FANs’ CHARTER

Our football club is one that has a proud history going back
over 110 years, and since I came into the club in 2010 I am
delighted to say that progression has certainly continued and
we know that together we can all work hard to ensure that we
continue with our efforts to be a long term established Premier
League club.
Being a Palace fan is as much about community and
belonging as it is about football. On behalf of the owners of
the club I would like to thank you for being part of CPFC. It’s
your passion and support that gives our club the drive and
determination to do better.

We are proud of our roots in the heart of south London and
the role that our football club plays in the area. We hope that
Crystal Palace FC will continue to bring together people from
all walks of life and entertain and excite them, just like it has
done to us for so many years.
Up the Palace
Steve Parish

Crystal Palace Football Club welcomes supporters with
disabilities to Selhurst Park.
The club encourages fans with disabilities to inform us of
their personal situations in order to allow us to make your match
day experience as comfortable and enjoyable as possible.
Arrangements can also be made for any fan suffering from
a temporary disability which could affect their ease of access
to and from the stadium.
Stadium Seating
The club offers a total of 63 wheelchair spaces across the
Arthur Wait and Holmesdale Road Stands, including some in
the section set aside for visiting supporters.(There is no limit
to the number of places in the stadium for ambulant disabled
persons).
Each wheelchair space includes a space nearby for their
assistant, although that may not be next to the allocated space
but has easy access into the chosen stand. Personal assistants,
if required, are admitted to Selhurst Park at no charge.
In a stadium that holds over 25,000 people, safety is of
paramount so Crystal Palace ask that the personal assistant
of each disabled supporter should be fully able to support the
needs of the person they are assisting. We recommend that
the personal assistants are over 16-years-old however, if this
isn’t the case we would like you to contact us to discuss your
arrangement.
Supporters with a disability are charged for tickets at
the concession rate, with one personal assistant enjoying
free admission. Children with disabilities are charged at the
standard child rate with one assistant free of charge.
Dedicated stewards are in these areas of the stadium to
greet you upon entry and be available throughout your visit
to answer any questions that you may have to help improve
your visit. These Disability Liaison Stewards can be clearly
identified by their jackets.
Orders will be taken from the disabled seating area for
refreshments and delivered directly to the seat by our staff.
There is also some low-level counter space in the Arthur Wait
and Holmesdale Road Stands.
Prayer rooms
If you should require a prayer room during your visit to
Selhurst Park please contact the main reception which is
located at entrance 10 or inform a steward and they will assist.

CRYSTAL PALACE FC DISABLED SUPPORTERS
ASSOCIATION
The recently formed Crystal Palace Football Club Disabled
Supporters Association (CPFC DSA) is actively looking to
attract new members. The group works together with the
Club’s management team, with support from the Level Playing
Field organisation.
At the launch of the group, members of the steering
group committee – David Smith, Tony Game, Karen Green and
Caroline Bland met with Palace CEO Phil Alexander, and Smith,
chairman of the CPFC DSA, said “I am proud to have been
elected the chair of the recently formed CPFC DSA.
We very much look forward to working together with the
Palace management team to address issues and concerns as
raised by members of our disabled community.”
The aim of the CPFC DSA is to identify the on-going needs of
the club’s disabled supporters and work with the management
team to deliver a positive match day experience for all disabled
supporters to enjoy equality with respect to their individual
needs when attending matches at Selhurst Park.
All Palace disabled supporters are encouraged to join
the CPFC DSA, including their family, friends and personal
assistants. If you have any suggestions, issues or feedback,
be it positive or negative, please contact them at eaglesdsa@
cpfc.co.uk.
Commentary
There are places available in the Arthur Wait Stand for
visually impaired fans, with access to match commentary.
Supporters requiring this facility should contact pam.groves@
cpfc.co.uk.
Toilets
Both home and visiting supporters with disabilities have
access to toilets in the Arthur Wait Stand where there is a radar
automatic toilet entry system in place. Home supporters with
disabilities situated in the lower tier of the Holmesdale stand
have access to toilets with a radar automatic entry system.
There is a spare key with the Disability Liaison Steward who is
on hand to assist you if needed.

