

By following all of the guidance in this reference booklet, clubs will be able to improve accessibility, 
strengthen inclusion and improve the experiences of all disabled supporters.

However, it will be the actual experiences of supporters, when they come into contact with the club 
that will determine their future attitude. 

So how do we deal with queries, requests for information and complaints? Also, what is a hate crime 
and how do we deal with it? 
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COMPLAINTS

Although it is natural for people to react 
negatively to complaints and negative 
feedback the fact is that, without it, we 
have no indication of where we  
can improve.

Organisations who encourage feedback 
and complaints save money and increase 
custom in the long term because they 
know what matters to their customers 
in detail and are quickly able to address 
service ‘gaps’. They are then better able 
to articulate and support the ‘business 
case’ for change as they can demonstrate 
a need for the desired improvements.  So, 
by encouraging feedback, we increase our 
chances of improving their experiences 
and increasing their loyalty.

It is recommended that the club Disability 
Access Officer (DAO) keep a record of 
‘complaints’ from disabled fans. By 
‘complaints’, of course, we don’t just mean 
examples of very negative feedback, but 
ANY piece of feedback that can help us 
improve (observations, comments, etc.).

The club can then routinely share disabled 
supporter feedback through its website 
and also directly to its Disabled Supporters 
Association (if it has one); thank 
supporters for their feedback and explain 
what action is going to be taken.

By following these 7 steps, everyone 
will be able to ensure that we deal with 
complaints well, the supporter is satisfied 
with the

outcome and the club benefits from  
the learning:

 
Listen carefully to the supporter’s  
complaint; avoid rushing to judgment 
and take the time to fully understand 
the issue and any root cause

Empathise with the supporter: agree 
that you would feel the same in  
these circumstances

If you are able to resolve the situation 
immediately, do so, but if not, it is 
recommended that you seek the 
support of the DAO (if they are not 
already dealing with it)

Ensure action is taken to resolve  
the complaint and that the  
supporter is kept up to date at  
all time with progress

Make sure you follow up with each 
complainant as this will help to 
secure their confidence in the club 
and also ensure that any proposed 
solution has been effective

Record the complaint so that the  
club can learn from it, reduce 
occurrences in future and improve 
disabled fans’ experiences

 
In the case of serious complaints, for 
example, allegations of discrimination, 
then the Kick It Out application (link) 
provides a convenient and user-friendly 
way of alerting the club (and the FA) of 
your seat location and the nature of  
the incident.

9. DEALING WITH QUERIES & COMPLAINTS ACCESSIBLE SUPPORTERS GUIDE 



74

9. DEALING WITH QUERIES & COMPLAINTS ACCESSIBLE SUPPORTERS GUIDE

‘HATE CRIME’ AWARENESS & HOW TO ACT

In the event of a ‘disability hate crime’ (definition required) research shows that disabled fans 
do often raise such matters with their clubs, but the experience often leads them to ignore 
this channel and go direct to Level Playing Field, who will always contact the clubs concerned 
and offer their advice and support. Clearly, a more responsive service in the first place would 
have given the club an opportunity to learn more and to provide appropriate help.

Again, by having a dedicated disabled supporter information section on the official club  
website and including information on how to raise queries and complaints and how you will  
deal with them, you will demonstrate your commitment and grow advocacy among your  
disabled fan community.

SUMMARY 
When disabled fans contact clubs, they are 
presenting us with an opportunity to retain 
them as supporters. The difference between 
a well-handled enquiry and a dismissive, 
unreliable or unresponsive reply could 
be the loss of a fan, with everything that 
lifetime connection implies.

 
 
By practising the processes, skills and 
behaviours outlined above, clubs can 
ensure that disabled fans feel valued and 
that their connection with the club is only 
strengthened.
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BEST PRACTICE
There are a number of ways clubs can develop  
a deeper appreciation of the expectations of 
disabled supporters, and these are  
explained below.

There was a time when clubs assumed young 
families had the same priorities as other fans. 
However, in recent years, by engaging with them, 
clubs have been able to make changes (mostly at 
little or no cost) that have subsequently changed 
perceptions and dramatically lifted the numbers 
of youngsters attending.

This approach has also led to improvements 
in engagement with other fan groups, such as 
away fans and also those wishing to create ‘home 
ends’. So, by following the guidance below and 
by reaching out and engaging with disabled 
supporters and their support networks, club 
colleagues can develop the knowledge and the 
confidence to act.
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CONSULTATION  
& DIALOGUE 
Removing stereotypes and encouraging dialogue 
is at the heart of understanding the expectations 
of disabled supporters. They are much the same 
as any other fan but they may well face barriers, 
that other fans don’t, which unless removed will 
prevent them from enjoying an inclusive match  
day experience.

Many clubs have disabled supporter associations 
(DSAs). These provide an opportunity for 
discussion, dialogue and a better understanding  
of the facilities and services for disabled fans at 
the club.  

Clubs should not be fearful of supporting an 
active DSA with a positive relationship, ensuring 
constructive dialogue aimed at assisting both 
the club and its disabled supporters as they work 
together to improve the match day experience  
for all: 

What is the best way to maintain dialogue?

What constitutes a great match day for 
disabled supporters?

What improvements would they prioritise?

What have they seen elsewhere that their 
own clubs could implement?

 It is important that the DSA should be  
pan-disability and representative to ensure  
the perspectives of a wider range of supporters.

TOP TIPS

Why not encourage your DSA to ‘lead’ pro-
actively arrange meetings, develop agendas 
and maintain regular contact with  
your club?

LEAD

BEST PRACTICE ACCESSIBLE SUPPORTERS GUIDE
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In order to promote positive, transparent and 
effective partnership between the club and its 
disabled supporters, it is important to adopt 
the principles of successful dialogue:

Make it clear that feedback is genuinely 
welcomed and that it will be acted on 
and referred to the relevant people 
within the club

Make it easy for fans to provide feedback 
and to take part in the dialogue (whether 
face-to-face or ‘virtually’ via surveys and 
other  requests for feedback)

Thank those who respond and / or 
participate in the dialogue, as they’ll feel 
more inclined to remain involved

Openly share the results of the dialogue 
with disabled supporters (don’t just 
focus on the positive but also share 
‘challenges’ too, as that will help to 
engender trust)

Widely publicise the findings and any 
proposed action (especially to those fans 
most affected)

Let fans know when improvement 
actions have taken place

 

BEST PRACTICE ACCESSIBLE SUPPORTERS GUIDE  

HARLEQUINS’ ‘YOU SAID,  
WE DID’ INITIATIVE 
The famous Twickenham-based rugby union  
club collects supporter feedback, displays 
common themes in an easily-accessible high 
profile way on their website and then explains 
what the club is doing to address the emerging 
issues. Those visiting the website are left in no 
doubt that the club wants to engage, wants to 
listen and, most importantly, is prepared to act  
in the interests of supporters.

BEST
PRACTICE
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Supportive Organisations 
There are organisations well placed to help 
clubs improve disabled fans’ experiences.

