
1

WELCOME 3
Lord Mawhinney

WHAT IS THE FOOTBALL LEAGUE? 5
Our role

FANS OF THE FUTURE 7
The supporters of tomorrow

SUPPORTERS SURVEY 9
Fans give their views

WE’RE HERE TO HELP 12
Supporting the supporters

CHARTER PROCESS 14
Raising standards for fans

KEEPING OUR PROMISES 15
The League’s promises

CHAMPIONSHIP CLUBS 17
Promises made and action taken

LEAGUE 1 CLUBS 41
Promises made and action taken

LEAGUE 2 CLUBS 63
Promises made and action taken

APPENDIX A 81
Response to the Independent Football Commission

APPENDIX B 82
The Football League Customer Charter

APPENDIX C 84
Customer Services Seminar Report

CONTENTS

Goals 2006/07



Goals 2006/07

2



3

Welcome to ‘Goals’, a new publication from The Football League detailing the extensive
commitment made by The League and its clubs to football supporters. 

More fans watch matches in The Football League than any other sporting competition in
Europe. This document gives us an opportunity to outline the work we do for their
benefit. It also enables us to review the efforts of our clubs to implement the three
promises they made to their supporters during last season. 

This publication also sets out their new promises for the current season.

We also set ourselves three ‘Goals’ twelve months ago. The League committed to
promote participation in football through a cup competition for primary schoolchildren, 
to stage a wide-ranging football supporter consultation exercise and to publish a guide
to disabled facilities at League stadia. 

All three promises have been kept, with more than 20,000 schoolchildren competing in
the inaugural Football League Community Cup, more than 43,000 supporters submitting
their views to the Football League Supporters Survey 2006 and the publication of 
The Football League Disabled Supporters Guide in August.

The 2005/06 season also saw The League launch a major long-term initiative, aimed at
encouraging young supporters to watch their local League team. Clubs throughout The
League offered free tickets to matches to youngsters, with half of all clubs applying it at
every home match. This gave more than 200,000 young fans the opportunity to experience
live football at first hand. Even more clubs are contributing to the initiative this season and,
in total, there will be free tickets available to youngsters at more than 800 matches.

For the 2006/07 season The Football League’s three ‘Goals’ are, to explore ways of
introducing smoking restrictions in stadia across The League, to create a healthier
environment for fans; to implement The League’s new agents regulations which,
amongst other things, prohibit the practice of agents representing more than one party in
a particular transaction. And we also commit to undertake a mystery fan exercise in order
to evaluate the supporter experience at Football League matches.

Preliminary work on all three has begun and I look forward to reporting back on their
success next year. In the meantime, I hope you enjoy reading ‘Goals’ and are
encouraged that The League is maintaining the momentum of its recent progress.

Thank you for your support. 

Lord Mawhinney

WELCOME
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‘MORE FANS WATCH
MATCHES IN THE
FOOTBALL LEAGUE
THAN ANY OTHER
SPORTING COMPETITION
IN EUROPE.

THIS DOCUMENT GIVES
US AN OPPORTUNITY TO
OUTLINE THE WORK WE
DO FOR THEIR BENEFIT.’
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The world’s original football league not only provides a national membership organisation
for 72 clubs but also administers and regulates three main competitions – The Coca-
Cola Football League, The Carling Cup and The Johnstone’s Paint Trophy – while
administering reserve team football through the Pontins Holidays League and youth
football, through the Puma Youth Alliance, for its member clubs.

From its offices in London and Preston, The League oversees a complex fixture
programme covering 1821 games across the three competitions; appoints match officials
to all games; handles player registrations; ensures that centrally generated finance is
redistributed to member clubs; monitors youth development programmes; promotes The
League through positive media relations; encourages all parts of the community to enjoy
League football through community inclusion programmes and generates the commercial
revenue that sustains and fuels football’s growth.

This growth is shown by the continuing success of The League’s competitions. Last
season they attracted 18 million spectators.

In addition to running the three competitions, The League also organises five showpiece
events – The Carling Cup Final, The Johnstone’s Paint Trophy Final and The Coca-Cola
Football League Play-Off Finals.

