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‘Your City.....Your Club’ 
"A financially sustainable community-focused football club playing at 

the highest level possible in the English Non-league pyramid" 
 
 

Introduction 
 
Chelmsford City FC ('Club') is a club collectively created, owned and run by its fans under a company 
limited by guarantee called The Supporters of Chelmsford City FC Limited ('Club'). In everything we 
do, we strive to provide the very best football club we can, recognising that were it not for our fans 
we would not be here - and without them, there would be no point being here anyway. As fans 
ourselves we extend a welcome to all our visitors, which we hope is reciprocated when we visit other 
clubs. Opposition fans will have a different view of the match and hope for a different result, but both 
sets of supporters are united as football fans that have made sacrifices to support their clubs, and the 
commitment of all fans is recognised by the Club. 
 

Our Mission 
 
The board of directors of the Club are fully committed to building the long-term future of the Club as 
a strong social business entity and a key part of the Chelmsford City and the surrounding areas 
community. We will work with the supporters, local businesses, the local City and parish councils,  
community, educational institutions and all other interested parties to achieve a secure and 
sustainable future for the Club that provides both pride and tangible benefits to its communities. 
 
We will strengthen the bonds between the Club and the community and will liaise with, cooperate 
with and support other clubs, organisations and trusts for mutual benefit. 
 
We will maintain at all times a transparent and democratic organisation with respectable, moral, 
ethical and equal opportunity policies. 

 
Our Philosophy 
 
Our overall philosophy is that criticism is the engine of improvement. We therefore try to encourage 
criticism of our business by customers. Chelmsford City FC people, journalists and our relatives for 
example. It can be a painful process, but there are many parts in our business and we need to avoid 
the-bad-news-does-not-travel-upwards issue which brings down many successful companies 
eventually. 

 
Customer Services 
 
The Chairman, Trevor Smith, is the Club's principal customer services contact. He can generally be 
contacted Monday to Friday between 10.00 am and 4.00 pm at:  
 
Chelmsford City FC, Melbourne Community Stadium, Salerno Way, Chelmsford, Essex City, CM1 2EH 
Email: enquiries@chelmsfordcityfc.com 
Telephone: 01245 290959 
 
Should he not be available at the time of your call, he or a member of our staff will get back to you 
the same day. 
 
We welcome feedback, both positive and negative, on all aspects of what we do. Comments can be 
made by phoning the above number during normal weekday office hours, in writing to the Club at the 
above address, or by email to info@chelmsfordcityfc.com. If you wish to make a formal complaint 
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about any issue, then it must be by post or by email; we will acknowledge your complaint within 5 
working days, by the same means as you contact us unless you ask us to do otherwise. That 
acknowledgement will tell you what we will do next, and may ask for further information to help us 
get to the bottom of things as quickly as possible. We will endeavour to respond to complaints in full 
within 10 working days of the acknowledgement (i.e. within 15 days of your initial contact); if there 
are reasons why this timescale cannot be met, such as staff absence, we will inform you of a revised 
timescale; in all cases, we will send you a formal response within 20 working days of the initial 
contact.  
 
Any complaint received will be recorded in a register held by the Club and, if required, will be 
forwarded to the relevant football authority together with a report of the investigation into the 
complaint. It is hoped and expected that any complaints received by the Club about customer service 
can be resolved to the complainant's satisfaction - and the Club will make every effort to do so. If a 
supporter is not satisfied by the Club's response to a complaint, they may contact: 
 
The Football Conference, 
Third Floor, Wellington House, 31-34 Waterloo Street, Birmingham, B2 5TJ 
Telephone 0121 214 1950 
 
As a club, we would also be happy for the matter to be referred to the Football Supporters' 
Federation and/or Supporters Direct, but only with the complainant's permission. 
 

Staff Conduct 
 
All staff, both employees and volunteers, will endeavour to be courteous and helpful to supporters 
and customers at all times, offering them the best service and information available at the given time. 
Our Club is built on, and depends on, the support of volunteers, all of whom are fans who sacrifice 
their time to help the Club. This makes the Club what it is and what we enjoy and love. We endeavour 
to ensure that these volunteers represent the Club and help their fellow fans as professionally as 
possible, but we ask all our supporters and visitors to respect their commitment and to understand 
that at any given time, despite our best efforts, not every volunteer will have the answer to every 
query. 
 

Equal Opportunities 
 
We respect and value the diversity that exists in our communities and are committed to challenging 
attitudes that promote discrimination. The Club is an equal opportunities employer and has a staff 
equal opportunities policy: in pursuit of our aims and objectives, we will not discriminate against, or in 
any way treat less favourably, any person on the grounds of gender, ethnicity, disability, sexual 
identity, or political or religious belief. 
 