Level Playing Field: aspires to better 
experiences for disabled supporters and 
works closely with the EFL and its member 
clubs. It can offer advice on insuring any 
undertaking aimed at improving dialogue, 
is inclusive and accessible to disabled 
supporters. Level Playing Field can also 
offer professional services, including 
access audits.

www.levelplayingfield.org.uk

Regional Forums 
There are an increasing number of regional  
forums across the country: hosted by clubs, 
facilitated by Level Playing Field as part of 
their Working Together programme and aimed 
at providing opportunities to exchange views, 
policies and practices. 

Attended by Disability Access Officers, Disabled 
Fans’ Associations and other interested parties, 
the meetings are helping to identify common 
challenges, to promote discussion and to 
identify effective solutions and improvements 
and to share best practice.  
 
 
 
 

 
 

BEST PRACTICE ACCESSIBLE SUPPORTERS GUIDE

SOUTH COAST  
REGIONAL FORUM
This was hosted by Portsmouth FC  
and held for the first time in  
September 2015.
The forum was attended by 
Portsmouth FC, Portsmouth DSA, 
Southampton FC, Southampton DSA, 
Crawley Town DSA, Brighton and Hove 
Albion FC and Reading FC as well as 
by the founder of the South West 
Disabled Fans Experience Forum 
(SWDFEF), allowing for an exchange of 
experiences and for sharing ideas.
Clubs are encouraged to connect to 
these forums as they directly support 
the building of knowledge and 
confidence at a local level.

BEST
PRACTICE
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Building Colleagues’  
Knowledge & Confidence
As key club representatives build up 
knowledge of the expectations of disabled 
fans, it is vitally important that this is club 
wide and that the rest of our colleagues are 
engaged too.  It is recommended that clubs 
regularly brief permanent, temporary and 
match day staff on their responsibilities 
towards disabled fans, but also on what fans 
hope for from their match days. 
 
 

LANGUAGE
One of the best ways of practising inclusion 
is to use the correct words and phrases when 
talking to or discussing disabled people.

The following terms / phrases are positive and 
should always be used:

Language
One of the best ways of practising inclusion 
is to use the correct words and phrases when 
talking to or discussing disabled people.

The following terms / phrases are positive and 
should always be used: 

Wheelchair User (not ‘wheelchair-based 
orwheelchair-bound’) 

Partially Sighted (not ‘visually impaired’) 

Non-Disabled (when referring to fans 
with NO disabilities)

 
Equality is not just achieved through our 
actions, but also through our words.

Conclusion
All clubs must have a disabled supporter 
strategy, but for this to be fully effective there 
must be a comprehensive understanding of 
the needs and expectations of disabled fans.

In this section we have described the diversity 
of the disabled supporter community in the 
UK and stressed the need to develop a much 
better understanding of their varying needs 
and expectations.

By taking the examples and ideas in this 
section as a starting point, clubs can develop 
their own bespoke approaches to engaging 
with disabled supporters, based on better 
local understanding and committed,  
positive dialogue. 

BEST PRACTICE ACCESSIBLE SUPPORTERS GUIDE

BEST PRACTICE
Why not invite a wheelchair user into 
the club and invite him or her to talk 
to stewards about their experiences: 
what they enjoy most about coming to 
the club and what the club could do to 
make their match days even better?  
As a consequence of seeing things 
from the supporter’s perspective, your 
colleagues will be able to empathise 
more with disabled fans, more clearly 
understand what they can do to help 
and, as a consequence of this, approach 
each disabled fan with a much higher 
level of confidence.

BEST
PRACTICE
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SUMMARY
ACCESSIBLE AND  
INCLUSIVE CLUBS - 
10 STEPS TO ENGAGEMENT
This reference guide contains many detailed  
examples of good practice as well as case studies 
and related legal requirements, all of which combine 
to ensure that we achieve much more than just 
‘compliance’ and that we develop a reputation as an 
accessible, welcoming and inclusive club. 
 
Therefore, while the club’s facilities and the physical 
environment must be a priority, we know from talking 
to many disabled supporters that it is in the creation 
of a culture of understanding, confidence and 
engagement that success resides.
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RAISE THE PROFILE OF DISABILITY & YOUR DISABLED SUPPORTERS1

Outstanding customer engagement doesn’t happen by accident. Organisations that wish to 
engage, attract and retain customers do so by making ‘customer service’ their absolute business 
priority.  So, to what extent is disabled supporter engagement a priority at YOUR club?

Your employees, volunteers, supporters and local community make assumptions about what’s 
important to the club on the basis of what they see the club is focused upon. So lift the profile of 
disabled fans by:

 
Make sure everyone knows who your DAO is & how to contact them

Showcase examples of how you are improving access and disability

Communicate your existing services and improvement plans

Encourage feedback from disabled supporters, publicising the results and communicating 
the improvement that follow

Recognise employees and volunteers who ‘go the extra mile’ for disabled supporters

Establish links with organisations who represent the disabled community

Make your commitments to disabled supporters ‘high profile’ on your club website

Use social media to promote inclusion, encourage feedback & to share success
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STRENGTHEN COMMUNICATION OF YOUR SERVICES TO  
DISABLED SUPPORTERS2

Create an easily accessible information hub for your disabled supporters by identifying all of  
the information a supporter needs to attend a match and have a safe and enjoyable  
afternoon or evening. 

It should take a minimum of clicks to find it

Links to the information hub / disabled fan information guide should be  
widely promoted

The section should be developed with input from existing disabled users of your services

Produce ‘hard copy’ large print / braille versions of your information

Consider including a regular blog / article from a disabled supporter in your match day 
programme and / or other media

Develop an e-mail newsletter to disabled supporters to update them on news and 
developments affecting them or of interest to them

Use DSA meetings to ask for ways in which the club could improve its communication 
services to disabled supporters

Use Regional Disabled Fan Forums to raise the profile of communication and to identify 
good ideas
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BUILD A FOUNDATION FOR DIALOGUE, LEARNING & IMPROVEMENT3

Improving levels of disabled fan engagement does not result from consultation alone. That may 
tell you what your improvement opportunities are, but unless it is accompanied by genuine two-
way dialogue, transparency and honesty, sustaining momentum will be difficult. 

Promote your club’s DSA to the wider disabled fan community as the forum through which 
you discuss supporter experiences

Ensure fans who aren’t members of the DSA are clear about how to engage with the club, 
find out information, etc.

Regularly ask disabled fans to rate their experiences, state their intention to  
recommend the club to other disabled supporters and explain what’s motivated their scores 
& comments

Make it easy for ALL fans to raise queries & issues by dedicating a section on the club website 
for this purpose

Openly communicate the issues the fans have identified and what the club is doing to 
address them

When these issues are addressed, update communication accordingly

Thank fans who have contributed feedback 
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BECOME RENOWNED FOR ACCESSIBILITY4

Level Playing Field has helpfully set out ten principles, ideas and suggestions to help clubs 
become more accessible: 

An accessible stadium is more sustainable, economical and flexible for all

An accessible stadium will demonstrate your commitment to your WHOLE community

The smallest changes can have the biggest impact

Always try to involve the disabled person when making any decisions

Form a Disabled Supporter Association acting as a representative and pan-disability user-led 
consultation group at your club

Don’t make assumptions based on a person’s ‘disability’

There is no ‘one size fits all’ solution to being fully inclusive

The Equality Act is a continuing and evolving duty. Therefore just because you  
have made a reasonable adjustment for one disabled person, it doesn’t mean that further 
adjustments wouldn’t be necessary. The key to being inclusive is responding to individual 
access requirements

Personal engagement & pro-active customer service (‘the human touch’) will make disabled 
supporters much more likely to come back (rather than simply complying with access 
legislation)
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PROMOTE UNDERSTANDING OF DISABILITY5

Research undertaken to produce this guide highlighted that supporters with less ‘visible’ 
disabilities often feel that they are treated less favourably than others, for example,  
wheelchair users.

