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INTRODUCTION
Welcome to the 2021/22 season edition of the Bristol 
Rovers Football Club Supporters Charter. 

Bristol Rovers Football Club is a family club at the 
heart of our community. 

At Bristol Rovers, we aim to provide an excellent 
match day experience for all fans, embracing 
inclusion, anti-discrimination and anti-victimisation 
at the core of our values and beliefs. 

We are truly committed to creating an environment 
where all fans feel welcomed and respected, no 
matter what community they identify with. We are 
focused on promoting equality and diversity at the 
Memorial Stadium and other premises with which the 
Club are associated. 

As a Club, we recognise and support the nine 
protected characteristics (age, sex, race, disability, 
sexual orientation, gender reassignment, pregnancy 
and maternity, religion or belief, marriage and civil 

partnership) under the Equality Act 2010 and have 
pledged at all levels of the Club to play an active role 
in supporting meaningful inclusion and so putting an 
end to discrimination and victimisation. 

We strive to be a club its supporters are proud of and 
feel a part of as well. 

This charter is designed to be informative; equipping 
supporters with an overview of our operations, key 
communication points and signposting individuals to 
further information or relevant contacts where this 
may be required. 

The Bristol Rovers Football Club Charter is available 
in digital format on our website www.bristolrovers.
co.uk or upon request via info@ bristolrovers.co.uk. 

The Club consults supporters on a regular basis 
through the Bristol Rovers Supporters Club as well as 
holding our own fans forum events and undertaking 
two annual supporters feedback surveys.

Registered Address

Bristol Rovers Football Club Limited Memorial Stadium, Filton Avenue, Horfield, Bristol BS7 0BF

Telephone

0117 909 66 48



MISSION AND STRATEGY
Bristol Rovers Football Club (“the Club”) aims to be 
a source of local pride in North Bristol and beyond. 
To achieve the above, we have set out the following 
strategic objectives that we will be working towards 
as a football club: 

1. INFRASTRUCTURE IMPROVEMENTS 
The Stadium project remains our priority. Finding a 
solution to this problem that has stifled the club for 
decades will be our most important task and one that 
we are working tirelessly on in the background. As 
soon as we are able to update supporters on this, we 
will do. We will also want to continue to push on with 
the training ground development so we can house 
the Academy, as well as develop the opportunities 
our new home brings. 

2. SUSTAINABILITY 
The COVID-19 pandemic has brought into focus the 
need for everyone within the game to look at their 
finances and how we make ourselves sustainable. 
This is a journey that we started at the Club over a 
year ago and all costs continue to be reviewed and all 
incomes need to be maximised. 

3. YOUTH 
We have already seen through the recent fixtures 
effected by COVID-19, that Joey Barton has the 
belief in the players we have training alongside the 
first team, we are developing the younger players, 
bringing them into the first team and giving them 
their opportunity within the game. We hope that we 
can play an exciting and attractive brand of football 
whilst doing this. Players developed within our 
own ranks understand better than anyone what it 

means to represent the Club and we believe this will 
enhance the connection between the fanbase and 
the players. 

4. DEVELOP THE FANBASE 
The support that we have at the Club is undeniable, 
however, if we are to progress then this support 
needs to grow. To grow the fanbase we need 
to be doing all we can to improve the match 
day experience, continue the feedback and 
improvements that we have been making and entice 
the next generation of Rovers fans to attend matches. 

5. COMMUNITY 
This Club is built on Community foundations and that 
has shone through during the challenging times of 
the COVID-19 pandemic - with a strong partnership 
between the Club and the Community Trust to help 
all of those in need. Moving forward, continuing 
and growing these efforts will play a vital part in our 
attempts to be a welcoming and inclusive club for all 
that doesn’t just exist within our community, but plays 
a key role within it. 

6. CONTINUAL IMPROVEMENT 
The challenges that COVID-19 put in front of us, have 
tested the plans we have in place, however, we are 
continuing to build and recruit, with the overall aim 
of continual improvement within every area of the 
club. Whether that is the tone of our emails, or the 
welcome you receive in the shop, everyone within 
the club is being taken on the journey, with the aim 
of being unlocking the potential that this club has on 
and off the field.



Matchday Ticketing 
Supporters wishing to purchase home matchday 
tickets may do so in a variety of ways. 

Online sales are offered online and is available by 
clicking HERE. 

In person ticket sales are available at the Stadium 
Superstore (The Memorial Stadium, Filton Avenue, 
Bristol, BS7 0BF). 

The Club reserves the right to vary arrangements at 
its discretion for individual matches, when as much 
notice as possible will be given. 

When there is availability and security approval, 
tickets will be made available for sale in person at the 
stadium ticket office on the day of the match. These 
are sold from the match day ticket office. 

At least 5% of tickets to each game will be made 
available to non-season ticket holders. 

Visiting Supporter Allocations 
All visiting clubs will be able to make use of our 
covered seating area within the South Stand. 
Additional space will be opened up on the Away 
standing terrace if there is suitable demand to allow 
it. The maximum allocation for a visiting team is 
1,750. 

Matchday Ticket Price Categories 
The 65+ concessionary rate is available in all areas 

of the ground. The senior citizen season ticket 
concessionary rate is available to supporters who 
have reached their 65th birthday before 1 July 2021. 
The under-21 concessionary rate is available in all 
areas of the stadium with the exception of Zone E. 
Anyone between the age of 18 and 20 may apply for a 
concessionary season ticket if they are under the age 
of 21 years on 1st July 2021. 

The under-18 concessionary rate is available in all 
areas of the stadium with the exception of Zone E. A 
child under 18 may apply for a concessionary season 
ticket if they are under the age of 18 years on 1st July 
2021. 

The Club provides an area in the East Stand for the 
exclusive spectator use of family groups with junior 
supporters under 18 years of age (Zone F). A Family 
Group must include at least one under-18 for every 
two adults attending. A child under 18 may apply for 
a concessionary season ticket in this area if they are 
under the age of 18 years on 1st July 2021. 

