SUPPORTERLIAISON OFFICER
WEBINAR

Tuesday 18 November 2025




AGENDA

1) Introduction & SLO Landscape 2025/26
2) Key EFL Updates

« Supporters Survey
« Fan Engagement (Regulation 128)
* [FO Update

3) Guest Speaker Section

 Introduction to 'SQUAD Hub’ — Martin Kennedy, EFL Security & Operations
Consultant

« Home matchday responsibilities and maximising fan engagement
opportunities — Kaylene Isherwood, Cheltenham Town

4) What to look out for!




Data accurate as of start of 2025/26

SLO LANDSCAPE

« Experience & Employment

« 35% of SLOs are within their first couple of seasons in the role
« Significant decrease in newly appointed SLOs this season
«  21% of SLOs are not employed in another role and focus solely on their SLO responsibilities.
« Over half of Clubs do not have any assistant SLOs or SLO teams that may operate on matchdays or otherwise.

« Matchdays

« Over half of SLOs split their time with another role on matchdays
« 79% of SLOs attend away matches
« 28% attend all of them

* Roles and Responsibilities

« Home Matchday Fan Engagement (94%)
« Organising Club Supporter Engagement Activity (92%)
« Matters Related to Safety/Security (80%)




SUPPORTERS SURVEY 2025/26

@ <

Why does the EFL conduct Supporters Surveys?

«  Benefits for Clubs/EFL
« Monitoring changes across the football landscape

What is new for 20267

« Club engagement, ownership and supporter consultation

« Matchday experience, best away grounds for accommodation
and atmosphere

« Use of technology to assist match officials
« Sustainability and other policy areas

Club Reports & Timescales

« December — Club Data & Dashboards
« February 2026 - Full Supporters Survey Report

>




FAN ENGAGEMENT (R128)
ACTIVITY

Independent
« R128 Engagement Plan requirements FOOtba"
 IREF Licensing Conditions Reglﬂator

» 'Relevant Matters’ defined as;
» Strategic direction and objectives;
* Business priorities;
» Operational and match-day issues;
« Club’s heritage;
» Further/ongoing fan engagement

» Principles vs Targets Approach

+ Provisional/Full License Pathway

o Current IREF Consultation & Timescales

o<




INDEPENDENT FOOTBALL
OMBUDSMAN (IFO)

Annual Report 2024/25

 Figures/breakdown of issues
« Case study samples

Key themes

« Ticketing issues, memberships
« Sanctions/bans
« Stewarding interactions

Charter/Complaints Guidance

Chief Ombudsman Kevin Grix

IFO

THE INDEPENDENT
FOOTBALL OMBUDSMAMN




INTRODUCTION
TO ‘SQUAD' HUB

Martin Kennedy, EFL

Security and Operations
Consultant
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®
Stewardship
Quality and
Development




Squad Hub Overview

The Premier League & EFL are investing £2.3m into
steward’s training & development

Squad Hub is a learning platform for football
stewards at all PL, EFL National League, WSL Clubs

The learning modules provide CPD content for
stewards with existing qualifications (i.e. Spectator
Safety L2, L3 & L4 qualifications).

The learning content will support new stewards who
are undertaking their qualifications.

SLOs identified as a key stakeholder in the project
given their engagement with stewards and fans.




So why SQUAD?

Post Covid era highlighted a number of
iIssues for clubs which included:

Depleted In house stewarding teams.

* Increased demand for Agency supplied
staff.

* Inconsistent standards of training and
training delivery.

* Industry surveys by EFL, SGSA and
others highlighted the need for
structural reform.



The project aims:

* Toraise the profile of stewarding and safety
management in football.

* To create professional pathways for everyone
involved in stewarding.

* To provide quality training which supports staff
engagement.

* To support fan experience through confidence in
safety management and improved customer
experience.

* To create a national database for stewards.

* Toraise standards within the supply chain providing
services to football.




How will SQUAD support
Stewards and Clubs?

Stewards will be able to upload their Stewarding
gualification and other certificates in one place.

Stewards will be able to keep their skills and
training up to date by completing CPD learning.

Stewards will be able to share their evidence of
training with other employers (subject to all
employment checks).

Enable clubs to evidence their due diligence in
respect of safety operations.




In Summary

SQUAD will :
* Belaunched inJanuary 2026 to all EFL, PL and WSL clubs.

* Provide a platform for stewards to maintain and build upon their skills and training.
* Drive standards and consistency in stewarding at a local and national level.

* Provide clubs with the ability to demonstrate due diligence in terms of their stewarding
operation.

* Professionalise and improve perceptions of the role of a steward.