It is therefore important to ensure that everyone in the club attends a Disability Awareness 
session and develops a comprehensive appreciation both of the nature of disability and the value 
of engaging with supporters.

It has been stressed a number of times in this booklet, but it is far more preferable to ask than to 
make assumptions.

DEVELOP INCLUSIVE PRACTICES6

As this guide has illustrated, our practices can sometimes be at odds with our intentions. We 
aspire to improving accessibility and inclusion, but often unwittingly undermine our efforts and 
only serve to emphasis the discriminatory environment disabled supporters  
often experience.

Asking every new disabled supporter for proof of disability is something that the European 
Human Rights Commission regard as potentially discriminatory, because it is acknowledged that 
clubs do not practise such strict eligibility tests for other supporters.

We would encourage clubs to follow Martin and Anna’s lead and introduce checks only where 
reasonable doubt exists as to the eligibility of the applicant.

Inside the stadium, we would not oblige non-disabled away fans to sit in front of the home end, 
so why inflict this on disabled supporters?

More widely, there is an opportunity to demonstrate more trust and support for the disabled 
supporter community. For example, if a supporter asks for the Radar key to use a toilet,  
then there is equally no reason to hesitate, ask questions or decline unless you have  
reasonable doubt.

The emergence of sensory rooms is an example of how well clubs are beginning to meet the 
needs of the wider disabled fan community. Don’t let your progress be hindered by out-dated 
attitudes and poor practices.
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MAKE THINGS EASY FOR DISABLED SUPPORTERS7

Don’t restrict your understanding of the disabled supporter experience to the stadium itself, as 
getting there can be equivalent to a military operation for some supporters. If it is possible to 
plot an accessible route (via public or private transport) then check the information with local 
service providers and ensure that this information is widely publicised and within easy access  
for fans.

Signage and wayfaring is also very important for disabled supporters.  Whether partially sighted, 
ambulant disabled or a wheel chair user, aspects such as height from the ground, colour, font 
size, position, etc., are all important.

Most important, however, is the pro-active intervention, kindness and confidence of club 
representatives, who see a disabled fan needs assistance and then confidently offer it. 

‘TAKE A WALK IN THE SUPPORTER’S SHOES’8

EFL clubs have embraced the feedback they receive as part of the Family Excellence Awards 
and, as a direct result of seeing the experience of the first time fan through their own eyes, an 
astonishing increase in junior attendance has resulted.

Similarly, where clubs have adopted this approach in respect of the disabled fan experience, 
the results have been transformative. The guide presented one example of a club who invited 
a wheelchair user in to speak to the match day stewarding and safety team. The results were 
immediate, with stewards immediately developing the confidence to intervene where previously 
they would not have done.

Why not ask a member of your club’s DSA to spend some time on site (match day or otherwise) 
taking club representatives through their match day experiences, describing the sorts of 
scenarios that can emerge. 
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TWO HANDS ARE BETTER THAN ONE: LOCAL PARTNERSHIPS9

In addition to your DSA and any regional forum, there are many local organisations (NGOs, etc.) 
who can offer expertise and services in key areas, such as transcription and guidance on providing 
facilities for disabled people.

There will be local charities supporting disabled people who will welcome the opportunity to 
share their expertise and work with you to improve provision. 

ACCESS + INCLUSION = GROWTH: THE BUSINESS, MORAL & LEGAL CASE10

It is understandable that, in the past, clubs may approach disabled service provision purely as 
a legal requirement relating to accessibility.  However, as this guide has illustrated, there are 
equally strong moral and legal cases for action.

Clearly, clubs must comply with access requirements and legislation relating to disabled people, 
but without engaging them, valuing them and providing them with the same experiences and 
opportunities as other supporters, we risk limiting our ability to develop truly inclusive clubs. 
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LEGAL REQUIREMENTS, 
ACCESS GUIDELINES  
& USEFUL INFORMATION

This section provides detailed reference information 
to complement the sections in the booklet. 
 
The contents for this section are listed below.

LEGAL DEFINITION OF DISABILITY

LEGAL REQUIREMENTS (THE EQUALITY  
ACT 2010)

TICKET SERVICES

PARKING SERVICES

DISABILITY AWARENESS TRAINING

REFRESHMENTS SERVICES

ACCESS AUDITS

GOOD PRACTICE GUIDANCE
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The Equality Act 2010 prohibits discrimination 
against people with the protected 
characteristics that are specified in section 4 of 
the Act. 
 
This section summarises the legal definition used 
to determine whether someone is ‘disabled’, and 
thus protected under the Equality Act 2010. 

For the purposes of the Act, a disabled person is 
someone who has:

If he or she has a physical or mental 
impairment and the impairment has a 
substantial and long-term adverse effect on 
his or her ability to carry out normal day-to-
day activities (Equality Act 2010,S6(1)).  

There are four parts to the definition: 
 
1.1 “A Person with a Physical or Mental 
Impairment” 

This includes those with mobility impairments, 
sensory impairments (hearing, eyesight), 
learning difficulties and mental impairment. It 
is no longer necessary that a mental impairment 
be “clinically well-recognised”.  Other people 
covered by the Act include:

People with severe disfigurements, even 
where these do not directly affect any  
day-to-day activity

People with cancer, multiple sclerosis 
or HIV infection are included from the 
moment of diagnosis (i.e. even where, 
currently, there is no effect on  
day-to-day activities)

People with other progressive conditions 
(e.g. muscular dystrophy, rheumatoid 

arthritis) are included from the moment 
that the condition has some effect on their 
ability to carry out day-to-day activities, 
provided that at some point in the future it 
will have a substantial effect

People whose physical or mental 
impairment is substantially corrected or 
controlled by the use of prosthesis (such as 
artificial limbs) or medication (except if an 
impairment is controlled or corrected by 
spectacles, eyeglasses or contact lenses, in 
which case it is only if the residual effect is 
sufficiently adverse that the person would 
be covered) 
 
Children under the age of six who would be 
covered by the the Equality Act if they were 
an adult

People not covered by the the Equality Act are 
those:

Whose impairment consists only of 
addiction to nicotine, alcohol or any  
other substance (unless the addiction 
resulted from medically prescribed drugs  
or treatment)

With conditions giving them a tendency to 
set fires (pyromaniacs), a tendency to steal 
(kleptomaniacs), a tendency to physical or 
sexual abuse, exhibitionism or voyeurism

With seasonal allergic rhinitis (hay fever)

With a severe disfigurement consisting of 
an unremoved tattoo or a body piercing 

1. LEGAL DEFINITION OF DISABILITY
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1.2 “The impairment must have adverse effects 
which are substantial,” in this context, means 
only “more than minor or trivial.” 

As stated above, if an impairment is corrected  
by use of a prosthesis (other than spectacles) or  
by medication, that correction must be 
discounted before determining whether the  
effect is “substantial”. 
 