Car Parking

‘South London and Proud’, which has been displayed alongside
our academy graduates on sites all over south London.
Supporters are advised to find parking in the surrounding
Season ticket holders are welcome to watch the academy/
roads, and there are a few disabled parking bays located in under-18 matches but must give Academy Administrator.
Sainsbury’s next to the stadium, however these have a time Sharon Tomlin, 48 hours’ notice before-hand.
restriction and are limited availability. Please note that these
The matches take place on Saturday morning at Copers
spaces are not managed by CPFC.
Cope Road, Beckenham, BR3 1RJ. Please contact Sharon
Tomlin if you wish to attend by email - Sharon.Tomlin@cpfc.
co.uk
Ticket Concessions
As stated above, the club operates a ticket concession for
disabled supporters which equates to the concession price for
the stand that they are watching the game from.
Disabled ticket concessions are available to all qualifying
disabled supporters. In some situations, evidence may be
required that the person presenting as a disabled person is
actually a disabled person.
Supporters from visiting clubs are eligible to receive the
disabled supporters’ concessionary price subject to the same
conditions that are applied to supporters of Crystal Palace
Football Club.

We strive to keep in contact with fans and we have opened
more communication channels using a variety of mediums. We
aim to keep fans up to date with the latest Palace news and
think that every fan should be able to contact the club easily
and efficiently whether they have a comment, complaint, or
suggestion etc.
Our website is regularly updated with news, highlights and
interviews, while also containing lots of information regarding
the club, tickets and other areas. The club regularly uses Twitter
(@CPFC) where it communicates with more than 500,000 fans
from around the world, while the club’s Facebook account also
has over a million facebook likes.
Steve Parish is very open with our supporters and he
regularly answers fans’ questions on his personal Twitter
account.
The club will respond to every letter, fax or e-mail within
14 days of receipt. Sharon Lacey has overall responsibility for
customer service. For the contact information of all departments
at the club, please see the contacts page

Crystal Palace Football Club always tries to support local
charities with the invaluable work they do in our community.
The club often donates merchandise (both signed and unsigned)
as well as providing free publicity over our public-address
system, using our big screen and our match day programme.
We allow different charities to carry out match day collections
at our turnstiles. To request a charity donation please email
charities@cpfc.co.uk

As a football club, we understand the important ties which
we have with our local community. With owners, players and
supporters all heralding from the local area, we are constantly
striving to open more links and communication channels with
the community. The club’s official community schemes will
continue to forge a strong link with local people, the customers/
supporters and the football club.
We are very proud of our Crystal Palace Football Club
Foundation, which regularly runs holiday football courses
including free courses for local children in partnership with
Croydon Council and the Sutton Housing Partnership. The
foundation offers scholarship opportunities for young people
aged 16-19, such as the two-year Futsal and Education
Scholarship.
The club also run free weekly coaching sessions for young
people aged 16 years or over living in Sutton with learning
difficulties. The sessions, which are held in the summer, finish
with a tournament at the Crystal Palace FC Academy Dome.
Furthermore, we have some exciting initiatives set up by
the Crystal Palace FC Foundation alongside Change4life and
NHS Croydon. ‘Eagles Fitter Fans’ aims to help supporters be
Crystal Palace Football Club prides itself on our academy
conscious of the need to be fit and healthy to ensure they enjoy
system, which consistently brings through young, local talent
many more years watching Palace. In addition, the ‘Eagles Extra
and has consistently produced first team players past and
Time Club’ aims to help those over 55 improve their physical,
present. All football fans enjoy seeing local footballers proudly
social and mental well-being. The scheme in partnership with
playing for their club and we believe this demonstrates a strong
NHS Croydon, Age UK, Croydon Sports Partnerships and Mind
link between a football club and its local community. The
Croydon takes place weekly at Selhurst Park.
progress of players from our academy into the first team has
We also have the Study Centre at Crystal Palace Football
also been the basis for the tag line of our marketing campaign