Please also note that children under 14 are not 
permitted to attend a match at the Memorial Stadium 
unless accompanied by an adult 18 years and over. 

Family Stand 
Reduced priced season tickets are available for 
families, making it affordable to watch football at 
The Memorial Stadium. The Family Stand is a seated, 
covered and elevated space for families to enjoy the 
game together.

TICKETING



Adults (including senior concessions) are not allowed 
onto the Family Stand unless accompanied by a child. 
However, we appreciate that occasions may arise 
when an adult season ticket holder for this area is 
unaccompanied. If this occurs, that person should 
exchange their season ticket for another ticket in an 
alternative area. 

Away Matches 
When the Club’s supporters are allocated tickets for 
away matches, the home club determines the cost 
of these tickets in accordance with the regulations of 
the Competition in which the match is played. Details 
of admission prices and availability for forthcoming 
away matches are published in the match-day 
programme and on the official club website in 
advance of the fixture. 

Returns/Refunds 
The Club’s policy on the return and distribution 
of unwanted match tickets is that we do not offer 
refunds on matchday tickets unless under exceptional 
circumstances, or if the fixture has been rearranged 
and the supporter is unable to attend the new fixture 
date. 

In order to obtain a refund for a rearranged fixture, 
the home match ticket must be returned to the Club’s 
ticket office within seven days of the rescheduling 
announcement (which shall be made on the Club 
website) provided this is still more than seven days 
before the rescheduled date. After this time no 
refunds will be offered on match tickets. 

Tickets that include hospitality are subject to their 
own terms and conditions. 

It is the responsibility of the ticket holder to check 

the date and kick-off time of matches. A refund will 
only be issued on production of identification, and 
the individual requesting the refund is the person to 
whom the home match ticket was originally sold. 

For the avoidance of doubt, the final decision belongs 
to the Ticket Office Manager. 

Season tickets are sold as packages and no part 
of those packages will be accepted by the Club for 
exchange or refund. 

Fixture rearrangements are commonplace during 
a season and are dictated to the Club by the 
EFL, broadcasters and other outside influences. 
Supporters should bear this in mind and check the 
Club website and other communication channels 
regularly for fixture updates. The Club website offers 
a calendar sync option to download fixture on your 
smartphone or tablet device. 

A game may also be postponed due to adverse 
weather conditions and other unforeseen 
circumstances. Please see the section on Abandoned/ 
Postponed matches for full details. 

Issue Of Replacement Cards/Tickets
Lost season ticket cards may be replaced at a charge 
of £15. These will be issued on the day of a match and 
ONLY to the named season ticket holder who MUST 
produce matching photographic identification. This is 
exclusively at the Club’s discretion. 

Forgotten season tickets may be replaced for a 
single game with a paper match ticket at a cost of 
£5 per ticket. The season card will subsequently be 
cancelled for that match and the duplicate ticket, if 
issued, will take precedence. This is exclusively at the 
Club’s discretion and no more than three duplicate 

matchday tickets will be issued in any one season. 

Lost/forgotten/unprinted matchday tickets may be 
replaced at a cost of £1.50 per ticket. The original 
ticket will subsequently be cancelled for that 
match and the duplicate ticket, if issued, will take 
precedence. This is exclusively at the Club’s discretion 
and no more than three duplicate matchday tickets 
will be issued in any one season. 

Abandoned/Postponed Matches
Season card holders will use their smartcards in the 
normal way for any rearranged fixture caused by 
postponement or abandonment of the original match. 
If a match is postponed prior to kick-off season ticket 
holders and match ticket holders are entitled to: 
• Free admission to the rearranged game on 
production of their card or on the production of their 
complete original ticket. 
• Match ticket purchasers may exchange their ticket 
for another home match of the same grade or lower, in 
the same season, subject to availability by calling our 
ticketing team within seven days of the rescheduling 
announcement. 
• A full refund of the value of the seat less any booking 
fee by contacting the Ticket Office, within seven days 
of the rescheduling announcement. (Terms may vary 
for packages or special offers.) 

If the match is abandoned after kick-off and before 
half- time, match ticket purchasers are entitled 
to half-price admission for the rearranged match 
provided that they contact the Ticket Office within 
seven days of the rescheduling announcement. 
(Packages and special offer T&Cs may vary.) If the 
game is abandoned after half-time, no compensation 
will be available.



Visiting Supporters 
The Club abides by EFL regulations governing the 
allocation of tickets to visiting clubs. The Club does 
not charge admission prices to supporters of visiting 
club, which are higher than those charged to our 
own supporters for comparable accommodation. In 
addition, the concessionary rates offered to juveniles 
under the age of sixteen and those who are over sixty- 
five years of age apply to supporters of a visiting club. 

Priority for all-ticket matches (Home and away / 
League & cup) 

Group One 

• Season card holders 
• Helpline Members 
• Supporters Club Share Scheme 
• Executive Box Season Ticket Holders 

Group Two 

On production of respective membership card. 
Maximum one per membership: 
• Supporters Club (on production of membership 
card) 
• Young Pirates (Maximum one per membership). 

Group Three 

Special Match Voucher (only applies for high priority 
games) 

Group Four 

General sale 

Service Standards & Complaints Policy 

Complaints Process: 

As a club, dealing with complaints in a prompt but 
thorough manner is important to us, therefore should 
you wish to make a complaint we will follow this 
process in hearing it. 

1. Complaint made to member of Bristol Rovers Staff 
either in person, over the phone or via email. 
2. Complaint will be acknowledged and if required an 
investigation will take place 
3. Following the investigation a formal response will 
be issued with proposed actions if required. 
4. We hope that at this stage the complaint would 
have been resolved, however should you still not be 
happy with the outcome your complaint can be heard 
directly by our CEO for their input and response. 

