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WELCOME
Our supporters, the people of Southampton and our city are what makes this Club special. The Club has a
strong set of values and beliefs which guide how we act and how intend to take this great Club forward.
Our aim is to provide the best supporter experience possible, ensuring anyone from any background can
enjoy football at St Mary’s Stadium.
This charter provides you with information regarding various aspects of the supporter experience and we are
always keen to hear supporters’ feedback.

SUPPORTER RELATIONS
Our dedicated Supporter Relations Team are the best first port of call for questions, feedback, requests and
information. We liaise directly with all departments to ensure a quick and comprehensive response.
You can contact our team by emailing directly to

If you prefer to speak directly with our team please

supporterrelations@saintsfc.co.uk. We aim to

feel free to call us on 02380 711 980 – please do

provide an initial response to all communications

leave a voicemail if we are away from our desks so

within 1-2 working days.

we can get back to you.

ACCESSIBILITY

SAINTS VOICE

Southampton Football Club takes pride in the service and facilities we provide for disabled fans
and their enablers.

Saints Voice is a panel made up of supporters voted in by fellow fans. The panel meet with club staff and
officials three or more times each year to discuss a range of off pitch subjects covering all aspects of the
supporter experience.

You can find out about the service and facilities

We are here to make your supporter experience as

available to disabled fans here: www.saintsfc.

comfortable and enjoyable as possible.

co.uk/fans/disabled-supporters. We encourage
you to contact Supporter Relations (supporterre-

If you or someone you know has a disability and

lations@saintsfc.co.uk or 02380 711 980) prior to

would like to visit St Mary’s Stadium, please also

your visit should you have any questions or need

contact our Supporter Relations team.

additional assistance.
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This allows the club to deepen its understanding of
issues affecting fans, as well as giving us the
opportunity to explain the thinking and processes
behind important decisions that have been, or are
being, made. Additionally, it is intended that the
panel will provide a forum for supporters to share
and discuss new ideas of their own for how to
improve any aspect of their experience.

You can read more about the panel, access previous
meeting minutes, and contact the panel via their
website page here: www.southamptonfc.com/supporter-services/saints-voice
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BEHAVIOUR/CODE OF CONDUCT
We pride ourselves on the fact that St Mary’s is a welcoming
family-friendly stadium where fans come to enjoy watching football.

Although each individual case will be assessed upon its facts, the below table should be used to provide
supporters with guidance with the type of penalties the Club may issue in the below circumstances.
Please note this document is for guidance only and does not include any action that may be taken
separately against a supporter by the Police.

Southampton Football Club Behaviour Charter

EJECTION

Minimum suggested action

WRITTEN
WARNING

3 MATCH
BAN

6 MATCH
BAN

SEASON
BAN

GENERAL DISRUPTION AND DISORDER

We applaud and encourage passionate support. However, we do
not tolerate discrimination, abuse, foul and abusive language or
anti-social or threatening behaviour.

• Persistent standing
• Visiting supporters in home areas
DRINKING IN VIEW OF PITCH
• Drinking in the stands of the stadium or other restricted areas
DRUNK INSIDE THE STADIUM

To keep the fan experience positive for all that visit our stadium, we
will challenge bad behaviours and if necessary work with Hampshire
Police to pursue criminal charges.

• Excessive alcohol consumption before entering the stadium, within the
concourse
and/or hospitality boxes and lounges.
DISCRIMINATORY BEHAVIOUR

• Discrimination of any nature inside or outside the stadium
• Discriminatory language used of social media
FOUL AND ABUSIVE LANGUAGE

Discrimination

• Abusive language towards players, staff, supporters (home or away)

What is discrimination?
Discrimination is any form of prejudice or unfair treatment of
anyone on the basis of their race, ethnicity, age, disability, sex,
gender assignment, religion or beliefs.

OBJECT THROWING
• Throwing objects on to the pitch or stand
• Throwing flares, pyrotechnics and smoke bombs
FIGHTING AND PHYSICAL ASSAULT
• Physical aggression towards staff or other supporters (home or away)
PITCH INCURSION
• Incursion onto the pitch before, during or after the game

At Southampton, we have a zero tolerance approach to any form
of discrimination, bullying, victimisation or harassment. We fully
support and endorse the FA’s respect campaign. Any abuse that is
proven to racist, sexist, homophobic or is based on any of the other
factors above will be dealt with through a permanent stadium ban.
Additionally, any form of abuse or chanting that could be
discriminatory will be reported to the police as a hate crime for
further investigation.