These events have been held at the Millennium Stadium, Cardiff for the past 5 seasons.
During this time The League has sought to make these finals available to as many true
supporters as possible. At least 80% of tickets have been allocated to competing clubs,
while half-price concessions have been available throughout the stadium at all events.

WHAT IS THE FOOTBALL LEAGUE?
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CARLING CUP FINAL
Manchester United v Wigan Athletic 
(26 Feb 2006)
Attendance 66,866
Ticket Prices £72, £62, £46, £36
Half price concessions available throughout
the stadium.

FOOTBALL LEAGUE
TROPHY FINAL
Carlisle United v Swansea City 
(2 April 2006)
Attendance 42,028
Ticket Prices £44, £34, £26, £18
Half price concessions available throughout
the stadium.

COCA-COLA FOOTBALL
LEAGUE PLAY-OFF FINALS

Coca-Cola Championship
Leeds United v Watford 
(21 May 2006)
Attendance 64,736
Ticket Prices £66, £54, £44, £32
Half price concessions available throughout
the stadium.

Coca-Cola League 1
Barnsley v Swansea City 
(27 May 2006)
Attendance 55,419
Ticket Prices £52, £42, £32, £22
Half price concessions available throughout
the stadium.

Coca-Cola League 2
Cheltenham Town v Grimsby Town 
(28 May 2006)
Attendance 29,196
Ticket Prices £50, £40, £30, £20
Half price concessions available throughout
the stadium.

COMPETITION
ATTENDANCES 2005/06

Coca-Cola Football League 16,216,672
Carling Cup 1,072,362
Football League Trophy 176,942
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During 2005/06 The Football League launched a major new initiative aimed at
encouraging the next generation of football supporters to watch their local Football
League club - hopefully beginning a lifelong passion for football. 

‘Fans of the Future’ was launched in September 2005 and provided a range of innovative
ticketing initiatives for young supporters - with tens of thousands of tickets being given
away for free. 

In 2005/06, more than half of The League’s 72 clubs introduced a ‘Kids Go Free’
scheme, offering free entry to children accompanied by a paying adult and 34 clubs
committed to applying the scheme at all home matches. By the season’s end more 
than 200,000 youngsters had taken the opportunity to see live football for free or at
significantly discounted rates.

Additionally, other clubs offered ticket discounts, ‘kid-a-quid’ matches, family tickets and
free tickets for school groups.

‘Fans of the Future’ is a core part of The Football League’s re-branding programme and
breaks new ground for the world’s original league football competition by being its first
ever centrally co-ordinated attendance-building initiative. For its part, The League has
provided clubs with a range of marketing materials that can be individually tailored to suit
each club. 

Even more League clubs have committed to Fans of the Future as it enters its second
season in 2006/07. Consequently, there will be free tickets available to children at more
than 800 League matches this season and there will be free tickets available to under-
16’s in all matches played in the Johnstone’s Paint Trophy.

Discussing his hopes for ‘Fans of the Future’ Football League Chairman Lord Mawhinney
said: ‘This season, Football League clubs are continuing to make a genuinely impressive
contribution to getting the next generation of football supporters into their grounds. I
would be very happy to see hundreds of thousands of young fans taking them up on
their offer.’

FANS OF THE FUTURE
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BY THE SEASON’S
END MORE THAN
200,000 YOUNGSTERS
HAD TAKEN THE
OPPORTUNITY TO SEE
LIVE FOOTBALL 
FOR FREE OR AT
SIGNIFICANTLY
DISCOUNTED RATES.
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The average Football League supporter is 36 years 
old, more likely to be married than single and is four
times more likely to be male than female.

Female Male

All FL fans

Base: All Fans 43,347 CC 21,665 LG1 12,265 LG2 9,416

Championship League 1 League 2

Supporter Gender

‘Are you male or female?’

20% 18% 22% 22%

80% 82% 78% 78%

16 - 34 years

Base: All Fans 43,347 / CC 21,665 / LG1 12,265 / LG2 9,416

35 - 54 years 55+ years

60%

50%

40%

30%

20%

10%

0%

All FL fans Championship League 1 League 2

Supporter Age

‘How old are you?’