Through any complaints processes we aim to learn 
from any feedback that has been given to avoid 
similar issues again in the future, whilst acting 
responsibly and reasonably to address all points 
raised. 

Match Complaints 

Whilst at the stadium, we want all fans and visitors 
to the stadium to have a first class experience, in 
a welcoming, friendly environment, and enjoy a 
fantastic atmosphere. Should this not be the case 
or should there be any issues that you feel need 
addressing, you can follow one of these processes; 

• Anonymous complaints of any discrimination or 
anti social behaviour can be made via our helpline 
advertised on the club website 
• Alternatively, we have a large number of stewards 
on site who are on hand to hear your complaint and 

take the necessary steps to deal with the issue at 
source. 

Any supporters who are not adhering to our Ground 
Regulations and/or are acting anti-socially will be 
approached by the stewards to be reminded of what 
is expected of all visitors to the stadium. Should the 
behaviour persist then the club reserves the right 
to remove the supporter from the stadium, which 
will result in a ban from future matches until we 
are satisfied that incidents will not occur again. Any 
criminal activity will be referred directly to the police. 

Banning/Appeal Process 

If a supporter is removed from the stadium or a ban is 
issued outside of a matchday then their details will be 
obtained and a banning letter will be issued from our 
Safety Officer outlining terms of ban and the options 
to appeal. Formal appeals will be heard by our CEO 
and can be made in writing. Should any formal ban 
be breached then the Police will take over the matter 
with a formal response given within 14 working days.



STADIUM MAP



DISABLED SUPPORTERS INFORMATION
Disabled Tickets 
We offer a system of concessionary ticket prices 
tailored for disabled supporters. Separate designated 
areas are set aside and seats/bays can be purchased 
as a season ticket or on a match-day basis. 

All applicants must register proof of their disability 
in advance with the Club. The Club reserves the right 
to retain 30% of the available space for wheelchairs 
for match-day purchase, including 15% for visiting 
supporters. 

Where the need for personal support has been 
identified the club will admit the personal assistant 
free of charge on the understanding that they are 
providing a service to the disabled supporter to 
enable them to access match day facilities. 

Disabled Policy 
The Club fully supports the principle of equal 
opportunities and opposes all forms of unlawful or 
unfair discrimination on the grounds of disability. 

The Club operates a specific ticketing policy for 
disabled supporters and will ensure that the scheme 
does not discriminate between disabled people with 
differing impairments. 

The Club recognises that not all of its facilities are 
fully accessible to disabled supporters and confirms 
that it is committed to making the necessary 
reasonable adjustments described by the Equality Act 
2010 and its relevant codes of practice to ensure full 
compliance with legislation. 

Definition Of Disabled 
As a fundamental principle the Equality Act 2010 
states that disabled people should not be treated “less 
favourably, without justification” and “reasonable 
adjustments should be made to make goods, facilities 
and services accessible”. 

For purposes of this policy only, the definition of a 
disabled supporter is: - “Any person who, because 
of their disability and impairment, is unable to use 
ordinary stand seating without contravening Health 
and Safety Regulations, Guidelines or Policy or where 
the club has provided a “reasonable adjustment” to 
enable that supporter to attend the venue. Any such 
person will be considered for use of the “designated 
areas” of the stadium in line with the procedures set 
out in this policy”. 

A “reasonable adjustment” in the context should 
include (but is not limited to), the need to use 
a wheelchair bay, the need to bring a “personal 
assistant” for either personal care or safety reasons, 
or use of and auxiliary service. 

A “designated area” is any area (including specific 
seats around the stadium) that the club shall, in its 
sole discretion determine as being available for the 
disabled ticket price. 

A person has a “disability” if he/she has a physical 
or mental impairment, which has a substantial and 
long-term adverse effect on his/her ability to carry 
out normal day-to-day activities. Bristol Rovers 
Football Club reserves the right to request “proof of a 

disability” before issuing any concession. 

Disability Liaison Officer 
Our Disability Liaison Officer is Clare McDonagh. 
Phone: 0117 909 66 48 (Option 1) Email: 
claremcdonagh@bristolrovers.co.uk



Driving to the Mem

Parking At The Stadium 
On non-match days we have over 350 car parking 
spaces available on a first come first served basis. On 
a match day, we have arrangements with local venues 
for parking, with the spaces on site reserved for club 
officials, players, match day staff and access for home 
and away coaches. 

Directions by car 
The Memorial Stadium is located on Filton Avenue, just 
off the Gloucester Road (A38) and is approximately 2 
miles from the centre of Bristol. Memorial Stadium is 
well sign posted with brown and white signs from the 
main motorway junctions on the M32 (from M4) and M5 
(junction 18). 

Railway stations 
The nearest railway station to the stadium is Filton Abbey 
Wood, however, supporters are advised that this station 
is around a 40 minute walk away from the stadium. 

Bus networks 
Getting to the Memorial Stadium by bus has never been 
easier, First Bus have a number of services which stop 
close to the ground and then it’s just a short walk. First 
Group have created a handy guide to planning your trip to 
the Mem via local bus routes 

https://www.firstgroup.com/bristol-bath-and-west/ 
plan-journey/places-interest/bristol-roversfootball-
club

TRAVEL & PARKING



Staff Conduct
Bristol Rovers Football Club staff will conduct 
themselves in a courteous and responsive manner in 
all dealings with supporters. 

The Club has an equality policy that lays out 
its commitment to eliminate all discriminatory 
behaviour. A copy of this policy is attached to this 
Charter. 

The Club recognises its responsibility to the safety 
and well-being of children and young persons 
who participate in the Football in the Community 
scheme’s activities. 

Club Liability 
The Club is not liable for any loss, damage or injury 
sustained or incurred (howsoever arising) by any 
individuals or groups of individuals whilst on Club 
premises. 

Supporter Consultation 
Bristol Rovers Football Club regularly consults with 
its supporters through liaison meetings and through 
meetings with representatives of fans’ organisations. 
This is a requirement under EFL Regulation 118. 