The Club will not tolerate any discriminatory behaviour on these grounds, whether physical or verbal, 
by its own employees, volunteers or fans, or by visitors, in the vicinity of the stadium. Whenever such 
behaviour is brought to the Club's attention, the Club will act robustly in taking appropriate 
disciplinary action. 
 

No Smoking Policy 
 

Purpose of No Smoking Policy 
 
This policy has been developed to protect all employees, supporters, service users, customers and 
visitors from exposure to second-hand smoke. Exposure to second-hand smoke, also known as 
passive smoking, increases the risk of lung cancer, heart disease and other illnesses. Ventilation or 
separating smokers and non-smokers within the same airspace does not completely stop potentially 
dangerous exposure. 
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It is the policy of the Club that ALL of our workplaces, internal or external, are smoke-free and all 
employees have a right to work in a smoke-free environment, this includes all areas except the 
designated areas of Melbourne Community Stadium. 
 
Smoking is prohibited apart from the designated areas throughout the entire stadium, internal or 
external, with no exceptions. This policy applies to all employees, supporters, consultants, 
contractors, customers or members and visitors. 
 
Overall responsibility for policy implementation and review rests with the Safety Officer of the Club. 
All staff and visitors are obliged to adhere to, and facilitate the implementation of the policy. The 
person named above shall inform all existing employees, consultants and contractors of the policy 
and their role in the implementation and monitoring of the policy. They will also have to give all new 
personnel a copy of the policy on recruitment/induction. Appropriate “No Smoking” signs will be 
clearly displayed at the entrances to and within the premises. The policy shall also be made publicly 
available via the Club's official website and be included within the Club's Health and Safety 
Procedures Manual. 
 

Safeguarding 
 
All children and vulnerable adults are valued guests of the Club, and the Club takes its responsibilities 
to them seriously. All Club staff and volunteers involved in work with young people will have been 
approved for that work following all the necessary checks, and will have been selected for that work 
following a rigorous interview in which their competence for their role has been demonstrated. 
 

Supporter Engagement, Communication and Consultation 
 
The Board of Directors are all members of the Club and can be appointed by the board of directors 
under the Club's Memorandum and Articles. Regular communications take place and these include: 
 

 Regular meetings of the Football Club Members to consider matters of interest to the 
members and to obtain their feedback on relevant issues. 

 A formal annual general meeting at which the annual report and accounts are presented. 

 Ad hoc exercises, such as a survey on the design of the next kit. 

 The Junior Clarets - special forum for younger members who are an integral part of the Club; 
membership is for fans under the age of 12 and their involvement and engagement is seen as 
key to building for the Club’s future. 

 Regular meetings and social activities are arranged and targeted at specific age groups. 

 Regular meetings and social activities are arranged with and by the Chelmsford City 
Supporters' Club.  

 Regular meetings are held with volunteers who undertake a wide range of duties within the 
Club. These meetings provide an opportunity to provide information to the volunteers and 
also act as a means of seeking their views.  

 Informally - directors are available and visible on match days for fans to offer their views. 
 
In addition to the above, the Club communicates with fans on match days when circumstances 
require, and also through its official website, the match day programme, Twitter, Facebook and other 
social media channels. 
 

Ticketing 
 
We hope that the Club's detailed ticketing policy, as set out on the ticketing section of the official 
website, will answer the great majority of queries relating to season tickets. For matches which are 
arranged at short notice or are all-ticket, the Club will publicise the arrangements for buying tickets 
on the Club’s official website, the local press, Twitter, Facebook and other social media channels. 
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Entitlement to tickets for home Cup and playoff games 
 
Football Club Members and Season ticket holders will be allocated, on application, one ticket only for 
each home Cup or playoff game, that is designated as being an all ticket game at the price advertised, 
provided the application received is in accordance with advertised instructions published on the 
official website, in the match day programme and/or in the local press. Twitter, Facebook and other 
social media channels Where possible, season ticket holders will be allocated their usual seat or 
terrace. Football Club Members and Season ticket holders will, where possible, be given time to make 
preferential applications before all remaining tickets go on general sale. Subsequently, tickets will be 
available on a first-come, first-served basis, except that the Club reserves the right to retain some 
tickets for allocation to playing staff. 