1.3 The Effect must be “Long Term”

This means that:

It must have lasted, or be expected to last,  
at least 12 months

It is likely to last for the rest of that  
person’s life

It is likely to reoccur if it is currently  
in remission

1.4 The Impairment Must Adversely Affect 
“normal day to day activities”  

This means activities that are normal for most 
people, rather than specialised activities such as 
the ability to play a musical instrument. 

The following are the day-to-day activities 
covered by the Act:

Mobility

Manual dexterity

Physical co-ordination

Continence

Ability to lift, carry or otherwise move 
everyday objects

Speech, hearing or eyesight

Ability to concentrate, learn or understand

Perception of the risk of physical danger

 However, ‘proof of disability’ should not be 
routinely undertaken (as advised by the EHRC, 
which states that people should only be asked 
for proof of disability where there is reasonable 
doubt). When seeking ‘proof of disability’, the 
applicant should not be disadvantaged further 
and it remains the responsibility of the club  
to seek such proof and to safeguard  
confidential details in line with existing  
data-protection legislation. 

Please see the appropriate section below for 
more guidance on Proof of Disability. 
 
Exclusions from the definition

Certain conditions are not to be regarded as 
impairments for the purposes of the Act.  
These are:

Addiction to, or dependency on, alcohol, 
nicotine, or any other substance (other 
than in consequence of the substance being 
medically prescribed); 

The condition known as seasonal allergic 
rhinitis (e.g. hayfever), except where it 
aggravates the effect of another condition; 

Tendency to set fires; 

Tendency to steal; 

Tendency to physical or sexual abuse of 
other persons; 

Exhibitionism; 

Voyeurism.
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The Act makes it unlawful for a service provider 
(such as a football club) to discriminate against a 
disabled person in two ways:

Treating them less favourably, for a reason 
related to their disability, than they would 
treat a non- disabled person, without 
justification (known as “less  
favourable treatment”)

Failing, without justification, to take 
reasonable steps to prevent it being 
impossible or unreasonably difficult for a 
disabled person to use the service (“failing 
to make a reasonable adjustment”)

It is unlawful for a provider of services to 
discriminate in either of the following ways:

By refusing to provide, or deliberately 
not providing, to the disabled person any 
service which it provides, or is prepared to 
provide, to members of the public

In the standard of service which it provides 
to the disabled person or the manner in 
which it provides it to them

In the terms on which it provides a service 
to the disabled person

“Less favourable treatment” discrimination 
occurs when a provider treats a disabled person 
less favourably, for a reason related to their 
disability, than a non-disabled person. It is 
important to note that the treatment only  
has to be for “a reason relating to” the  
person’s disability.

The duty to make reasonable adjustments 
comprises three main areas:

Making appropriate changes to practices, 
policies and procedures

Providing auxiliary aids and services; 

Overcoming physical features of  
premises by:

• Removing the feature; or

• Altering it; or

• Avoiding it; or

• Providing services by alternative 
methods.

Whether it is “reasonable” for clubs to make 
adjustments will be guided by:

Whether taking a particular step would 
be effective in overcoming the difficulty 
that disabled people face in accessing the 
services in question

The extent to which it is practicable for the 
service provider to take the step

The financial and other costs of making  
the adjustment

The extent of any disruption which taking 
the steps would cause

The extent of the service provider’s financial 
and other resources

The amount of any resources already spent 
on making adjustments

The availability of financial or  
other assistance

2. LEGAL REQUIREMENTS THE EQUALITY ACT 2010



99

LEGAL REQUIREMENTS, ACCESS GUIDELINES ACCESSIBLE SUPPORTERS GUIDE

These points are not exhaustive, but are likely to 
be the main questions that should be considered 
in determining whether a particular step is 
reasonable, and they will be considered by the 
courts if clubs seek to justify failing to make 
reasonable adjustments.
In addition, clubs should be aware that the 
duty to make reasonable adjustments is an 
“anticipatory” duty. That means that a club has 
a duty to anticipate the needs of its disabled 
customers and make appropriate reasonable 
adjustments on a continuing basis. This aspect 
of the duty means that the club should not wait 
until a disabled customer seeks to use a service 
before making adjustments: if the disabled 
customer’s needs could reasonably have been 
foreseen, then steps should be taken in advance.
Because the club has a duty to anticipate 
the “collective” requirements of its disabled 
customers it will, naturally, seek solutions that 
have the widest impact. This is good practice and 
what the law intends. However, the club may still 
have a duty to an individual who may request, for 
example, a different “adjustment” to that already 
made. Whether it would be reasonable to make 
an additional adjustment would be subject to the 
tests outlined above.
In considering what “reasonable adjustments” 
to make, the club cannot necessarily seek the 
easiest option (unless it is the only option). It 
must seek to put the disabled person in the same 
position as non-disabled customers, in so far as it 
is reasonable to do so. For example, a club shop 
could be made accessible by installing a portable 
ramp, but the club decides that it will provide an 
alternative service by bringing goods to the door 
of the shop for its disabled customers to buy. 
Unless there are other legitimate reasons why 
the ramp could not be installed the club is likely 
to be discriminating by providing a lesser service, 
since disabled customers will be denied the 
opportunity to browse along with non-  
disabled customers.

In any event, the only grounds on which a club  
can legally “justify” less favourable treatment,  
or failing to make a reasonable adjustment, are  
as follows:

Where the treatment is necessary in order 
not to endanger the health or safety of any 
person (which may include the  
disabled person)
Where the disabled person is incapable of 
entering into an enforceable agreement,  
or of giving an informed consent, and for  
that reason the treatment is reasonable in  
that case
In a case of refusal to make provision, 
because the provider of services would 
other wise be unable to provide the service 
to members of the public
In cases about the terms or standard 
of provision, because the treatment is 
necessary in order for the provider of 
services to be able to provide the service to 
the disabled person or to other members of 
the public
Where the difference in the terms on which 
the service is provided to the disabled 
person and those on which it is provided to 
other members of the public reflects the 
greater cost to the provider of  
services in providing the service to  
the disabled person

Changes to the law brought about by the  
Equality Act (2010) have not affected the  
above obligations on service providers.  
However, this Act has extended the law in  
two relevant respects:

The law covers the actions of ‘private clubs’
The law also covers some aspects of the 
provision of transport
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This may mean that if clubs arrange transport to 
away games (either alone or as part of a package 
including tickets and accommodation) they may 
have to ensure that such transport is accessible 
to disabled people as part of the duty to make 
reasonable adjustments.

2.1 Private Members Clubs
Private clubs are defined as clubs with more than 
25 members and which regulate membership by  
a constitution. 
Generally, this means a membership policy 
that is based on personal criteria that would 
require a personal application and (for example) 
sponsoring or nomination by an existing 
member, or some form of voting process by 
existing members.
It may be that clubs will operate private  
clubs, alongside the services that they offer  
to the public. 
Supporters associations may or may not be 
private clubs, depending on the way in which 
their membership is decided. However, it seems 
most likely that ‘VIP’ groups offering particular 
benefits to members would be the type of group 
that is covered by these new provisions. 
Of course, each association would need to be 
assessed against the legal test but in any event 
there will no longer be any basis for arguing that 
the Equality Act does not cover certain clubs.
Disabled applicants, members, and guests of 
private clubs are protected under the provisions  
of the Equality Act. Private clubs are prevented 
from discriminating:

 
By refusing an application for membership, 
or in the terms on which it is prepared to 
admit a person to membership
By refusing a member or a guest access to  
 

club benefits, or in the way it offers  
that access
By varying the terms of membership
In the terms on which it invites, or allows 
members to invite, persons to be guests
By depriving someone of his or her 
membership

The duty to make reasonable adjustments 
requires changes to practices, policies or 
procedures, alterations to premises and the 
provision of auxiliary aids and services, as in the 
general Part 3 provisions.
 