A fan’s forum takes place twice a season where 
supporters can ask questions and discuss important 
issues. These generally follow a club survey to allow 
us to gauge feedback and come up with solutions to 
key issues ahead of the meeting for debate. 

The Club publishes its position on major policy issues 
in the Club programme and on its website at www. 
bristolrovers.co.uk. 

The Club continues to consult with Bristol City 
Council, sponsors, local community organisations 
and other interested parties. 

The Club meets with its neighbours both at the 
Memorial Stadium and our Almondsbury Training 
Ground to discuss matters affecting the area and to 
inform them of forthcoming activities. 

In the event of any proposed changes to Club 
policy, early notice of the proposed changes will be 
published to enable those with concerns to express 
their views before a final decision to change policy is 
made. 

Supporter Code of Conduct / Stadium Etiquette 
Due to the on-going restrictions in place from the 
Covid-19 outbreak, all supporters must not only 
adhere to our ground regulations but also our 
supporters Code of Conduct whilst in the stadium. 
This can be found here and includes additional 
measures to ensure your safety whilst visiting us. The 
club will continue to update and communicate this 
document to reflect the Government Guidelines for 
stadia events.

SUPPORTER SERVICES



Bristol Rovers Community Trust
Originally launched in 1992 as part of the PFA’s 
nationwide Football in the Community initiative to 
encourage children to play football and support their 
local club. 

The Community Trust has evolved, achieving 
charitable status in 2001, six years later coming 
under the governance of the English Football League 
Trust and can now offer projects to people aged from 
4 to over 80 years old. 

Bristol Rovers Community Trust works with a wide 
spectrum of the community offering social inclusion, 
health, education and sports participation projects 
to give people the opportunity of enhancing and 
improving their life choices. We aim to engage 
and inspire people of all ages as well as unite the 
communities in which they live. 

Vision 
Enhancing and elevating life choices though sport 
and community work. 

Mission 
To work with a wide spectrum of the community 
offering projects in four themes of work – sport 
participation, education, health and social inclusion. 

Values 
Selflessness, integrity, objectivity, accountability, 
openness, honesty and leadership. 

To find out more about the work that the Bristol 
Rovers Community Trust undertake, please visit: 
https://www.bristolroverscommunity.org.uk. 

Her Game Too 
At Bristol Rovers we were delighted to be the first 
EFL club to partner with Her Game Too to help tackle 
sexism within the game. 

Her Game Too was founded by 12 passionate 
female football fans; who are committed to growing 
the campaign with the aim of fostering an ethos 
in football in which women are welcomed and 
respected equally. 

Their aims are; 

• Create awareness 
• Educate 
• Research 
• Develop a strong sense of community 
• Create regular content to champion women in 
football (players, staff AND fans) 
• Create strong relationships with clubs 
• Create strong relationships with club trusts and 
communities 
• Have a presence at football grounds and sports 
bars to build a more welcoming environment for 
young girls and women 
• Continue to campaign against sexism in football 
• Continue to campaign against online abuse 

We are delighted to be working with them to tackle 
this issue within the game, if you would like to find 
out more about their work you can visit them at; 
https://www.hergametoo.co.uk/about or follow 
them online at @HerGameToo

CHARITY



Replica kit
All replica strip designs shall have a minimum life 
span of one season. 

Details of the next intended change of kit are 
available from the Club Store or any other authorised 
outlet retailing the strip. 

The Club carries out its obligations under EFL/FA 
regulations to prevent price fixing in relation to the 
sale of replica kit. 

The Club offers refunds on merchandise in 
accordance with its legal obligations. The Club 
undertakes research on the design and number of 
new strips, which in recent times has seen record 
sales. 

Through or recent partnership with The Terrace, the 
shop has been able to offer a wider range of non-
match day items, and will continue to engage with 
the clubs fanbase when it comes to new items for 
development. 

www.brfcdirect.co.uk provides an extensive range 
of official merchandise. You can follow a dedicated 
Twitter account for the Superstore - @BRFC_Shop

CLUB STORE



Hospitality / Catering Facilities
The Memorial Stadium, one of the South West’s most 
prestigious conference/hospitality venues offering a 
unique conference venue for all types of events. 

With 16 Executive Boxes and a Lounge with a match 
day capacity over 150, the club has one of the busiest 
hospitality offerings in the Football League. 

With its central location, less than two miles from 
the M32 we offer excellent facilities for special 
functions and business/networking events in Bristol. 
We look forward to ensuring the events we host 
are enjoyable, memorable and successful. The 
Memorial Stadium is not just a Football Club, we also 
host bespoke events. Whether you are organising a 
Christmas party, conference, funeral wake, special 
event, civil ceremony reception or a wedding 
reception you will find the perfect venue where you 
will find an in house chef who can cater for all your 
needs.

HOSPITALITY, 
CONFERENCE AND 
EVENTS



From time to time you may give us some personal 
details about yourself, such as your email address. 
We store these details on a database where it may be 
used to contact you regarding club offers and news 
that we think you will be interested in. 

Because we value your support, we make these 
promises to ensure that we use your data fairly, 
safely and securely. 

Data Protection / GDPR 
Bristol Rovers FC is committed to a policy of 
protecting the rights and privacy of volunteers, staff 
& customer in accordance with The Data Protection 
Regulation 2018, which regulates the way in which 
all personal data is held and processed. Any breach 
of The Data Protection Regulation 2018 is an offence 
and in that event, disciplinary procedures apply. 

As a matter of good practice, other organisations 
and individuals working with the Club, and who have 
access to personal information, will be expected to 
have read and comply with this policy. 

To operate efficiently Bristol Rovers FC needs to 
collect and use information about the people who 
work or volunteer for the club. This also includes 
past and prospective employees and volunteers and 
others with whom the club communicates.