Club, a classroom facility that caters for children in the
local community by helping them to ‘learn through football’.
Football is used as a motivating factor helping them to improve
proficiency in IT, numeracy, literacy and study skills in a safe
environment. The centre is part of the government’s ‘Playing for
Success’ initiative where football and other professional sports
clubs are assisting with young people’s education.
Crystal Palace has also launched the School Partnership
Programme, an initiative incorporating the study centre,
the academy and the CPFC Foundation that aims to identify
football and sport as a vehicle to develop and improve learning
opportunities for all. We allow every participating school the
opportunity to engage with Crystal Palace across a number of
areas. The objectives of the scheme is to:
• Enrich the lives of students;
• Provide opportunities for students of
all sporting ability to take part in
regular sport;
• Raise the standard of sport in
schools;
• Inspire young students through
engagement;
• Encourage learning through sport;
For further information regarding the Foundation please call
0208 768 6000

Providing an excellent customer service is important to all
the staff at Selhurst Park and, in the vast majority of cases, this
is exactly what you will receive. However, just occasionally,
something goes wrong and a supporter, unfortunately, has
cause to complain. In the first instance please complain either
by email or in writing to Sharon Lacey, who will acknowledge
your complaint, advise who within the club will deal with it
and when you may expect a response. In the event that you
are dissatisfied with the response received, or the time taken
to respond to you, then you should write to Sharon Lacey, The
Customer Service Department at: CPFC, Selhurst Park Stadium,
London SE25 6PU. If you are still dissatisfied with the response
from the club, you may contact The Football League Customer
Service Department at http://www.football-league.co.uk/
page/ContactUsDetail/0,,10794,00.html,
Operations
Centre, Edward VII Quay, Navigation Way, Preston, PR2 2YF or
Tel 0844 335 0183 If you’re complaining about a problem at an
FA Cup match, you should contact them at http://www.thefa.
com/TheFA/WhoWeAre/ Contact Us. After their response, if
you’re still not satisfied, you can ask the Independent Football
Ombudsman to adjudicate: http://www.theifo.co.uk/index.
html

The Football Supporters’ Federation are able to offer advice
and will support fans through the process. They are also able
to advise fans who may wish to make a complaint about match
day policing.

safeguarding
Crystal Palace Football Club is committed to identify,
confront and eliminate discrimination, whether by reason
of race, colour, nationality, religion or belief, sex, sexual
orientation, marital or civil partner status, age, ethnic and
national origin, pregnancy or maternity, disability or gender
reassignment.
Crystal Palace Football Club intends to ensure that everyone
who wishes to engage with the club, whether as match-days
fans, staff, players, board members, participants in foundation
programmes and any other person engaged with the clubs
activities, has a real and equal opportunity to do so.
http://www.cpfc.co.uk/fans/safeguarding/

General Enquiries
Sandra West, Reception Manager: 020 8768 6000
or reception@cpfc.co.uk
Catering
Kane Bridgman, Catering Manager: 020 8768 6009
or kane.bridgman@cpfc.co.uk
Commercial Sales
Chris Powlson, Corporate Sales Manager: 020 8768 6010
or chris.powlson@cpfc.co.uk
Communications
Terry Byfield, Communications Manager: 020 8768 6020
or terry.byfeld@cpfc.co.uk
CPFC Foundation
Donald Forde, Foundation Manager: 020 8768 6006
or donald.forde@cpfc.co.uk
Customer Services
Sharon Lacey, Head of Supporter Services: 020 8768 6005
or sharon.lacey@cpfc.co.uk
Merchandise
Foz Bowers, Retail Operations Manager: 020 8768 6100
or foz.bowers@cpfc.co.uk
Recruitment, Diversity
Karen Alford, HR Officer: 020 8768 6045
or recruitment@cpfc.co.uk
Disabled Liaison Officer
Pam Groves, Special Needs Co-ordinator: 020 8768 6080
or boxoffice@cpfc.co.uk
Safeguarding & Equality
Marcus Puddephatt, Safeguarding & Equality Manager: 020
8634 5450 or marcus.puddephatt@cpfc.co.uk
Ticketing
Paul McGowan, Ticket Office Manager: 020 8768 6081
or paul.mcgowan@cpfc.co.uk