 Develop further over the coming years in terms of the learning content being offered by
SQUAD and individual clubs, the creation of a national database, and engagement with the
wider stewarding industry.



Questions?
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RESPONSIBILITIES &
ENGAGEMENT
KAYLENE ISHERWOOD, SLO

CHELTENHAM TOWN

MATCHDAY



GCheltenham Town

Engaging with Supporters on Matchdays
& Through Drop-In Sessions

Y




SLO Team

e Combined SLD/DLO Team
* Three volunteers on matchdays

* Volunteers from Supporters Trust (Robins Trust) step in when
short-staffed

* Answer questions, provide assistance and engage with supporters

Y



Matchday Schedule - 3pm Fixture

* 12:00pm — Check stadium over

e 1:00pm — Setup welcome point and fan hub area

e 1:15pm — Volunteers arrive

 1:30pm — Start helping supporters into stadium / answering ?s
* 2:00pm — Hand out teamsheets

» 2:45pm — Help with supporter displays / flag bearers

e 2:50pm — Volunteers finish

* 3:45pm — Check in with volunteers and supporters



Matchday Areas

Outside of Ticket Office New Fan Hub — Former Club Shop Kiosk

* Use old programme seller stand to In Concourse

create more visible info point * Used by SLO Team, supporter groups

+ Located next to accessible gate where ~ 2nd Shadow Board on rota basis

we can help supporters into stadium ¢ Supporters have place to go if any

. Meeting point for taking supporters issues or want to chat to someone

pitchside before match e Suggestion box for Shadow Board on

» Step in to help manage Ticket Office display

gueue and problems that arise * Opportunity to organise mini drop-in
sessions



Concourse

IN

New Fan Hub

JOUT i

Ticket Office

Outside of Ticket Office



Liaising with Safety Team

* Work closely with Safety Officer and Stewards

* Help us support access requirements and special
requests

* New steward dedicated for Family Stand

* Matchday Safeguarding Officer supports activities
for young supporters on matchday (flag bearers)

* Together have improved relationship with
atmosphere group




Fan Engagement on Matchdays

* Give out free teamsheets since Club no longer produce programme
e Chat with supporters before kick-off and at half-time

» Ask for feedback, and more and more supporters reach out directly
on the day if there are any issues they notice or experience

* Help other Club volunteers and supporter groups with matchday
activities



* Run sessions throughout season on matchdays and non-matchdays
 Sessions before Fans Forums have been most well-attended

* Follow up with supporters afterward and keep them up-to-date on
areas they showed an interest in

* Brought forward changes based on input, including new bicycle rack
and baby change units

* Improved engagement with supporter groups
* Helped get younger supporters to attend Fans Forums



» “| feel that these sessions have been very successful and productive... They’ve
helped us all have a deeper understanding of all different supporters’ ideas,
points of view, experiences on matchdays, concerns, queries, etc with feedback
from those who attended and supporters who got involved via social media.”

* “I would highly recommend fans to get involved with these sessions with the
success of previous meetings, especially with points discussed over the course of
meetings having been introduced around the Club.”

J



Kaylene Isherwood
Supporter Liaison Officer
Cheltenham Town

Email | slo@ctfc.com
X | @CTFC_SLO
FB | @Cheltenham Town SLO




WHAT TO LOOK OUT FOR!

Key PR Dates
FAMILY EXCELLENCE SCHEME

- First Visit Reports Christmas in the Community (8-23

December)
 Benchmarking

« Additional Guidance — January Calls EFL Community Weekends (24 — 31

January)
SLO NEWSLETTER Rainbow Ball (20 Feb — 1 March)
«  42% open-rate on September edition Level Playing Field Unite for Access (28
« Featured a range of Clubs including Accrington Stanley Feb — 15 March)

‘'SWANS' and Shrewsbury Town’s summer renovations

« Content required for December edition! Send to International Women’s Day (8 March)

dtebbutt@efl.com



mailto:dtebbutt@efl.com

EFL x PANINI
HGOTGOTNEED

EFL x PANINI LAUNCH EVENT

Wednesday 19 November,
National Football Museum

Collection officially launched
publicly on 20 November

Digital & Physical promo assets

Contact EFL Commercial

PANINI

OFFICIAL LICENSEE

L 2025/26 ALBUM +
PA

A OFFICIAL STICKER

COLLECTION IINISTDE]
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FSA AWARDS 2025

« Supporter Engagement Award

« Bristol City
« West Bromwich Albion

 Supporter Services Award

« Hamilton Mattock — Harrogate Town
« Chloe Tong - QPR
« Roger Groves — Shrewsbury Town

Awards Ceremony, Monday 1 December

GOOD LUCK TO ALL NOMINEES!




THANK YOU
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