50% 53% 47% 44% 35% 34% 35% 38% 15% 13% 18% 18%
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Simply by commissioning the 2006 Football League Supporters’ Survey, The Football
League took a bold and brave leap into the dark. No previous football survey had asked
quite so many questions of quite so many supporters before. 

Encouragingly, The League was able to take great heart from the responses gathered.
Supporters indicated that they believe it to be a progressive and forward-thinking body,
well attuned to their way of thinking. 

Clubs were also able to take encouragement from supporters’ views on the matchday
experience with their opinions being more positive than negative about every single
aspect included in the survey. 

In short, supporters gave a ringing endorsement to the message that The Football
League is about ‘Real Football for Real Fans’. 

1. METHODOLOGY
The Football League Supporters’ Survey broke new ground by using the Football League
interactive database to consult directly with supporters registered with their club’s official
website. In total 450,000 e-mails were sent out to registered supporters and the survey
was available to all other fans through The Football League’s website. 

A total of 43,590 people completed the survey during December 2005 and January 2006
- making it the largest survey, of its type, ever conducted by a football governing body. 

Of the 43,590 respondents 50% supported clubs in the Coca-Cola Championship with
clubs from Leagues 1 and 2 providing 28% and 22% of respondents respectively. 

Leeds United supplied the most respondents with 3,187 fans completing the survey.
Nottingham Forest, Reading, Sheffield Wednesday, Watford and Wolverhampton
Wanderers all provided more than 1,000 respondents. The results were weighted using
the average attendance at each club to ensure balance across the whole sample.

2. SUPPORTER DEMOGRAPHICS
The survey showed that the average Football League supporter is 36 years old, is more
likely to be married than single and is four times more likely to be male than female. 
The average supporter’s salary is £38,000 per annum and he/she has followed his/her
team for 22 years.

In total 95% of respondents were ‘white British’. This suggests Football League clubs are
beginning to make progress in broadening the ethnic diversity of their fan base when
compared to the 98% recorded when previously measured in 2001. 

Locality was revealed as the main reason people began supporting their club, with 47%
of respondents indicating that they chose to support their local club. Parental influence
was also a strong factor with 25% of supporters following this route. 

Few respondents considered themselves as ‘casual supporters’ with only 3% classifying
themselves as such. Instead fans on the whole are a committed bunch and 8 out of 10
supporters described themselves as keen (36%), very keen (34%) or fanatics (10%).

SUPPORTERS SURVEY
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3. THE FOOTBALL LEAGUE AND ITS COMPETITIONS
Supporters reacted positively to The League’s re-branding with 50% indicating that the
image of The Football League had improved during the last two years. This view was
held most strongly in the youngest age group, where 75% of under 16’s felt this to be the
case. Fans also generally believed that The League is an organisation which acts in the
best interests of the game (55%). 

There was widespread support for The League’s assertion that it provides ‘Real Football
for Real Fans’ (79%) and there was also agreement that League games are unpredictable
and competitive (89%) and are played in safe surroundings (82%). However, supporter
opinion was equally divided on whether League matches offer good value for money. 

Supporters gave strong backing to The League’s ‘Good Governance’ agenda with 66%
agreeing with The League’s view that clubs going into administration should be subject
to a ‘Sporting Sanction’. Fans also backed the use of the ‘Salary Cost Management
Protocol’ in Leagues 1 and 2 limiting players’ wages to 60% of club turnover (69%), as
well as the six-monthly publication of club spending on agents’ fees (88%). 

On the whole fans are content with the ‘men in the middle’, with three out of every five
supporters of the view that the standard of refereeing in The Football League is average
or above. That said, 72% of fans did not believe that the standard of refereeing had
improved in the last five years.

Generally supporters have an open mind towards the use of sin-bins and technological
assistance for referees. In total 56% of supporters wanted to see The League trial the use
of sin-bins in one of its competitions - a view held particularly strongly by fans in the over
55 age bracket (76%), while 88% were open to the use of technology to assist referees in
their decision making, were a suitable system to become available. 

Supporters were less open to changing The League’s points system to include bonus
points for high scoring wins, high scoring draws and wins away from home. In total 65%
prefered to see the existing system retained. 

Fans gave virtually unanimous support to the role of League clubs in developing the next
generation of footballing talent, with 99% of supporters believing it to be important that
their club develops local talent through its youth development programme.