GDPR



Bristol Rovers FC (BRFC) believes that it is always 
unacceptable for a child, young person or at risk adult 
to experience abuse of any kind and recognises it 
has a responsibility to safeguard the welfare of all 
children, young people and at risk adults through 
a commitment to the development of a culture and 
good practice that protects them.

This policy applies to all staff that work for or on 
behalf of BRFC including Bristol Rovers Community 
Trust, Supporters Club, permanent, casual, 
volunteers and contractors regardless of their role. 
Therefore our child protection policy applies to any 
event at the stadium, training ground or other facility 
a staff member is attending in an official capacity. 

The aims of the BRFC safeguarding policies are to: 

• Develop a positive and proactive approach to 
safeguarding in order to best protect all children, 
young people and at risk adults associated with 
the club who play football or engage in associated 
activities, enabling them to participate and achieve in 
an enjoyable and safe environment. 
• Facilitate the provision of a range of child protection 
and awareness training for staff and volunteers in 
conjunction with, and supported by, The Football 
Association (The FA), the Premier League (PL) 
and in line with guidance from Local Authority 
Designated Officer (LADOs). 
• Demonstrate best practice in the area of 
safeguarding the welfare of all children and young 
people and at risk adults engaged in activities 
delivered and supported by BRFC. 

• Promote ethical work with children, young people 
and at risk adults. 
• Work towards achieving the National Standards 
for Safeguarding and Protecting Children in Sport 
devised by the Child Protection in Sport Unit (CPSU) 
of the NSPCC. 

Where the Club believes, or is informed 
circumstances exist which may harm any child(ren), 
young person(s), or vulnerable adult(s), or poses 
or may pose a risk of harm to them, the Club will 
refer the matter to The FA Case Management Unit 
for investigation and action in accordance with 
the appropriate FA Disciplinary Procedures or, 
if appropriate, to a statutory agency such as the 
Police or Children’s Social Care Team for further 
investigation. 

The Club’s arrangements in fulfilling its commitment 
to safeguarding children, young people and 
vulnerable adults include: 

1. The Senior Safeguarding Manager(s) has overall 
responsibility for safeguarding. The Club Lead 
Safeguarding Officer is responsible for ensuring all 
safeguarding concerns from all areas of BRFC are 
correctly recorded, reported to the Safeguarding 
manager(s) and referred to the appropriate 
agencies. All concerns, allegations or disclosures 
will be SAFEGUARDING referred to the Club Lead 
Safeguarding Officer who will make a decision as to 
the seriousness and nature of the information and 
will refer and report to the appropriate agency. The 
Designated Safeguarding Officers (DSO) are the 
designated people within each area of the Club to 

SAFEGUARDING



provide support and refer matters upwards to the 
Club Lead Safeguarding Officer. The Academy will be 
covered by the Lead Safeguarding Officer. The Head 
of Education will also act as the Deputy Club Lead 
Safeguarding Officer for the Club. The departmental 
safeguarding Officers will act as safeguarding 
champions and provide advice for colleagues who 
have concerns on how to report them correctly. 

2. The Club will put in place responsible recruitment 
processes which will include:- Job descriptions 
which highlight the key responsibilities of the role. 
Statements in job adverts and in job descriptions 
highlighting the Club’s commitment to safeguarding. 
Confirmation of the identity of the applicant with 
original documentation. This will include proof of 
name, address and photo identification. Shortlisting 
and interviewing as appropriate to the role. 
Employment offers subject to: suitable references 
and the relevant Criminal Records Checks (CRCs) 
including checks of the Disclosure and Barring 
Service (DBS) Barred 

3. The Club works with The EFL and The FA to 
develop overarching key principles for safeguarding. 
Specific Football League policies and procedures are 
developed to meet the particular requirements of the 
professional game. 

4. The Club provides in-house training for all staff 
on identifying and reporting concerns in respect of 
safeguarding. 

5. The Club is committed to ongoing safeguarding 
training and development, appropriate to the role of 
the employee and the level of their involvement with 
children, young people and vulnerable adults. 

6. The Club is committed to the sharing of information 

to protect children, young people and vulnerable 
adults, in line with Working Together (2013) and the 
Data Protection Act 1998 

The key principles underpinning this Policy Statement 
are that: 

• The welfare of children and young people (U18) is, 
and must always be, the paramount consideration. 
• All children, young people and at risk adults have 
a right to be protected from abuse regardless of 
their age, gender, disability, culture, language, racial 
heritage, religious belief or sexual identity. 
• All suspicions and allegations of abuse will be taken 
seriously and responded to swiftly and appropriately. 

• Working in partnership with children, young people 
and their parents/carers is an essential element of our 
work. 

The Club is committed to working together with 
Children’s Services Departments, and Local Authority 
Designated Officer (LADOs) in accordance with 
their procedures and in line with the most recent 
HM Government guidance - Working Together to 
Safeguard Children (2013). In addition the Club is 
committed to working together with agencies within 
football to create a safer environment in which all can 
enjoy the game. Lists as appropriate. The taking up of 
two written references. Substantiating qualifications 
e.g. requesting original copies of certificates. An 
induction appropriate to the role. Identification and 
facilitation of training needs. The Club also outlines 
its commitments and requirements to all partner 
organisations and commissioned service providers. 
Raising Awareness 
Ensuring that all staff understand the safeguarding 
philosophy of the Club is of paramount importance. To 

support this, the Club aims to: 

• Establish a network of Designated Safeguarding 
Officers (DSO). 
• Ensure safeguarding is included as part of the 
induction process for new staff. Ensure staff are 
aware of the relevant contacts at the club. 
• Actively encourage staff to upload to My Concern or 
contact their DSO with any welfare concerns. 
• Provide opportunities for staff to update and 
increase their knowledge. 
• Upload to My Concern any concerns or disclosures 
regarding abuse or poor practice at the Club (staff 
without access to report to the LDSO or DSO) 

Any concern or disclosure uploaded or reported will 
be seen by the LDSO and DSO. Any serious issues will 
be referred to the appropriate statutory agency and 
The EFL /FA and the Senior Safeguarding Manager 
will be kept fully informed. Poor practice issues will 
be dealt with by the Club Lead safeguarding officer. 