 
Entitlement to preference for tickets to away games 
 
When we are asked to sell tickets for an away game that is designated as being an all ticket game, 
Football Club Members and Season ticket holders will be given preference on applications at the rate 
of one per season ticket unless agreed otherwise where possible, but no guarantee of allocation can 
be given in cases where the number of applications from season ticket holders exceeds the number of 
tickets issued to the Club by the home team. The Club reserves the right to set aside some such away 
tickets for players. When we are selling tickets to a restricted access away game, full details will be 
published on the official website, in the match day programme and/or in the local press, Twitter, 
Facebook and other social media channels. 
 

Sale of Season Tickets 
 
The ticket is valid for Football Conference South League fixtures and any home Reserve matches 
specified for the season showing on the face of the season ticket.  The conditions of purchase are: 
 

 The person named on the ticket must present the ticket at the appropriate turnstile. 
 The ticket is not transferable. 
 The ticket guarantees the holder the right to purchase a ticket in the event of any all-ticket 

home Cup ties and Paly-Off games. It should be noted that FA and League regulations state 
that all season ticket holders must pay full admission for these ties. 

 In the event of lost tickets the Club will charge a £10.00 administration fee a replacement 
ticket. 
 

Refunds on season tickets 
 
Refunds on season tickets will not normally be made. Refunds on tickets for specific matches will be 
at the discretion of the Club. 
 

Away fans 
 
The Club abides by Football League and Football Association and Football Conference regulations 
governing the allocation and pricing of tickets to visiting clubs. The Club will not charge admission 
prices to supporters of a visiting club which are higher than those charged to our own supporters for 
comparable accommodation. Concessionary rates offered to our own supporters who are over 65, 
students or under 16 also apply to supporters of a visiting club. We reserve the right to charge normal 
adult match day admission prices in the absence of proof of qualifying for a concessionary rate. 
 

Disabled fans 
 
Disabled fans pay the normal ticket price for the area of the ground where they will be 
accommodated, depending on their age. A qualified carer accompanying a disabled fan will be 
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admitted to the stadium free of charge. Further information on disabled access may be obtained from 
the Club office.  
 

Melbourne Community Stadium 
 
It should be noted that the Club are currently tenants of Chelmsford City Council and have a long-
term lease for the use of the Chelmsford Sport and Athletics Centre for the purposes of Association 
Football. For the purposes of playing of football, Chelmsford City Council have allowed the Club to 
designate the Stadium area to be called ‘Melbourne Community Stadium’. 
 
The ground is covered by legislation governing sports grounds and is licensed under the Football 
Spectators Act 1989. The award of this licence demonstrates that fans can have confidence that they 
can attend matches at the stadium in safety. 
 
Melbourne Community Stadium currently complies with Step 2 of the National League requirements 
(Category B of the FA National Ground Grading criteria, up to Conference South level).  In addition, 
the Main stand at the ground is regulated with a general safety certificate issued under the Fire Safety 
and Safety of Places of Sport Act 1987, the Safety of Sports Ground Act 1975 and all other enabling 
legislation. 
 
As well as adhering to the statutory and compulsory guidelines, we take pride in operating a safe, 
clean and pleasant facility, run by volunteers and employees, in order to provide a great place to 
watch football., 
 
We will act robustly to protect those employees and volunteers from any harassment they may 
suffer, and to protect the good name of the Club from any behaviour by our supporters or by visitors 
which contravenes the generally accepted standards for a modern football environment, particularly 
with regard to discriminatory or hate speech. 
 
If the Club becomes aware of any person having been convicted of or involved directly in a football 
related offence, whether at the Club's ground or elsewhere, or having been in serious breach of any 
Club's ground regulations, it will, in consultation with the relevant police authority and 
representatives of the Club, make a decision as to whether that person should become subject to a 
Club ban. Each case will be judged on its own merits. The length of any ban will depend on the 
severity of the offence and/or the breach of the Club's ground regulations. We seek to be as good a 
neighbour as we can, so we urge all our fans and visitors to respect those who live and work near the 
stadium, and to remember that - especially on match days - our fans are ambassadors of the Club, 
and all fans, home and away, are ambassadors for our sport. 
 
The Club reserves the right to refuse admission to any ticket-holder under the influence of alcohol or 
any other illegal substance. 
 
In the seating areas standing is not permitted in the aisles and for prolonged periods during the game. 
 

Our Merchandise 
 
The Club shop is open on Saturday match days from 1pm until 10 minutes before kick-off and after 
the game from 4.45pm until 5.30pm and on midweek match days it is open from 6.30pm until 10 
minutes before kick-off. Additionally office volunteers have access to the shop 10am to 4pm Monday 
to Friday. The shop may also open on other special occasions, and if so the opening times will be 
advertised on the official website, the local press, Twitter, Facebook and other social media channels. 
 