4. GOING TO THE MATCH
The average supporter attends 15 home games and 6 away games per season and
typically attends with adult friends, though a significant number (42%) of the 35-54 age
group attend with their children. They will usually travel to games in their own car (62%). 

Football fans identified match atmosphere, safety and a good view as being particularly
important to their enjoyment of the match. And, on the whole, they were content with the
performance of their clubs in these areas.

Supporters also placed high emphasis on ticket pricing, the ease with which they can
purchase tickets and the availability of ticketing information. Again they were more
positive than negative about their club’s performance in these areas.

Supporters with children gave overwhelming backing to The Football League’s ‘Fans of
the Future’ initiative which aims to encourage more young supporters into League
grounds by offering free or discounted entry. A resounding 95% indicated that this
initiative would make them more likely to take their children to games.

On the issue of smoking, fans gave a clear signal that they would support some form of
common no smoking policy. Eight out of every ten supporters advocated some kind of
ban on matchdays, 48% would like to see this implemented in the entire ground, 26% in
seated/terrace areas only and 5% in the concourse area only. Interestingly, 54% of
smokers themselves advocated some form of ban with 33% happy to ban smoking in
seated/terrace areas and 14% wishing to see it banned from the entire ground. 

For the first time ever, this survey unearthed data from a previously unreachable set of
supporters - those who do not actually attend games. This revealing data showed that
51% of these supporters could be tempted back in future by either lower ticket prices or
better on-field performance - food for thought for Football League clubs.

SUPPORTERS SURVEY Contd

Improved No change Worsened Don’t know

All FL fans

Base: All Fans 43,347 / CC 21,665 / LG1 12,265 / LG2 9,416

Championship League 1 League 2

Image of The Football League over the last 2 years

‘Do you think the image of The Football League has
changed at all over the last 2 years?’

50% 53% 47% 45%

32% 32% 35% 35%

13% 12% 13% 15%
5% 5% 5% 5%



Base: All Fans 43,347 / CC 21,665 / LG1 12,265 / LG2 9,416 All FL fans Championship League 1 League 2

Sponsor Awareness

‘Who is the main title sponsor of the Football League?’

71% 75% 67% 64% 22% 19% 26% 29% 2% 1% 2% 1% 1% 1% 1% 1% 4% 1% 1% 1% 3% 3% 3% 4%

Coca-Cola Nationwide Carling Barclays Other Don’t know
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5. COMMERCIAL AND CUSTOMER SERVICE ISSUES
Fans demonstrated strong sponsor awareness, both for club and League sponsors, 
71% recognised Coca-Cola as sponsor of The League’s three divisions and 9 in every 10
recognised their own club’s shirt sponsor. This bodes well for the long-term commercial
value of such agreements.

On the whole supporters were open-minded towards sponsorship with established
methods such as front of shirt (90%), stand names (84%) and stadium names (50%) all
gaining acceptance.

With regard to Customer Service, fans placed a particular emphasis on the importance of
clubs listening to their supporters, the quality of the Official Club website and the ease
with which they can contact their club. Again supporters were generally positive about
the performance of clubs in these areas, with club websites, as well as matchday
programmes, being particularly well received.

In terms of where fans follow news about their club, Official Club websites unsurprisingly
performed strongly, with 93% using this source for club information. Local newspapers were
also a strong source (58%) particularly when compared to national newspapers (32%).

6. COMMUNITY
The League’s view that clubs are an integral part of the communities they serve is clearly
shared by football supporters - 97% believing that clubs have an important role to play in
their local community and 98% indicating that football clubs can make a positive 
contribution to the lives of young people.

Fans were also complimentary about the efforts clubs are making in this area with 78% 
of the view that their club is making a significant contribution to their community.
Encouragingly 4 in 10 supporters had had some contact with their club’s community
programme, a figure rising to 6 in 10 in the under 16 age group that will provide the next
generation of players and supporters.
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Base: All supporters involved in community activities 16,955

Community Activities participation

‘Which, if any, of the following activities have you 
been involved in?