2.2 Provision of Other Services: Tie-Ins  
and Sponsorship
Clubs are now frequently involved in the 
provision of other services, either themselves 
or in partnership with others.  Of course, 
contractors and other companies with whom 
clubs work will almost certainly have their own 
duties under the Equality Act and it is not the 
clubs’ obligation to make them comply with 
those duties.  However, clubs cannot ignore 
discrimination by companies that they work with, 
and risk being liable (at least jointly).
When entering into contracts for provision 
of other services, tie-ins and sponsorship 
agreements, clubs should accordingly give 
consideration to the extent to which the other 
party to the agreement meets their duties under 
the Equality Act.
As with the provision of transport to away 
matches, clubs should seek to determine, 
in advance, whether there are any disability 
discrimination issues that could arise under 
contracted arrangements and to what extent the 
contractor complies with its duties. For example, 
this is likely to include accessible coaches. The 
Club is responsible for providing accessible coach 
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travel if it provides official away fans travel. The 
duty remains with the club and it should ensure 
that its travel partner complies. 

Taking steps to check these issues in advance is 
potentially a requirement of the “anticipatory” 
duty to make reasonable adjustments.  
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What follows is a summary of the key club 
requirements in relation to ticket purchase.  
These include guidance on the following areas:

 
The Club’s policy on ticketing arrangements 
for disabled supporters
Eligibility
Proof of Disability
Administration and purchase
Pricing
Personal Assistants

 
The Club’s policy on ticketing arrangements for 
disabled supporters
A club’s ticketing policy for disabled supporters 
should seek to provide the same level of service  
as it provides to non-disabled supporters. 
Clubs will therefore need to make reasonable 
adjustments to ensure, where reasonably 
possible, that this happens.
The disabled supporters’ ticketing policy should 
be clearly set out as part of the club’s written 
Customer Charter. It should also:

 
Provide general information about 
availability and pricing, giving  
details of changes at the earliest  
possible opportunity
Promote greater accessibility
Allow for a broad range of ticket prices, 
including reduced prices for seats with 
restricted view and concessionary prices

Include details of any membership or 
loyalty scheme (whether limited to 
disabled supporters or not). It should be 
noted that any such scheme for disabled 
supporters should be voluntary, unless all 
non-disabled supporters are also required 
to join a scheme

 
The policy must also comply with regulations in 
relation to the provision of a percentage of the 
disabled spaces to disabled away supporters. 
Currently, the rule requires that 10% of the 
disabled spaces in the stadium must be allocated 
to away disabled supporters, ideally within away 
supporter areas. 
 
Eligibility 
For some clubs, there will be times when the 
demand for seats is greater than the supply. 
Determining eligibility for accessible seating 
such as wheelchair user spaces (or other seating 
for disabled supporters) should as far as possible 
be on the same basis as for non-disabled 
supporters. However, clubs should ensure that, 
whatever arrangements are made, these are 
clearly set out in advance.
For example, if a disabled person is seeking a 
season ticket, they should be subject to the same 
rules as a non-disabled applicant. If a club sets 
aside a number of wheelchair user spaces for 
season ticket holders, then it should allocate 
these on the same basis as it allocates other 
season ticket seats.

3. TICKET SERVICES 
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Where a non-disabled season ticket holder 
claims that they have become disabled and 
wish to change from a non-disabled seat to, for 
example, to a wheelchair user space, it would be 
reasonable for a club to seek to accommodate 
that request. If all of the wheelchair spaces 
are already allocated, it may not be reasonably 
possible to permit this and the disabled person 
should be placed on the  waiting list instead.

One issue that has been raised by a number of 
clubs is that of how eligibility for concessionary 
disabled spectator seating should be 
determined. There are a number of potentially 
lawful arrangements that could be adopted. 
However, given clubs’ duties under the Equality 
Act, the league would recommend that 
concession should not be based on a person’s 
disability but on other factors such as restricted 
views, lack of choices, etc. And at the first 
opportunity, the club should address these 
factors to ensure that disabled fans are not 
treated less favourably than other fans. 

 
Proof of Disability
Every individual experiences his / her ‘disability’ 
and the accessible environment very differently. 
It is crucial not to make generalisations. Some 
people will experience little effect on their day-
to-day activities or will have “coping strategies” 
to find ways around existing barriers and the 
effects of their ‘disability’.
Others, whilst seeming to be similarly disabled, 
will find an environment more challenging. It 
is therefore essential to consider each situation 
on a case-by-case basis and to recognise and 
react to the individual’s own personal access 
requirements in attending your venue.
Where there is an element of reasonable 
doubt as to whether an individual needs a PA 
(assistance), the service provider is entitled 
to ask for evidence or ‘proof of disability’. We 

would advise that should ‘proof of disability’ be 
sought, it should be done so in advance of the 
event or at the point of ticket sale (if in advance). 
It is offensive and undignified to ask a visitor / 
customer for ‘proof of disability’ at the point of 
entrance to a venue or event and we consider 
that such a practice would be discriminatory.
However it is appreciated this could cause 
some difficulties for the club and thus accepts 
that some larger clubs and venues may need 
to operate a voluntary ‘Personal Assistant (PA) 
application’ process whereby those who require 
this service can either provide ‘proof of disability’ 
from the list below or may explain why they need 
a specific reasonable adjustment such as a PA / 
companion in their own words.
This will help identify the individual’s underlying 
needs and reasons as to why PA / companion 
assistance is required. The service provider 
would need to seek permission from the disabled 
person to hold such personal information and 
data on file but doing so would ensure that this 
exercise could be carried out less frequently and 
it should not be necessary to undertake such a 
process more than once per season. 
Some disabled people consider the seeking of 
‘proof of disability’ to be offensive and the service 
provider should behave sensitively and always 
respect a disabled person’s dignity and privacy. 
In addition it is important to note that some 
disabled people choose not to claim disability 
benefits that they may be entitled to.
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Any of the following should be regarded as 
acceptable ‘proofs of disability’:

 
Receipt of the mid-rate care element 
or the high rate mobility component of 
the Disability Living Allowance (DLA), 
War Pensioners’ Mobility Supplement or 
Personal Independence Payments (PIP). 
The DLA will be replaced by PIPs. The 
process will be phased across the UK and it is 
anticipated that DLA will end in September 
2017, although early indication is that this 
may be postponed

Receipt of either the Severe Disablement 
Allowance or Attendance Allowance

War Pensioners’ Mobility Allowance or War 
or Service Disablement Pension for 80% or 
more disability

Blind or partially sighted registration 
certificate (BD8 or CVI Certificate) or 
evidence from an eye specialist, for 
example an optometrist, that the individual 
would qualify to be registered as severely 
sight impaired (blind) or sight impaired 
(partially sighted). Further advice can be 
found on the Royal National Institute of 
Blind People (RNIB) website