TICKET MISUSE
• Touting, breach of terms and conditions, misuse of concessions
SMOKING
• Non-compliance with smoking policy

Minimum suggested action

Maximum suggested action

If you are the victim or a witness to such behaviour we ask that you text ‘SFCReport’ to 60060 with a
description and location of the incident, at the timeof the incident.
Please provide as much detail of any offence as possible. This may include specific seat details if applicable,

It is vitally important to the Club that everyone to feels welcome
at St Mary’s Stadium. This means that we will take the strongest
possible steps to eliminate any form of discrimination from our
stadium without exception.

descriptions of persons involved, and exact words and phrases wherever possible.
We recommend that you save the number to your phone and text discreetly to help us challenge bad
behaviour at St Mary’s. Supporters are also encouraged to report any behaviour that they are not
comfortable with to any of our stewards or other staff. All reported concerns will be investigated
appropriately and confidentially.
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INDEFINITE
BAN

LINKS

TICKETING

TICKET INFORMATION & SALES DATES
www.southamptonfc.com/tickets/match-tickets
At Southampton Football club we have adopted ticketing policies and processes
that we believe to be fair and rewarding to both our loyal existing supporters and
new ones, whilst providing high levels of service.

The key aims of our ticket charter are to ensure
information is readily available to supporters,
adapting our offering based on their feedback,
whilst also fulfilling the club’s requirements.

TICKET PURCHASING PAGE
tickets.saintsfc.co.uk
TICKETING TS AND CS:
www.saintsfc.co.uk/tickets/season-tickets/

we now offer four different Premier League pricing
categories, resulting in adult tickets priced from
just £15. Due to television scheduling, the
announcement of the pricing category for each
match will be made around 6 weeks in advance
and match day ticket will generally go on sale
approximately 5 weeks prior to the match.

For season 2019/20 our aim is to better reward
those supporters who attend home and away
matches regularly. Season tickets have higher
savings versus match tickets and we have
introduced a lower price area in the Itchen South.

We continually review our online sales journey and
are be looking at further improvements to meet
the changing needs of our fans.

We continue to look at the lifecycle of fans and
offer concessionary prices to for those supporters
under 25 and 65 years of age. We have also
introduced an enhanced opportunity to pay for
season tickets over an increased number of
instalments across the season.

For visiting teams, we exceed the minimum
tickets required to be offered to their supporters
whilst complying with the £30 Premier League
Away Fan ticket price cap.
A fully updated set of terms and conditions which
outlines our rules regarding purchases of both
season tickets, memberships, matchday tickets,
access, use of tickets, booking fees, refunds and
cup matches is also available. This is complemented
with the ground regulations that highlight actions
that will not be accepted on visits to the stadium.

For those supporters who cannot commit to a
full season ticket, half season tickets and
Memberships, with the latter giving priority
for match day sales.
To offer flexibility and affordability, the range of
our match day ticket pricing has been adapted and
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MERCHANDISE
Southampton Football Club aim to offer a range of quality merchandise that appeals to our fans in
customer focused retail stores, with first class customer service.
If you have feedback or suggestions you would like to share with our Retail team you can contact them
directly by emailing retailfeedback@saintsfc.co.uk
All replica strips have a minimum lifespan which will
be clearly marked on the swing tag. The lifespan will
be also announced via Club media channels before
the strip goes on sale.

Southampton Football Club is committed to prevent
price fixing in relation to the sale of replica strips
and offers refunds and exchanges on merchandise
above its legal obligations.

STORE
Store Opening Hours
Saints Stadium Store:

Saints Store WestQuay:

Monday - Friday 9am - 5pm
Saturday 9am - 5pm
Sunday Closed

Monday - Friday 9am-8pm
Saturday 9am - 7pm
Sunday 11am - 5pm

0845 688 9433

0845 688 9335

Times will vary when we have a Home Match.
Stadium store will close from kick off until full time.

LINKS
ONLINE STORE
store.saintsfc.co.uk
STORE TS AND CS:
https://store.saintsfc.co.uk/Info/Terms
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Data Protection
St Mary’s Football Group Limited takes its supporters’ privacy and confidentiality extremely seriously
and will ensure that all information held and processed about supporters complies with the General Data
Protection Regulation (“GDPR”), Data Protection Act 2018 and the Group’s Privacy Policy, a copy of which
can be found here www.southamptonfc.com/club/privacy-policy . Our Privacy Policy contains important
information such as:

>

Who we are

>

How and why we collect your personal data

>

How we store and use your personal data

>

Third parties that we may share your personal data

>

Your rights in relation to your personal data

>

How to contact us if you would like to discuss how we use your data

>

Contact details for the Information Commissioners Office in the event that you would
like to make a complaint.