Football coaching courses

School visits

Kick It Out campaign

Club Learning Centres / Study Support Centres

Disability activities

Playing for Success scheme

Road safety awareness

Adult education

Other

None of these



Fans are the lifeblood of football, supporting the clubs they follow through thick and thin.
But who supports the supporters?

Ensuring that supporters have an enjoyable experience when they watch matches is
important to The Football League and its members clubs – and the work of the clubs is
paying off, with stadia becoming more family-orientated and 18 million people attending
games during season 2005/06. 

But supporters still need to know that, if they have a grievance, procedures are in place
to assist them. That is why League clubs introduced Customer Charters in December
2001. These Charters set the benchmark for a standard of service that supporters can
expect at each club - and the procedures to take if that benchmark is not met.

Customer Charters are now widely accessible, with copies available on club 
websites, club shops, ticket offices and reception areas. Extracts are also printed in
matchday programmes. 

The introduction of Customer Charters has raised the level of expectation with regard to
service – both the service that the club aims to provide and the service the customer
expects to receive.

The complaints procedures laid down in club charters mean that supporters can be assured
that their justifiable complaints will be listened to and dealt with. While clubs can only do so
much with regard to how players perform on matchdays, they can do far more with regard
to the matchday experience. Supporters will be pleased to know that most of The League’s
member clubs aim to have answers within 21 days. Specific timescales are set out in
individual club’s Customer Charters but, if that timescale cannot be met, supporters have
the option of taking their complaints to The Football League for further investigation.

The League’s Customer Charter sets a timescale of 28 days to resolve any justifiable
complaints, but we aim to respond to all items of correspondence within seven 
working days.

Goals 2006/07
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WE’RE HERE TO HELP

THE INTRODUCTION 
OF CUSTOMER
CHARTERS HAS
RAISED THE LEVEL 
OF EXPECTATION WITH
REGARD TO SERVICE

Shop Website Programme Ticket Other
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Where is your Club’s Customer Charter available?
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The League itself received 4,243 items of correspondence between July 2005 and 
June 2006, ranging from complaints about refereeing decision to requests to answer 
quiz questions.

The figure comprised 4,023 emails, 217 letters and 3 faxes. There were also numerous
telephone calls which, due to resources, are not logged. Nearly 60% of these communi-
cations were requests for information and The League is looking to address this by
making further improvements to its website, www.football-league.co.uk. This will include a
further section to include useful information and frequently asked questions. Our aim is to
make the official site the main source of information about League competitions.

The remainder of the correspondence covered matters such as refereeing performances,
concerns about clubs (most notably those who have entered administration) and there
was much interest in The Football League’s recent Supporters’ Survey.

As with complaints that are forwarded from clubs to The League, should supporters feel
that their grievance has not been dealt with speedily or to their satisfaction then the
Independent Football Commission can be brought in to arbitrate.

But The League’s role is not just about dealing with correspondence – it’s also about
trying to ensure that the matchday experience for supporters all over the country is the
best it can be. Through a package developed in association with the Football Association,
the Premier League and the Football Safety Officers’ Association, stewards receive a
standard of training that is the envy of the rest of Europe. The ‘Training Package for
Stewarding at Football Grounds,’ which includes sections on racism and disability, was
used by the Portuguese football authorities at the 2004 UEFA European Championships.

Although hooliganism inside stadia has largely been eradicated, The League works
closely with The Association of Chief Police Officers and police forces up and down the
country to assist in the work to drive the problem totally out of the game.

Standing in seated areas is another issue The League is addressing, Local Safety
Groups are becoming more inclined to restrict stadia capacities as a result of persistent
standing, as this is seen as unsafe and also affects the enjoyment of those who would
rather sit in the seat that they have paid for. The League is working in conjunction with
other football bodies and safety groups to tackle the problem.

LISTENING TO SUPPORTERS
Supporters views do matter.

The League has representation at national level with the Football Supporters Federation,
National Association of Disabled Supporters and Supporters Direct. In addition the
Football Supporters Federation is also represented on The League’s Fixtures Working
Party, thus ensuring supporters have a voice in the preparation of fixture lists.
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OUR AIM IS TO 
MAKE THE OFFICIAL
SITE THE MAIN
SOURCE OF
INFORMATION 
ABOUT LEAGUE
COMPETITIONS.