BRFC prides itself on continually striving for 
excellence both on and off the field. Our aim is to 
ensure that our safeguarding policies and practice 
are interlinked and embedded throughout the Club, 
Academy and Supporters club making BRFC a safe 
and responsible employer and service provider. 

The power and influence a member of staff or 
volunteer has over a child or at risk adult cannot be 
underestimated, and it is therefore vital that staff and 
volunteers recognise their responsibility in ensuring 
that they do not abuse their position of trust. BRFC 
also acknowledges children can suffer at the hands 
of other children and it must be understood that 
the notion of ‘relationship of trust’ applies as much 
to children in their various roles as it does to adults 



involved in football. 

Responding To Allegations Or Suspicions 
It is not the responsibility of anyone within BRFC 
in a paid or unpaid capacity to decide whether or 
not child abuse has taken place. However, there 
is a responsibility to act on any concerns. BRFC 
will assure all staff and volunteers that it will fully 
support and protect anyone who in good faith reports 
his or her concern that a colleague or another is or 
may be abusing a child. Where there is a complaint 
against a member of staff there can be three types of 
investigation: 

1. A criminal investigation led by the police 

2. A child protection investigation led in a multiagency 
approach by the Local Authority 

3. A disciplinary or misconduct investigation led by 
Bristol Rovers, which may also involve The English 
Football League and or The Football Association (role 
dependent) 

The results of the police and child protection 
investigation may well influence the disciplinary 
investigation. 

Managing Concerns 
All allegations of poor practice will be investigated 
by the Club Lead Safeguarding Officer or the line 
manager. The Senior Safeguarding Manager must 
be made aware of the outcome and forwarded the 
appropriate documentation. Disciplinary procedures 
may be initiated by the Head of HR. 

Responsibility For Safeguarding 
As defined by The Children’s Act 1989 and 2004, we 
all have a moral and legal responsibility for the safety 
and welfare of children. Safeguarding Officers will be 

appointed within departments across the club, who 
will take additional responsibility for the safeguarding 
of children and at risk adults. Applications will be 
refused if an individual is considered not to be a fit 
person to work with children or at risk adults.



Equality Policy/Black Lives Matter 
We take our responsibilities to safeguard every 
individual very seriously. We are totally committed 
to: 

• Providing a safe and positive environment for 
every person involved in football or other activities at 
Bristol Rovers Football Club is vital. 

• Creating a safer environment for all visitors, 
participants and staff 

• Encouraging the early reporting of safeguarding 
concerns 

• Dealing with safeguarding issues and concerns 
proportionately and fairly 

• Developing systems to prevent harm to children or 
adults at risk 

If you have a concern about your own safety or 
the safety or welfare of a child or adult at risk 
who engage in Club activities please contact a 
member of our team, who will direct this towards 
the safeguarding officer on duty. Or email 
safeguarding@bristolrovers.co.uk 

Child Protection and Safeguarding Policy 
To view the Club’s Child Protection and Safeguarding 
Policy - please click HERE. 

Safeguarding Adults Policy and Procedures 
To view our Safeguarding Adults Policy and 
Procedures - please click HERE

POLICIES & INFORMATION



Children 
Kooth.com Online 
Mon-Fri 12noon-10pm Sat & Sun 6pm-10pm 

Shout Textline – 85258 24/7 

Young Minds Textline – 85258 24/7 

Samaritans Call 116 123 24/7 

Child Line Call 0800 1111 24/7 

Mind Call 0300 123 3393 Mon-Fri 9am-6pm Text 
86463 

Adult 
Qwell.io Online 

Mon-Fri 12noon-10pm Sat-Sun 6pm-10pm 

Samaritans Call 116 123 24/7 

The Mix (U25) Call 0808 808 4994 4pm-11pm 

Mind Call 0300 123 3393 Mon-Fri 9am-6pm Text 
86463 

Parents looking for support and advice or you are 
worried about a child 
Young Minds 080 802 5544 9am-4pm

Mind Call 0300 123 3393 Mon-Fri 9am-6pm Text 
86463 NSPCC 0808 800 5000 24/7

Female Fans Her Game Too Online (hyper link Report 
| #HerGameToo)

SUPPORT PLATFORMS



Notice: Entry to the Ground is expressly subject 
to acceptance by the visitor of these Ground 
Regulations and the rules and regulations of FIFA, 
UEFA, The Football Association, The Premier League 
and The English Football League (EFL) in respect of 
the relevant competition. The Ground Regulations 
incorporate the Club’s Customer Charter (if any). 
Entry to the Ground shall constitute acceptance of 
the Ground Regulations. 

“Ground” means this football stadium and all 
locations owned, occupied or utilised by the Club. 

“Club” means this football club. 

“Match” means any association football match (or 
any part or aspect of such a match) taking place at 
the Ground. 

“Material” means any audio, visual and/or audiovisual 
material and/or any information or data. 

“Football Authority” means each of The English 
Football League (EFL) League, The Premier League, 
The Football Association, the Football Association of 
Wales, FIFA, UEFA and any other relevant governing 
body of association football 

1. Notwithstanding possession of any ticket the Club, 
any police officer or authorised steward may refuse 
entry to (or eject from) the Ground any person: 

1.1 that fails (or in the Club’s reasonable opinion 
is likely to fail) to comply with these Ground 
Regulations or any reasonable instruction issued 
by a police officer or authorised steward or officer 

of the Club; and/or 

1.2 whose presence within the Ground is, or could 
(in the Club’s reasonable opinion), constitute a 
source of danger, nuisance or annoyance to any 
other person. 

2. On no account will admission be granted to a 
person who is the subject of a current Banning 
Order under the Football Spectators Act 1989 (as 
amended) or has been convicted of ticket touting 
offences under section 166 of the Criminal Justice 
and Public Order Act 1994 (as amended). 