A personal letter from the GP, community 
nurse or social worker that the individual 
has a long term impairment or ‘disability’ 
and requires assistance

Confirmation in writing from Social Services 
that the individual is included on their Deaf 
Register, or a letter or report from an aural 
specialist confirming that hearing loss has 
been recorded at 70 – 95 dBHL or worse

Confirmation in writing from Social Services 
that the individual has a learning difficulty 
or disability. This may include Proof of 
Registration with Social Services, or if not 
on the Local Authority Register, a letter 
from a doctor or support worker confirming 
that the individual has a difficulty in 
learning new skills, or may be unable to 
cope independently. For children – a letter 
from the head teacher at a special school 
confirming eligibility will be acceptable 
 
 
NB: This list is not an exhaustive list and 
consideration should always be given to any other 
evidence that can be provided. In all cases, common 
sense should prevail and the dignity and privacy of 
the disabled person should be paramount. We would 
advise that when unsure, service providers err on the 
side of caution and provide a reasonable adjustment, 
as a legal challenge could be levied if this was 
unfairly denied.
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Example Of A ‘Proof Of Disability’ Registration Form:  

Mr./Mrs./Ms./Miss 

Surname:

First name(s): 

Address: 

Postcode:

Daytime Telephone Number:

Mobile Telephone Number:

Email: 

 
Please explain why you need to bring a personal assistant / companion / carer with you. We do not need a detailed history of 
your medical condition but please give as much information as possible about how your ‘disability’ affects you in enjoying or 
attending the stadium or accessing the services / facilities provided. 

 
 
 
 
 
 
 
 
 
 
 
I agree that the information given is correct, and if there is any change in my circumstances / details I will inform the club. NB: 
The club reserves the right to seek additional ‘proof of disability’ where there is an element of reasonable doubt as to the need 
for a personal assistant / companion / carer. 

Signature ..................................... Date............................................. 

This form should be returned to (insert name/ address of club contact). 

Please be assured that your details will be reviewed in strictest confidence and will not be shared with third parties. 
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Administration and Purchase

This is a key area in which the duty to make 
reasonable adjustments is likely to have a day-
to-day effect on clubs. There are now a number 
of different ways that non-disabled supporters 
can purchase tickets and clubs will normally need 
to make reasonable adjustments to ensure that 
disabled supporters can use the same routes to 
purchase tickets.

Wherever supporters can buy tickets in person, 
clubs should endeavour to make those locations 
accessible to disabled supporters. Reasonable 
adjustments might include level /ramped 
access to the ticket office or other assistance 
for external access, a hearing induction loop for 
deaf and hard of hearing customers and lowered 
counters for wheelchair users.

Equally, where supporters can use other 
arrangements for purchasing tickets, clubs 
should seek to ensure that they are accessible 
too. For example, where non-disabled supporters 
can purchase tickets over the telephone or on the 
Internet, it is likely to be reasonable to provide 
text phone services and accessible internet 
pages to allow disabled supporters to do so too. 

Where paper applications (such as season ticket 
application forms) are required, clubs should 
ensure that there are suitable alternatives 
available for disabled supporters for whom this 
method is not appropriate.

Clubs should seek to ensure that disabled people 
are able to buy tickets on match days in the same 
way that non-disabled people can, subject, of 
course, to availability. It is likely to be unlawful 
for clubs to refuse to make such arrangements, 
given that there are a number of reasonable 
adjustments that can facilitate such sales.

As detailed above, the league recommends 
that clubs should determine eligibility for, 

and distribute, disabled tickets (such as for 
wheelchair user spaces) themselves. If clubs use 
external agencies for ticket sales, it is unlikely 
that such agencies will sell tickets for disabled 
supporters. However, it would be a reasonable 
adjustment for the agencies to be given details 
of appropriate contacts at the club to whom they 
can refer disabled supporters seeking tickets.

Pricing

As mentioned earlier, the primary starting point 
is that pricing is a matter for the Service Provider 
and should always be in consultation with its own 
visitors / customers but there are a number of 
additional areas that should to be considered:

1. Use of Concessions
It is important to recognise the difference 
between concessionary ticketing and a  
reasonable adjustment.
There is often genuine confusion as to the 
meaning of the word “concession” and its 
interaction with the need for a service provider to 
make a ‘reasonable adjustment’ (see below).
A concession is purely a financial ticketing issue 
and is something that is offered by a service 
provider, often as a gesture of goodwill towards 
a specific group (i.e. retired, youth, etc.), low 
income (unemployed, incapacity benefits, etc.), 
student and so on. 
Alternatively, the concession may be offered by 
way of compensation for less adequate seating 
provisions. For example, a small section of 
seating area within a stand may offer restricted 
views due to a pillar or roof truss. Spectators 
should be informed of this viewing deficit before 
purchasing a ticket and would expect to pay a 
lower (or concessionary) ticket price. The club or 
venue would usually offer a concessionary price. 
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However, the customer would have a choice as 
to whether to sit in this location or to purchase a 
seat in another part of the stadium or venue.
For disabled spectators, clubs might offer 
concessionary prices due to:

Restricted numbers of accessible seats or 
spaces (e.g. accessible seating numbers 
below minimum standards)
More limited or no choices of seating areas 
available to disabled customers or because 
the service provider has made the decision 
to charge less for other reasons
Lack of accessible services (e.g. the club  
or venue does not provide  
audio-descriptive commentary for partially 
sighted or blind fans)
Poor quality accessible seating (e.g. limited 
views (sightlines), PA / companions not sat 
alongside, no provision for disabled away 
fans to sit with their own fans)

 
The Equality Act does not provide advice on 
the use of concessions other than making 
comment that the concessions should not 
lead to discrimination against disabled people 
(regardless of their disability). 
However, it is legally possible to positively 
discriminate, for example by offering  
concessions for disabled people that are not 
otherwise available.
Where a concession is made, it should be 
made for all disabled people and not just for a 
particular group of disabled people. The only 
exception might be where a particular group of 
disabled people (e.g. wheelchair users) have 
more limited access to the facilities and services, 
such as an obstructed view of the pitch or less 
choice or availability that is less than minimum 
standards.

Any concessionary price offered in such 
circumstances should be seen as a short- term  
solution only and the existing facilities 
and services should be improved at the  
earliest opportunity. 

It is important to note that service providers, 
such as sporting clubs and venues, would not be 
immune from legal action because they offered 
free or cheaper tickets.

In an ideal world concessionary pricing related to 
accessibility would not be required, as everyone 
will be treated equally. However, this is clearly 
not the case at the moment with many sporting 
venues continuing to offer below standard 
facilities and services to disabled customers and 
a limited choice of seating provisions.

Where an existing concession price is to be 
withdrawn or reduced for disabled spectators, 
then we would suggest that it be withdrawn 
by the club / venue over a period of time and 
in a measured way (e.g. small incremental 
increases over several seasons) and always in 
consultation with the local disabled fans and 
their representative groups. This principal should 
also apply to increases to any ticket prices and 
their related concessions.

There should be fully inclusive and equal facilities 
and services at all stadiums for all fans including 
disabled fans rather than offering only cheaper 
or free tickets by way of compensation.