• Wrexham (40%)

• Referees (21%)

• Clubs (7%)

• Supporter Survey (7%)

• Ticketing (6%)

• Matches (6%)

• Website (3%)

• Discipline (3%)

• Stewards/disorder/segregation (3%)

• Miscellaneous (4%)

Breakdown of issues received

4%3%
3%

3%

6%

6%

7%

7%

21%

40%

• Information (58%)

• Donations (3%)

• Recruitment (2%)

• Souvenirs (1%)

• Suggestions (1%)

• Issues (35%)

Different types of Communications from Supporters

35%

1%
1%

2%
3%

58%



Following the creation of the Independent Football Commission (IFC) in 2001, The
Football League adopted a process of reporting back on the progress that member
clubs had made in improving the experience of supporters, amongst a range of other
corporate governance issues.

In the five years since the process started, many improvements have been made to
ensure that the needs of reporting to the IFC are balanced with an effective process to
change ‘on the ground’ practice and procedure at Football Clubs, so that fans can sense
the improvement in their matchday experience and their general interaction with their club.

Initially, the charter process saw each club filling in a questionnaire in June, which was
subsequently turned into the Annual Charter Report. While clubs still complete a
streamlined questionnaire, The League organises five regional seminars, once per year.
In 2006, following feedback from clubs stating that the seminars were of great benefit,
The League will extend the provision of seminars to four regional seminars, twice per
year, to be held in March and October.

The purpose of the seminars is to ensure the sharing of best practice between clubs and
draw upon the experience of many of the delegates that attend. A report of the last
seminar is attached in Appendix C. 

Many topics have been discussed in the seminars, all of which are designed to address
specific problems that clubs have or as a response to some of the topics that supporters
more frequently write into The Football League about.

Topics have included:

– Disabled, Senior Citizen and Student concessions

– Child Protection

– Community activity

– Engaging the local ethnic minority community

– Ticketing and telephone systems

In October 2006 the topics to be covered will include ensuring away supporters tickets
are fairly priced and ‘Fans of the Future’. 

In addition to this, from October to December 2006, The Football League will undertake a
mystery fan exercise. This will be a survey of 15 clubs’ (5 per division) matchday experience.
The purpose of the exercise will be to test what the fan experience is really like. It is intended
to feed the results back to clubs at the March 2007 Customer Services Seminars.
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CHARTER PROCESS

THE LEAGUE WILL
EXTEND THE PROVISION
OF SEMINARS TO FOUR
REGIONAL SEMINARS,
TWICE PER YEAR, TO 
BE HELD IN MARCH AND
OCTOBER.

Championship League 1 League 2
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PROMISES FOR 2005/06

The Football League promised to do the following for the 2005/6 season:

1. To perform a consultation exercise with supporters

The Football League undertook a Supporters’ Survey between December
2005 and January 2006. Over 43,000 supporters took part and it is thought to
be the largest survey ever carried out by a domestic sport’s governing body.
Supporters from every club in The Football League were represented. The
findings of the survey have been published and are widely available. 

2. To promote football participation for young people through a community cup

During the 2005/06 season, The League introduced The Football League
Community Cup and Girls Cup. The Community Cup is a competition for
under 11 boys and girls and the Girls Cup is for U-13’s. Local and Regional
Competitions are run by League clubs, culminating in national finals being
played at showpiece Football League matches.

In total, over 3,000 schools and over 20,000 children took part in the
competition in 2005/06.

3 To produce a guide to disabled facilities at League stadia.

The guide was produced and distributed to clubs, in order for them to inform
supporters via their websites and match programmes. In addition 100 copies
were given to the National Association of Disabled Supporters to distribute 
to members. The guide is also available on The League website.

PROMISES FOR 2006/07 

The Football League has made the following promises for the 2006/07 season:

“ To explore ways of introducing smoking restrictions in stadia
across The Football League to create a healthier environment for
fans, in advance of legislation. ”

“ To implement The League’s new agents regulations which,
amongst other things, prohibit the practice of agents 
representing more than one party in a particular transaction 
(dual representation). ”

“ To undertake a mystery fan exercise in order to evaluate the fan
experience at Football League matches, and disseminate the
results to all clubs. ”

KEEPING OUR PROMISES
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