3. The Club excludes to the maximum extent 
permitted by law any liability for loss, injury or 
damage to persons/property in or around the 
Ground. 

4. No guarantees can be given by the Club that a 
Match will take place at a particular time or on a 
particular date and the Club reserves the right to 
reschedule the Match without notice and without any 
liability whatsoever, save only to the extent provided 
pursuant to paragraph 

5. In the event of the postponement or abandonment 
of the Match, refunds (if any) will be made in 
accordance with the Club’s Customer Charter. 
The Club will have no further liability whatsoever, 
including (but not limited to) any indirect or 
consequential loss or damage, such as (but not 
limited to) loss of enjoyment or travel costs. 

GROUND REGULATIONS



GROUND REGULATIONS 
6 All persons seeking entrance to the Ground 
acknowledge the Club’s right to search any person 
entering the Ground and to refuse entry to or eject 
from the Ground any person refusing to submit to 
such a search. 

7. The following articles must not be brought within 
the Ground - knives, fireworks, smoke canisters, 
air-horns, flares, weapons, dangerous or hazardous 
items, laser devices, bottles, glass vessels, cans, 
poles and any article that might be used as a weapon 
and/or compromise public safety and/or illegal 
substances. Any person in possession of such items 
will be refused entry to the Ground. 

8. Further, you may not bring into the Ground: 

8.1 any sponsorship, promotional or marketing 
materials save in respect of official club 
merchandise and/or other football related clothing 
worn in good faith; 

8.2 any flags or banners larger than those 
maximum dimensions permitted by the Club 
from time to time (or, in the absence of such 
stipulations, 2 metres x 1 metre) and/or of an 
offensive nature; 

8.3 nor may you offer (either free or for sale by any 
person) any goods (including literature) of any 
nature, without the express written approval of the 
Club’s management. 

9. The use of threatening behaviour, foul or abusive 
language is strictly forbidden and will result in arrest 
and/or ejection from the Ground. The Club may 
impose a ban for one or more Matches. 

10. Discriminatory abuse, chanting or harassment of 

any kind, including without limitation in relation to 
race, disability, sex, religion, sexual orientation or any 
other protected characteristic under the Equality Act 
2010, is strictly forbidden and will result in arrest and/
or ejection from the Ground. The Club may impose a 
ban for one or more Matches. 

11 The following acts are offences under the Football 
(Offences) Act 1991 (as amended): 

11.1 The throwing of any object within the Ground 
without lawful authority or excuse. 

11.2 The chanting of anything of an indecent or 
racialist nature. 

11.3 The entry onto the playing area or any 
adjacent area to which spectators are not 
generally admitted without lawful authority or 
excuse. Conviction may result in a Banning Order 
being made. 

12. All persons entering the Ground may only occupy 
the seat allocated to them by their ticket and must 
not move from any one part of the Ground to another 
without the express permission or instruction of any 
steward, officer of the Club and/or any police officer. 

13. Nobody may stand in any seating area whilst play 
is in progress, unless the area is a designated safe 
standing area. Persistent standing in seated areas 
(other than designated safe standing areas) whilst 
play is in progress is strictly forbidden and may result 
in ejection from the Ground. 

14. The obstruction of gangways, access ways, exits 
and entrances, stairways and like places is strictly 
forbidden. Nobody entering the Ground shall be 
permitted to climb any structures within the Ground.

 15. EFL stadia are smoke-free and smoking is not 
permitted inside the Ground. 

16. Mobile telephones and other mobile devices are 
permitted within the Ground PROVIDED THAT (i) they 
are used for personal and private use only (which, for 
the avoidance of doubt and by way of example only, 
shall not include the capturing, logging, recording, 
transmitting, playing, issuing, showing, or any other 
communication of any Material for any commercial 
purposes); and (ii) no Material that is captured, 
logged, recorded, transmitted, played, issued, shown 
or otherwise communicated by a mobile telephone or 
other mobile device may be published or otherwise 
made available to any third parties including, without 
limitation, via social networking sites. 

17. Under the Sporting Events (Control of Alcohol 
etc.) Act 1985 (as amended), the following are 
offences for which a person can be arrested by a 
police officer and conviction could result in a Banning 
Order being made: 

17.1 Attempting to enter the Ground or being 
inside the Ground whilst drunk; 

17.2 Being in possession of any intoxicating liquor, 
or bottle, can or other portable container and 
which could cause damage or personal injury, 
when entering the Ground or in a public area of 
the Ground from which the event can be directly 
viewed. 

18. Any individual who has entered any part of 
the Ground designated for the use of any group of 
supporters to which he does not belong may be 
ejected from the Ground either for the purposes of his 
own safety or for any other reason. 



19. Save as set out in paragraph 16 above, no person 
(other than a person who holds an appropriate 
licence) may capture, log, record, transmit, play, 
issue, show or otherwise communicate (by digital 
or other means) any Material in relation to the 
Match, any players or other persons present in the 
Ground and/or the Ground, nor may they bring into 
the Ground or use within the Ground (or provide to, 
facilitate or otherwise assist another person to use 
within the Ground) any equipment or technology 
which is capable of capturing, logging, recording, 
transmitting, playing, issuing, showing or otherwise 
communicating (by digital or other means) any such 
Material. The Club reserves the right to eject you from 
the Ground in circumstances where you breach this 
paragraph 19. 

20. The copyright, database rights and any other 
intellectual property rights in and to all Material that 
you produce at the Ground in relation to the Match, 
any players or other persons present in the Ground 
and/or the Ground (whether produced in breach of 
paragraph 19 above, or pursuant to paragraph 16 
above, or otherwise) is hereby assigned (including 
by way of present assignment of future copyright 
pursuant to section 91 of the Copyright, Designs and 
Patents Act 1988) to the Club and the EFL. You further 
agree (if and whenever required to do so by the Club 
and/or the EFL) to promptly execute all instruments 
and do all things necessary to vest the right, title 
and interest in such rights to the Club and the EFL 
absolutely and with full title guarantee. 