We also have an online store accessible through the official website. 
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The Club will change its home and away kits from time to time and as part of the Club's commitment 
to recognise the views of fans, new kit designs will be voted for by the Chelmsford City Supporters' 
Club members. The launch date of new kit to be sold in the Club shop will be advertised in the shop, 
on the official website, in the local press, Twitter, Facebook and other social media channels. 
 
Any customer who is unhappy with any item purchased from the Club shop can return that item and 
will receive a full refund on production of a receipt, provided the item is returned within 28 days of 
purchase. In accordance with our legal obligations, we offer refunds on items of clothing only if they 
are returned unsoiled. 
 
All feedback or complaints about the Club shop or Club merchandise should be submitted according 
to the procedure set out in the earlier section ‘Customer Service'. 

 
Data Protection 
 
The Club is a data holder under the terms of the Data Protection Act, and keeps on file data from all 
transactions. That data is held securely and privately, accessible only to certain of the Club's 
employees and volunteers, and they are aware of the Club's responsibility to safeguard that 
information. Breach of this policy by any employee or volunteer will be deemed a serious offence, 
with appropriate penalties and possible dismissal. 
  
We undertake to use the data we hold on our fans and other customers sensitively and to share it 
only with partner organisations that we believe would meet the general approval of our supporters. 
Should anyone wish to have their details removed from our database, or not to have their contact 
details passed on to partner organisations, we will see that their wishes are carried out immediately 
upon receiving written instructions. 
 
All documentation issued by the Club will state that they have this authority unless indicated 
otherwise on that document. 

 
Parking 
 
Parking is currently free, with a small number of spaces available for disabled parking for fans with a 
blue badge. While these spaces are reserved for disabled badge holders, the number of would-be 
users exceeds the number of spaces, and we encourage early arrival. Free parking is also available in 
nearby streets and fans are urged to park responsibly and adhere to any parking restrictions in 
operation. A limited number of bicycle racks are also available. 
 

Catering Facilities and Hospitality 
 
On match days a number of food outlets inside and outside the Club house sell a variety of hot and 
cold food and drinks.  
 
Hospitality is also provided in the Don Walker Lounge, Tony Butcher Suite and the 'Clarets' Bar, please 
contact info@chelmsfordityfc.com or see further details on the official website. 
 
The Clarets Bar is open on Saturday match days from 11:30am and also after the match, for evening 
games the Clarets Bar is open from 5.30pm. 
 

Community Activities 
 
We have a community development programme and are constantly looking at ways to develop the 
Club’s links with the community. It is our intention to work with the Anglia Ruskin University based in 
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Chelmsford, schools, and colleges across the city and with various charities and business 
organisations. 
 
We give to local charities and attend charitable and fundraising events when possible. 
 
Our Club mascot 'Claret the Parrot' is in attendance at all home matches and also at many of the 
external events that the Club is involved in. We want to be seen as a family orientated sporting 
organisation, using football as a vehicle to communicate to our supporters and the community in 
which we are situated. 
 
We have operated a number of free ticket schemes through local groups, local youth football clubs 
and local schools. This has given us the opportunity to promote sport as a teaching aid within the 
community, whilst also promoting active lifestyles and inclusion within sport. We also promote and 
educate on our volunteer programme and roles. 
 
Our community programme contact is Chris Finch who can be contacted at the Club on 01245 290959 
or by email enquiries@chelmsfordcityfc.com.  
 

Junior and Youth Section 
 
We currently have several teams that make up the Junior and Youth section of the Club. The ages of 
these teams range from Under 9s to Under 18s. All the teams are made up of the best young talent in 
and around the local area and are managed and coached by voluntary staff that are qualified to the 
required level. Like the players, the managers and coaches are recruited from the Chelmsford City and 
surrounding area with the majority being Chelmsford City supporters. 
 
The teams train together regularly where they are nurtured to become better players and are instilled 
with the core values and ethos of the Club; hard work, respect and fair play. The work we do with the 
players has a positive effect on their attitude and behaviour away from the Club, and each and every 
member of the Junior and Youth section understands they are representing the Chelmsford City FC 
brand at the football Club at all times. We hope to help build confidence and strong character in all 
our players with the hope that one day, this combined with their talent, will see them through to the 
senior team.  
 
The contact for Junior and Youth football is Steve Bennett who can be contacted on info@chelmsford 
cityfc.com 
 

Status of the Customer Charter 
 
This charter will be reviewed annually in consultation with the Club members and by the Chelmsford 
City FC Club Board. 
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