Drumchapel United Customer Charter
Drumchapel United Football Club are immensely proud of our support and are committed to working closely with our supporters and the community to further all our football ambitions using our One Team, One Family, One Community.

1. Ticket Policy
Ticket information, including pricing, will be updated on our official social media channels.

The club continues to strive for wider access to matches by offering a range of ticket prices both in terms of match day and season tickets.

Concessionary tickets are available to supporters under 16, senior citizens (over 65), and disabled fans.

2. Away Matches
The allocation of tickets priority for away games will be announced when allocations are known.

In most circumstances priority will be given to season ticket holders first, followed by those who have been enrolled within the club’s official supporters club.

Decisions will be based on the opponents, the profile of the fixture and the allocation of tickets that are received. Information will be conveyed to supporters via the club’s website, social media and matchday announcements.

3. Cup Fixtures
Tickets for cup matches are priced dependant on the opponents, the profile of the fixture and the competition. Ticket priority for home games will start with season ticket holders and then be open for general sale.

4. Abandoned matches
In the unlikely event that a match must be abandoned for whatever reason, the following club policy will apply:

If a league match is postponed prior to spectators being admitted to the ground, tickets for the original date will be valid for the rearranged game. Anyone unable to attend on the rearranged date can obtain a full refund from where they purchased their tickets, all applications for refunds must be received by 12:00 noon the day prior to the rearranged game.

If a match is postponed after spectators have been admitted to the ground but before the match has kicked off, ticket holders and any spectators having entered the ground will be offered free admission to the rearranged game.

If a league match kicks off but is abandoned before the commencement of the second half, spectators in attendance will be offered admission to the rearranged fixture for 50% of the admission price they have paid to the rearranged game.

If a cup match kicks off but is abandoned before the commencement of the second half, the club will endeavour to provide spectators in attendance with the opportunity to purchase tickets for the rearranged fixture at 50% of the admission price they paid to attend the original fixture. This will be subject to agreement of the opposing team and fulfilling the requirements of the official bodies governing the competition.

5. Away Support
A maximum of 200 tickets will be made available to visiting supporters.

Admission prices for visiting supporters will be no higher than those prices charged to the home supporters, this policy also extend to all concessions.

The club abides by the football league rules and other official bodies governing the allocation of tickets to visiting supporters.

6. Disabled policy
Drumchapel United football club fully supports the principle of equal opportunities and opposes all forms of unlawful or unfair discrimination on the grounds of disability.

The club recognises that not all of our facilities are fully accessible to disabled customers and is committed to making the necessary reasonable adjustments described in the disability discrimination act and its relevant codes of practice to ensure full compliance of the legislation.

7. Definition of disability
As a fundamental principle the disability discrimination act states that disabled people should not be treated “less favourably, without justification” and “reasonable adjustments should be made to make facilities and services accessible”.

Drumchapel United Football Club aim to comply with both the provisions and spirit of the Act.

For the purpose of the policy only, the definition of a disabled supporter is:- “Any person who, because of there disability or impairment, is unable to use a standard space within the spectator area without contravening health and safety regulations, guidelines or policy where the club has provided a “reasonable adjustment” to enable the supporter to attend the venue. Any such person will be considered for use of the “designated area” of the spectator area in line with procedures set out in this policy.

A” designated area” is any area that the club shall, in its sole discretion determine as being available for the disabled concessionary ticket price.

A person has a “disability” if they have a physical or mental impairment which has substantial and long-term adverse effect on them able to carry out normal day to day activities.

Drumchapel United Football Club reserves the right to request” proof of disability” before issuing any concession.

Such proof shall include:
· Receipt of the middle or higher rate of disability living allowance
· Receipt of either severe disability or attendance allowance
· A personal letter from your GP
· Receipt of an orange/blue badge will not be considered proof of disability

8. Facilities for supporters using wheelchairs
The club has the following spaces available for wheelchair supporters and, if required a personal assistant:

· Three spaces in front of the snack van for wheelchair users and assistant
· Two disabled toilets – within the Donald Dewar Centre
· Five carparking spaces are allocated in the carpark
· A steward to look after disabled supporters
It is the club policy that one assistant with any disabled person using a wheelchair receives their admission to the ground free of charge. The wheelchair supporter is required to pay the normal concessionary admission price for that particular game. Season tickets will be available for both the wheelchair supporter and there assistant.
In conjunction with the proof of disability (as previously mentioned) this concession will only be available to those supporters who meet the criteria described below:
· Wheelchair using supporters must be largely confined to a wheelchair, or not capable of walking a distance further than required to reasonably and safely access any other part of the ground.
· Wheelchair using supporters should ideally be accompanied by and assistant who is capable of supporting the disabled persons needs in the event of an emergency. For this reason, the club strongly recommend that a person is sixteen years of or over and not be infirm

9. Facilities for supporters with ambulatory disabilities 
The club recognise that there are considerable numbers of people in our community who use wheelchairs mainly for outdoor mobility purposes but are not necessarily confined to a wheelchair. There also many people suffering from severe walking difficulties and may wish to watch a match.