venue safety & security
We strive to ensure that everyone attending our matches is kept safe and feels comfortable. In order to do
this we make the following commitment to everyone:

>

The safety of all our fans is our priority

>

All fans will receive a friendly and warm welcome

>

We will do everything possible to assist you

>

We will be vigilant to prevent harm to anyone

We accept that the concept of absolute security is almost impossible to achieve in combatting the threat
of terrorism, however, we do strive to reduce the level of any threat to as low as reasonably possible. It is
important for us to balance maintaining a friendly and welcoming atmosphere at St Mary’s with the current
level of possible threat.
In order to help us with this we ask that all fans and other visitors remain vigilant and aware of any
unusual behaviour in or around our stadium. Anyone who has any concern or sees any suspicious behaviour
on a matchday is should report it immediately to the police, to a member of our staff or to any steward
immediately. If you cannot find anyone to report a concern to, please phone 999 or 112 immediately.
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Safeguarding
Keeping children and other vulnerable people safe when they are with us
We take our safeguarding responsibilities very seriously and we are committed to
creating a safe, welcoming and positive environment for everyone. We have adopted
the Premier League Safeguarding Standards and work to ensure that we always comply
with these. As part of our commitment to keeping vulnerable adults and children safe,
we have implemented a set of Safeguarding Policies. These are available to download
from our website together with further guidance and information.
If you have a safeguarding concern on a match day please speak to the nearest steward
or member of the police, a member of our staff, contact the safeguarding team
safeguarding@saintsfc.co.uk or text ‘SFCReport’ to 60060 with a description and
location of the incident as soon as possible.
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Equality & Diversity
Southampton Football Club strives to make St Mary’s an inclusive and
welcoming stadium for everyone.
Our internal teams are committed to creating more and more opportunities for
people to enjoy football in the way that works best for them. We collaborate
with external organisations and our fans to ensure that our facilities and match
day experience work for every supporter.
Following the award of the Premier League Preliminary Equality Standard in
2016, the club worked tirelessly to achieve the Intermediate Equality Standard
and joined an elite group of seven clubs to have reached this level at that time.
The club is now working to achieve the coveted Advanced Equality Standard by
Autumn 2019.
More information about the types of initiatives that we have introduced to
benefit our supporters and share our inclusive message can be found in our
previous One March Reports and 2019 Saints for Everyone report alongside our
Equality Policy www.southamptonfc.com/supporter-services/policies-andcharters/one-march
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Complaints & Issues
We have a positive approach to complaints and feedback and if you feel you have
to raise an issue you can take the following steps to do so:
Contact our Supporter Relations Team on 02380 711 980, which is a direct dial
telephone number. Alternatively if you prefer to communicate in writing you can
do so by email supporterrelations@saintsfc.co.uk or by post to:
Supporter Relations
Southampton Football Club
Britannia Road
Southampton
SO14 5FP
Our aim is to resolve any issue promptly, directly and with empathy and
understanding. Our team will provide an initial response within 1-2 working days
and liaise with relevant colleagues in order to provide a final resolution in a timely
manner.

Contact Directory

If you are not satisfied with the response you have received, or feel your complaint
or issue has not been resolved effectively, you can request to escalate this to the
Senior Supporter Relations Manager for review.

Supporter Relations Team
02380 711 980
supporterrelations@saintsfc.co.uk

If the above steps to not serve to resolve your complaint, you can further escalate
your complaint to the Independent Football Ombudsman. You can find full details
about the IFO and how to submit details of your complaint on their website here
www.theifo.co.uk

Ticket Booking Line & Ticket Office Enquiries
02381 780 780
tickets@saintsfc.co.uk
tickets.saintsfc.co.uk

Please note that the IFO is unable to investigate any complaint that has not first
been submitted to the Club via the channels described above.

Saints Stores
Stadium: 0845 688 9433
WestQuay: 0845 688 9335
megastore@saintsfc.co.uk
Media Enquiries
media@saintsfc.co.uk
Saints Foundation
0845 688 9370
foundation@saintsfc.co.uk
www.saintsfoundation.co.uk
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Southampton Football Club
St Mary’s Stadium,
Britannia Road,
Southampton,
SO14 5FP
Supporter Relations
T: 02380 711 980 / 02380 711 909
E: Supporterrelations@saintsfc.co.uk
www.saintsfc.co.uk
www.facebook.com/southamptonfc
www.twitter.com/southamptonfc
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