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Introduction

This report is an in-depth look into how the Football
Association has handled this years World Cup finals ticket
allocation for members of it’s club Englandfans.

In particular, it's treatment of fans fears and queries over
the allocating of tickets to the “Football Family”. All
figures, statements and quotes within the report are taken
from the following sources:

The Football Association’s Customers Charter
Official Minutes from regional England forum meetings

Official news releases from Englandfans/The FA on the
website

Various posts from members and Englandfans on the
website forum

Various Football National Association websites
Emails received from Englandfans/The FA

Everything can be verified by following the links contained
within the report. The report sets out to show that The
FA/Englandfans has lied to fans about ticket allocations,
has broken promises and commitments made to members
and continues to do so. That the FA has not sufficiently
made members aware of the full nature of the club they
are joining and that they have answered members
questions with spin, lies and evasive answers.



The FA Customer Charter 2006

The purpose of The FA’s Customer Charter is to provide us with a
commitment regarding the FA’s goods and services. It sets out the
levels of service that fans can expect to receive from the FA. Below
is an extract from the Charter’s introduction.

The first FA Customer Charter was published in 2000 and since then
we have continued to adapt the format to make it as informative
and relevant to our key stakeholders. This year’s document will
provide you with a comprehensive review of The FA’s performance
over the last 12 months, particularly relating to the main
aspects of our relationship with our customers.

These areas are:

Loyalty Schemes (Englandfans)

Merchandising

Staff Conduct and Response Times to Complaints
Supporter Consultation

Ticketing

Everyone at The FA recognises the fact that the role played by
supporters is of crucial value to the game. We appreciate the
contribution that you make on a financial and emotional level, not
to mention the time spent getting behind your teams. For these
reasons we are committed to getting things right and
providing you with the service you deserve.”

The two main commitments from the 2006 Charter that I will look
at are:

“We will reply to all emails and written correspondence
within 5 working days as set out in the Complaints Procedure
section in this document”

“We will be transparent in how tickets are allocated”



The Football Family

Who are they & just what is The FA’s obligation?

Just who are the Football Family and why do they get tickets? The
basic answer can be found in the FA Charter:

“The Football Family is one area that we are often questioned about
in relation to ticket allocations. This group consists of the clubs
participating in this seasons FA Cup, County Football Associations,
sponsors, the media and the football authorities. All of these groups
participate in the running of the game at all levels across the
country. By allocating them tickets to FA Cup and England home
matches, we are thanking them for their tireless work in
developing and promoting football.”

The Charter does not give the full picture in what it states here, yes
the FF are from the cross sections of the football community listed
above, whether or not sponsors who pay to carry the FA logo
deserve to be included in with the thousands of volunteers who give
up their time and spend money keeping this beautiful game of ours
alive is a matter of opinion. The Charter also forgets to mention that
the FF is also allocated tickets to Tournament Finals when England
is involved and that the player’s friends and families also get tickets
for England away games.

Contractually, The FA are obliged to supply their 5 main partners,
McDonalds, Carlsberg, Pepsi, Umbro & Nationwide, 10 tickets per
game. The only obligation to The County Associations, Clubs and
the Player’s friends and families is a moral one and again that
obligation and the level at which it is met could also be a matter
that should be debated.

Ticketing & Transparency

With 25000 members within its ranks, it was always going to be a
difficult task for the FA and its official membership scheme,
Englandfans or EF, to keep the membership happy with the way it
distributed this year’s World Cup finals tournament.

It set out to do this by making some very clear commitments.
These commitments have been clearly laid down within the FA’s
own Customer Charter and in statements and posts made by EF on



the official website http://englandfans.thefa.com and the forum
contained within the site. We have already seen above the
commitment laid out in the FA Charter, while below are statements
made by the Head of EF, Ian Murphy and his staff at various forum
meetings, in news releases and within posts on the fans website
forum.

On the 29" of July 2005, in a Q&A with members, EF’s
communications persona on website’s forum, ‘Spuddy’, stated the
following;

“We appreciate that many members disagree with allocating tickets
to the football family, however, this is something that is not going
to change. We can however promise to be completely open
with members and provide the figures showing exactly
where tickets go in the build up to the tournament”.

http://englandfans.thefa.com/FansForum/?g=posts&t=13438

The same paragraph was used in an answer to the following post on
the forum:

http://englandfans.thefa.com/FansForum/?g=posts&t=13973

At a North East Forum Meeting on August 4™ 2005, the minutes
show that Mr Ian Murphy said the following about World Cup 2006
tickets:

"The FA will publish a full breakdown once our allocation is
known, of where the tickets are going, sponsors, Football
Family, etc”.

He hoped that this would help the FA gain more credibility amongst
its members, as the minutes show:

http://englandfans.thefa.com/news/Postings/2005/08/NE_Forumrep
ort.htm

There are countless other posts and news releases showing that the
FA would promise to publish full details of where all the tickets
would go.