21. No goods (including literature) of any nature may 
be offered either free or for sale by any person within 
the Ground without the express written permission of 
the Club. 

22. Tickets are not transferable and may not be 

offered for sale without the prior written permission 
of the Club or otherwise in accordance with the 
relevant ticket terms and conditions. Any tickets 
that are transferred are transferred subject to these 
Ground Regulations. Any tickets offered for sale may 
be confiscated by any steward, officer of the Club 
or any police officer. The Club reserves the right to 
refuse admission to or eject from the Ground, and/
or “blacklist”, any person who has offered for sale 
or transferred his/her ticket in contravention of 
the relevant ticket terms and conditions (and/or 
the holder of any ticket that has been transferred 
in contravention of the relevant ticket terms and 
conditions). Tickets remain the property of the Club at 
all times. 

23. CCTV cameras are in use around and in the 
Ground. Body worn video cameras recording video 
and/or audio may also be used as appropriate, to 
record images or audio which identifies you as 
an individual, for example to record prohibited 
behaviours as referenced in paragraphs 9 and 10. 
The Club may itself use or pass to the police or any 
Football Authority or other clubs, any recordings for 
use in any proceedings. 

24. At all times whilst present in the Ground, persons 
must comply with any and all instructions of any 
steward or officer of the Club and/or any police 
officer. Failure to comply with any instruction may 
lead to immediate ejection from the Ground. 

25. By entering the Ground, all persons are 
acknowledging that photographic images and/or 
audio, visual and/or audio-visual recordings and/or 
feeds (and/or stills taken therefrom ) may be taken 
of them and may also be used, by way of example 
and without limitation, in televised coverage of the 
game and/or for promotional, training, editorial or 

marketing purposes by the Club, the EFL or others 
(including commercial partners and accredited media 
organisations) and entry into the Ground constitutes 
your acknowledgement of such use. You further 
acknowledge that photographic images and/or audio, 
visual and/or audio-visual recordings and/or feeds 
(and/or stills taken therefrom) may be used (by the 
Club or by a third party, such as a law enforcement 
body) to identify you as an individual, where 
permitted by data protection laws, for the purposes of 
preventing or detecting crime, or any breach of these 
Ground Regulations. Information about the Club’s use 
of your personal data will be brought to your attention 
by the Club (see for example any applicable privacy 
policy, signage and/ or other forms of announcement 
in or around the ground). For further information 
please contact the Club. 

26. All ticket holders agree that the Matches for 
which the tickets have been purchased are public, 
and that their appearance and actions inside and in 
the perimeter of the Ground where a Match occurs 
are public in nature, and that they shall have no 
expectation of privacy with regard to their actions or 
conduct at Matches. 

27. Further to paragraph 25, if such person is under 
18 years of age, the parent, guardian, or responsible 
adult who is accompanying them into the Ground shall 
be deemed to have provided consent on their behalf. 

28. Refused entry to (or ejection from) the Ground 
may lead to further action by the Club including, but 
not limited to, the withdrawal of any season ticket 
(without reimbursement), Club Membership and 
other benefits. 

Published by the EFL.



Administration
David Sams, Club Secretary
Phone: 0117 909 66 48 (Option 3)
Email: davidsams@bristolrovers.co.uk

Ticketing
Clare McDonagh, Ticket Office & SLO 
Phone: 0117 909 66 48 (Option 1)
Email: claremcdonagh@bristolrovers.co.uk

Finance
Nick Reed, Head of Finance
Phone: 0117 909 66 48 (Option 2)
Email: nickreed@bristolrovers.co.uk

Hospitality & Events
Lucy Husband, Hospitality & Events Manager
Phone: 0117 909 66 48 (Option 4)
Email: lucyhusband@bristolrovers.co.uk
 
Bar
Simon Bown, Bar Manager
Phone: 0117 909 66 48 (Option 6)
Email: simonbown@bristorovers.co.uk

Media
Andy Downie, Head of Media
Phone: 0117 909 66 48 (Option 8)
Email: andydownie@bristolrovers.co.uk

Commercial / Sales
David Bright, Head of Sales
Email: davidbright@bristolrovers.co.uk

Stadium & Training Ground
David Fear, Facilities Manager
Email: davidfear@bristolrovers.co.uk

Retail
Pete Weymouth, Shop Supervisor
Email: peteweymouth@bristolrovers.co.uk

General enquiries
Email: info@bristolrovers.co.uk
Office Hours 
Monday to Friday (9.00 am - 5.00 pm)

Supporter Liaison
Our Supporter Liaison is Clare McDonagh.
Phone: 0117 909 66 48 (Option 1)
Email: claremcdonagh@bristolrovers.co.uk
If Clare can’t answer any questions you may have 
please direct your email to the appropriate member of 
staff. 

We will endeavour to respond to any queries within 
five working days for comment/response. If it is not 
possible to provide a full response to the issue raised 
within that time, an acknowledgement will be sent 
and a detailed reply will follow within 21 working 
days of receipt of the original communication. We will 
attempt to resolve all justifiable complaints within 
28 working days. If, however, this cannot be done 
we promise to keep the complainant updated on the  
progress of the complaint.

The complainant does have the option of taking the  
complaint to the Independent Football Ombudsman.

If you are dissatisfied with the progress or way their  
complaint has been dealt with please contact The 
Independent Football Commission. 

Further details about the Independent Football 
Commission can be found at www.theifo.co.uk.

Details of all complaints are recorded and information 
will  be provided to the Independent Football 
Commission as part  of the reporting process.

CLUB CONTACTS



BRISTOL ROVERS FOOTBALL CLUB 2021/22
THE MEMORIAL STADIUM,

FILTON AVENUE,
BRISTOL,
BS7 0BF.

TEL: 0117 9096648.
VAT NUMBER:  927 5881 80