Recent European-wide research undertaken by 
the Centre for Access to Football in Europe and 
the Sports Institute of Cologne has shown that 
the majority of disabled fans would prefer  
fully accessible and inclusive match day  
facilities and services, that meet demand,  
rather than the offer of cheap or free tickets  
by way of compensation.

See: http://www.cafefootball.eu/en/news/cafe-proof-
disability-research-project-final-report- announced
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It is important to note that concessionary ticket 
prices or free tickets would not protect a service 
provider from legal action under the Equality Act. 

2. If a charge is imposed, who pays?

Where charges are made, the charge should 
be made to the disabled person (and not their 
personal assistant (PA) / companion). 

This is in line with current “disability etiquette” 
which maintains that disabled people should 
be treated the same as any non-disabled person 
or in this case spectator (this is for a variety of 
reasons including the fact that many PAs attend 
matches or live events only to support the 
disabled person they are there to assist and are 
often paid by the disabled person to attend).

Charging a disabled visitor / customer and their  
PA / companion more than the full price of 
one ticket for the disabled visitor / customer 
(including any concession for which they are 
eligible) would be unlawful.

Personal Assistants (PAs)

Disabled customers / visitors should have 
the same choices seating areas throughout 
the stadium or venue as any other spectator 
(including within the home and away sections if 
appropriate (i.e. football matches)).

Many disabled people will already access your 
service on their own without any support from 
PAs / companions or service provider staff. 
However, some disabled people may need extra 
assistance in order to fully use a service as close 
as it is reasonably possible to get to the standard 
that you offer to non-disabled people. Disabled 
people should be able to access the full range of 
match-day services.

Many disabled people do not require any special 
seating but will still require a PA / companion 

ticket and service providers should not restrict 
the seating available to them. 

We are aware of numerous examples where 
service providers are reluctant to offer a ‘free’ PA 
/ companion ticket as a reasonable adjustment. 
This appears to be a false economy as a PA will 
be able to offer assistance throughout the day / 
event which might otherwise require the support 
of venue staff or volunteers. The disabled 
person’s dignity is paramount and he / she should 
not be expected to rely on more personal support 
from a stranger.

There are many circumstances whereby a person 
needs a PA / companion at an event even if they 
would not normally require one for their general 
day to day activities, for example a stadium /  
any live venue is a very different environment  
on a match or event day compared to a non-
match day. 

It may be perfectly feasible to go to a ticket 
office on a quiet non-match day and purchase a 
ticket on one’s own but then require an assistant 
at the match to cope with the increased numbers 
of people and crowd flow, or more difficult 
access issues, or personal toileting issues due to 
longer periods away from home, or an unfamiliar 
environment (e.g. at an away ground, national 
stadium etc.), or to assist with carrying items or 
refreshments, or to act as an interpreter, or to 
provide safety and wellbeing protection or way-
finding assistance, etc.

If a PA / companion is required then that person 
should receive the same consideration as that 
given to PA / companions for other disabled 
people (such as wheelchair users). This would 
include the provision of an adjacent seat in order 
that assistance can be given easily throughout 
the match / event. 
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If a disabled visitor / customer decides not to 
bring a PA / companion, then the service provider 
cannot refuse to admit them or provide them 
with any service, unless there are exceptional 
reasons for doing so. The service provider 
would have to make reasonable adjustments 
themselves and provide the necessary support.

It is sometimes proposed by disabled people 
that children act as a PA / companion. Providing 
that the child is indeed providing assistance to 
the disabled person to allow them to attend, the 
service provider should permit the child to act as 
a PA / companion. Accordingly, service providers 
should not seek to impose a minimum age for PAs 
/ companions. It is worth note, that many  
primary carers (for disabled people) within the  
UK are children (e.g. caring for disabled parents  
or siblings).

Disabled children
Where the disabled person is a young child, 
and their PA / companion is their parent, it is 
unlikely to be necessary for service providers to 
allow the adult to attend for free as part of the 
reasonable adjustments duty, if they require all 
children (including those who are not disabled) 
to be accompanied by an adult. For example, if 
the service provider’s policy requires all children 
under 12 to be accompanied by an adult, then 
charging both a disabled child and their parent 
would not be treating them less favourably than 
non-disabled children.
More than one PA / companion
More and more disabled people want to attend 
sporting events and this includes those with 
multiple or more substantial disabilities. 
If the disabled spectator needs two PAs / 
companions (or carers) to access the stadium / 
service (e.g. cannot be left alone (i.e. 1 assistant 
goes to get refreshments whilst the other stays); 

extra assistance required with toileting (2 people 
are needed to operate a hoist, etc.); using  
oxygen or a portable ventilator, etc.) then 
the club or venue should provide a second 
complimentary PA ticket (as a reasonable 
adjustment) upon request. 
This does not mean that all disabled people 
will require PA / companion two tickets. Where 
a disabled person would be able to access the 
services without additional support (a second 
PA), then the service provider would be  
entitled to charge for any additional spectators 
wishing to attend with the disabled fan in the 
same way as the club would for any other  
visitor / customer.
It is not just wheelchair users who require a PA. 
Many people have hidden disabilities or have 
progressive conditions and may require  
personal support for a variety of reasons as 
described above.
Some disabled people who use an Assistance (or 
Guide) Dog may also require a personal assistant 
or companion.
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Legal advice
The Equality and Human Rights Commission 
(EHRC) have stated that where a visitor / 
customer would find it unreasonably difficult 
or impossible to access the services offered, 
the service provider should allow the visitor / 
customer to bring an assistant (PA / companion) 
free of charge (as a “reasonable adjustment” / 
auxiliary service under the Equality Act).
http://www.equalityhumanrights.com/your-rights/service-
users/goods-facilities-and- services/theatres-and-other-
entertainment-venues

“Reasonable adjustments are not just about 
changes to physical features or the addition of 
auxiliary aids such as a hearing loop, although 
these can be important to some disabled people. 
Entertainment businesses should consider 
providing information (such as programmes and 
publicity material) in alternative formats and 
offering an additional ticket for free to a disabled 
person who needs to bring an assistant”. 

In considering whether services are 
‘unreasonably difficult’ for a disabled person 
to use, the EHRC’s Code of Practice advises that 
‘service providers should take account of whether 
the time, inconvenience, effort, discomfort, 
anxiety or loss of dignity entailed in using the 
service (should the person be expected to rely on 
venue staff or volunteers for assistance) would 
be considered unreasonable by other people if 
they had to endure similar difficulties.

The reasonableness of a step may also depend 
in part on the level of difficulty. A practice 
that   makes it almost impossible for a disabled 
person to access the service may require more 
to be done than a practice which causes much 
less (albeit still unreasonable) inconvenience to 
other customers.

Many different disabled customers / visitors 
may require personal assistance including those 
with “hidden” disabilities. It is very likely to be 
considered unlawful discrimination for a  
service provider to limit the number of  
disabled customers / visitors able to bring a  
PA / companion to a match or event.

Equally, other disabled people may act as  
PAs / companions.
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This should be on a first come first served basis 
as the club and their DAO is unlikely to have the 
medical expertise to decide priority. It would 
be better to recommend that the club discuss 
limited availability with the DSA but that may 
also open a can-of-worms. This has recently 
caused a huge issue at a club.  