For the purpose of this policy and the administration of the concessionary ticketing policy both categories of people ‘ambulatory disabled supporters’ and those supporters with ambulatory disabilities of a severe nature will qualify for the concession tickets.

Eligibility will be dependent on providing proof of disability as described previously or will be decide on individual merit.



10. Supporters with infirmities
Supporters with physically restricting medical conditions can sometimes have difficulty reaching some areas within the ground, our stewards will be there to assist them.

11. Supporters with learning difficulties
Supporters with learning difficulties can normally be accommodated in any part of the ground, however if for whatever reason any such supporter feels that it is unsuitable for them, our stewards will find them the best place and will receive the appropriate concession. Tickets should be arranged in advance through the club’s social media platforms or by emailing drumchapelunitedfc@gmail.com

12. Disabled Other
Match day catering for disabled supporters is provided at the snack van located behind the wheelchair area. The club stewards have been instructed to assist supporters who need help getting refreshments if required.

13. Consultation and Information
The club consults supporters on a regular basis through supporter forums and meetings with trustees and the board of Drumchapel United.

The club publicises its position on major policies through our social media platforms, emails to club database and club website.

The club also provides press releases to the local media on all key issues affecting the club.

The club has and continues to develop ways to consult with our community, sponsors, local authority, other stakeholders and interested parties.

The club gives at the earliest possible notice to any changes to its ticketing policy and the reasons for any changes.


14. Merchandise
The club shop is based inside the Kinfauns Centre, 436 Kinfauns Drive, G15 7NE, days of operation are Monday and Thursday nights 5-8pm, We will also provide a pop up shop occasionally on match days.

Online ordering is also possible for collection and delivery at www.drumchapel-united-football-ltd.site or on the clubs website at www.drumchapelunitedfc.co.uk 

The club carries out its obligations under football league regulations to prevent price fixing in relation to the sale of the club’s replica strips.

The club offers refunds on merchandise in accordance with its legal obligations




15. Community programme
Aims and objectives of the scheme are as follows:
· To encourage more people (especially children) to play football
· To encourage more people (especially children) to watch football
· To promote closer links between our senior teams and the community
· To encourage more people to become interested in supporting their local club
· To maximise community facilities and their community usage at football clubs
Where appropriate, the club projects are encouraged to provide temporary and/or gainful employment/volunteer or training opportunities for unemployed people within the community.

16. Staff and volunteer anti-discrimination policy 
Drumchapel United Football Club is committed to confront and eliminate discrimination whether by reason of sex, sexual orientation, race, nationality, ethnic origin, colour, religion or disability.

Drumchapel United Football Club is an equal opportunities and fair pay employer through national living wage. We are committed to equal opportunity within our own organisation and to encourage similar commitment from every other organisation or individual acting within the game.

Equality of opportunity at Drumchapel United Football Club means that in none of our activities will we discriminate against, or in any way treat less favourably, any person on the grounds of sex, sexual orientation, race, nationality, ethnic origin, colour, religion or disability.

This includes:
· The advertisement of vacancies 
· The selection of candidates for employment or promotion
· Pay and employment conditions
· Job location and working environment
· Internal training and development activities
· External education activities and awards
· Football development activities
· Selection for representative teams
· Appointments to honorary positions

Drumchapel United Football Club will not tolerate and sexual or racially harassment or any other discriminatory behaviour, whether physical or verbal and we will work to ensure that such behaviour is met with appropriate disciplinary action in whatever context it occurs.
Drumchapel United Football Club supports the Scottish Football Association and partners in its commitment to develop a programme of ongoing training and awareness raising events and activities in person and online to promote the eradication of discrimination.

17. Customer Service
Drumchapel United Football Club will acknowledge any email sent into the club within five working days.

However, every endeavour will be made to address any concern raised by a supporter or any member of our community at the initial point of contact.

The club will respond by telephone or email, depending on the most appropriate means. If someone requires a written response, one shall be provided.


18. Ways to get in contact 
· Email drumchapelunitedfc@gmail.com
· Website www.drumchapelunitedfc.co.uk
· X @Drumchapel U
· Contact number 07497641374
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