Where clubs provide parking for supporters 
(whether this is at the stadium itself or at other 
locations) on match days, they should provide 
some reserved spaces for disabled supporters.  
A minimum of 6% of all parking should be 
allocated as accessible parking. 

Allocation of such spaces may be limited to 
those disabled people who would have difficulty 
accessing the stadium unless they are able to 
secure a nearby parking space (such as a Blue 
Badge holders). 

There may well be disabled supporters who have 
no difficulty with mobility and could make their 
way to the stadium without the need for such 
parking, in which case clubs would not need to 
seek to provide it. In any event, if demand is 
greater than supply then the club can allocate 
spaces to those who require them, on a first 
come, first served basis or by lottery.

As well as designating spaces for disabled 
supporters, clubs will also need to ensure that 
steps are taken to prevent abuse or misuse of 
these spaces, so that they are in fact available to 
disabled supporters. Notes of guidance issued by 
the Department for Transport require that: 

4. PARKING SERVICES

Car Park Use
Car Park Size

Up to 200 bays Over 200 bays

Employees and visitors 
to business premises

Individual bays for each 
disabled employee plus 2 
bays or 5% of total capacity 
whichever is greater

6 bays plus 2% of total 
capacity

Access to shopping, 
recreation and leisure

3 bays or 6% of total 
capacity whichever is the 
greater

4 bays plus 4% of total 
capacity?
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In addition to the above recommendations, clubs 
should consider taking other steps to improve 
parking and other access issues. For example, 
clubs could seek to arrange for ‘Park and Ride’ 
type services for car parks further from the 
stadium, or specify a particular area as a ‘drop-
off’ area for disabled people. 

Clubs are of course permitted to arrange for 
greater numbers of disabled spaces, and the 
above figures are not requirements of the 
Equality Act, so clubs may be able to justify 
lower percentages. However, the league would 
recommend that, as a minimum, the guideline 
figures in the bottom row of the table above 
should be adopted, so that a minimum of 5-6% of 
total capacity should be designated as for  
disabled supporters.

Notes of guidance issued by the Department for 
Transport require that:

“Service providers to take reasonable steps 
to ensure that disabled people do not find 
it impossible or unreasonably difficult to 
enjoy the services on the same basis as  
non-disabled people. This will have 
implications for car park operators who 
may have to demonstrate that, as well as 
marking out disabled parking spaces, they 
have taken reasonable steps to ensure that 
they are available to disabled people.”

If a disabled person were to seek a space, but find 
that all the designated spaces are taken by cars 
of non-disabled people, then they could bring a 
claim and the club may need to show that they 
had taken steps to prevent that situation arising. 
The only step that is likely to satisfy this is to have 
stewards supervising the spaces.
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This should include customer-facing staff, 
volunteers and stewards, whether or not they  
are paid and whether or not they are employees 
of the club.
Stewards’ training should therefore ensure 
that they are aware of the support available 
to disabled people and can either provide it 
themselves or direct the disabled person to the 
correct location to access it.
The following are some examples of basic levels 
of assistance that could be provided by Stewards. 
In some cases, Stewards will be employed 
specifically to undertake this work but all 
Stewards should be aware of the importance of 
these basic levels of engagement:

Giving directions to disabled people to 
appropriate accessible entry gates 
Assisting disabled people from drop-off 
points into the stadium; ensuring that 
disabled parking bays are correctly used 
Ensuring safe crowd flow through  
club shops
Supervising access to accessible toilets for 
disabled people
Assisting access to lower counters at 
catering and other concourse facilities (for 
example, hospitality or concourse Stewards 
might carry food for disabled customers 
where otherwise the supporter would have 
to ‘self service’

 
The club is likely to be responsible for Stewards’ 
actions so if a Steward discriminates against a 
disabled supporter then the club is likely to be 
liable for this. 

5. DISABILITY AWARENESS TRAINING 



114

LEGAL REQUIREMENTS, ACCESS GUIDELINES ACCESSIBLE SUPPORTERS GUIDE

It is important that clubs recognise that match  
day catering is another service that may need to  
be adjusted. 
Where catering is subcontracted within the 
club, the duties under the Equality Act with 
regard to provision of the catering remain the 
responsibility of the service provided, the club.  

6. REFRESHMENTS / CATERING
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An Access Audit is the first step to helping 
organisations meet the requirements of the 
Equality Act. It will demonstrate a commitment 
to improving access for disabled people. If used 
properly, it will increase custom and turnover 
and could help to mitigate clubs against claims 
of disability discrimination. Level Playing Field 
is uniquely placed to provide a professional 
Access Audit designed specifically for the football 
environment. The Access Audit helps to get an 
overview of accessibility.
The comprehensive report shows where there 
are barriers for disabled people (both physical 
and procedural) and makes common sense 

recommendations for improvement. It also 
acknowledges where things are being done well. 
The report will serve as an action plan for future 
spending, staff training and reviewing policies 
and procedures relating to disabled people.
Clubs should also engage with local NGOs and 
other centres of expertise as they often provide 
services that would help. For example, they may 
provide a braille printing service that may make 
it possible to engage more disabled fans. Did you 
know, for example, that the Royal  
National Institute for the Blind arranges for 
Santa Claus to send out braille letters to  
children at Christmas?

7. ACCESS AUDITS 
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UEFA and CAFE Good Practice Guide to Creating an 
Accessible Stadium and Match Day Experience - 
Access for All 
http://www.levelplayingfield.org.uk/sites/default/files/
contentfiles/uefaandcafegoodpracti ceguidefinal_eng.pdf 
 
CEN/TR 15913:2009 “Spectator facilities. Layout 
criteria for viewing area for spectators with 
special needs” 
http://www.levelplayingfield.org.uk/what-expect-
accessible-stadium 
 
Accessible Stadia 2003, UK 
http://www.levelplayingfield.org.uk/sites/default/files/
contentfiles/accessible_stadia.pdf 
 
Accessible Stadia Supplementary Guidance 2015 
http://www.levelplayingfield.org.uk/sites/default/files/
contentfiles/sgsa_accessible_stadi a_-_supplementary_
guidance.pdf 
 
CAFE “Proof of Disability Research Project” final 
report 
http://www.cafefootball.eu/en/news/cafe-proof-disability-
research-project-final-report- announced 

8. GOOD PRACTICE GUIDANCE & EUROPEAN MINIMUM STANDARDS
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We would like to thank Level Playing Field for 
their valuable assistance in helping us to produce 
this guide. 

We would also like to thank the many clubs 
who have been in touch with examples of ‘best 
practice’ and case studies that we have been able 
to build upon in the guide. 

Thanks to Mark Bradley, for assisting in the 
publication of this guide. 

Every possible care has been taken to ensure 
that the information given by this guidance is 
accurate. Whilst The EFL and the authors would 
be grateful to learn of any errors or inaccuracies, 
neither shall have liability or responsibility to 
any person for such errors or inaccuracies and/or 
loss or damage of any nature caused thereby or 
otherwise in connection with this guidance. 

Guidance adapted from an original document 
written by David Ruebain and Chris Barnett, 
Levenes Solicitors.

For more information please contact Aneel 
Javed, Specialist Advisor for Inclusion, EFL on 
01772 325800 or email: ajaved@efl.com
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