Crystal Palace Football Club has the right to ban any supporter
or other person from Selhurst Park at the discretion of the club.
However, such a ban will only be applied in the event of major
(or repeated minor) breaches of ground regulations or proof
of football related offences of a serious nature committed
elsewhere. Before such a ban is considered, the club’s
representatives will warn a supporter that their behaviour is
liable to lead to a club ban. It is a basic principle that anyone
accused of an offence should have a chance to know what
offences they are accused of and be allowed to answer such
offences, using a due process which they aware of. The appeals
process attempts to remove the vast inconsistency in the way
individuals are handled when bans are given. This can alienate
supporters and we believe that a properly stated protocol at
each club will be of great benefit to both supporters
and football clubs. Should the club decide to apply for a club
ban, they will notify the supporter in writing of this, detailing
specifics of the alleged offence(s) and what evidence exists
in support of these allegations. This notification will invite
the supporter to a meeting with the club representatives, to
be held as soon as possible for both parties, at which the
supporter will be invited to state their case. The supporter may
be accompanied by a person nominated by them, who may
speak on their behalf, although the club will not pay travel or
attendance expenses for either person. At this meeting, the
club will provide the supporter with evidence showing the
alleged offences, which will ake the form of CCTV evidence
or written testimony from at least two club officials or one
police officer. If the supporter is unhappy with the outcome
of this initial meeting, they can appeal to the Local Appeals
Committee, which will be convened for this purpose as soon
as is practical. This appeals committee will consist of three
representatives (a member of the football club staff, a member
of the board of the Supporters Trust and an independent third
party acceptable to both other members of this committee).
None of those sitting on this committee will have been directly
involved in this matter previously.
This body will hear evidence from both sides, either in person
or in writing and will adjudicate whether the proposed club
ban is fair and reasonable according to the evidence presented
and this club’s ban protocol. The decision of this Local Appeals
Committee will be binding on the club and the supporter.
At the end of each season, the club will provide to the Premier
League or Football League and the Supporters Trust, in
confidence, a summary of club bans imposed that season.
This will include the number of supporters receiving club bans,
the duration of these bans, the offences for which they were
imposed, the number of initial meetings held with supporters,
the number of supporters who have used the appeal process
and the number of successful and unsuccessful appeals

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 Football League 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 or audio-visual material or
any information or data.
“Football Authority” means each of The Premier League,
The Football 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;
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 the Criminal Justice and Public
Order 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.
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.
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. Any person in
possession of such items will be refused entry to the Ground.
8 Further, you may not bring into the Ground any sponsorship,
promotional or marketing materials save in respect of official
club merchandise and/or other football related clothing worn
in good faith 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 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 Racial, homophobic or discriminatory abuse, chanting or
harassment 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. Persistent standing in seated 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 Premier League stadia are smoke-free and smoking or the
use of electronic cigarettes 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 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. Copyright, database rights and any other intellectual
property rights in any unauthorised recording or transmission
is assigned (by way of present assignment of future rights) to
the Club and The Premier League. You further agree (if and
whenever required to do so by the Club and/or The Premier
League) 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 Premier League absolutely and with full title
guarantee.
20 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.
21 Tickets are not transferable and may not be offered for sale
without the prior written permission of the Club. 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, any person who has 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.
22 CCTV cameras are in use around and in the Ground and the
Club may itself use or pass to the police or any Football Authority
or other clubs, any recordings for use in any proceedings.
23 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.
24 By entering the Ground, all persons are acknowledging
that photographic images and/or video recordings (and/or
stills taken from video recordings) may be taken of them and
may also be used, by way of example and without limitation,
in televised coverage of the game or by or on behalf of the
Club or any Football Authority (or their commercial partners)
for marketing, training or promotional purposes. Entry into
the Ground is confirmation that all persons have consented
to such use of their image. If these images should feature an
individual prominently the Club will make reasonable efforts to
gain the consent of that person before publishing such images,
however, if this is not possible, then entry into the Ground shall
be deemed consent unless the Club is notified in writing to the
contrary.
25 Further to paragraph 24, 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.
26 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.

Drinks
Unless otherwise directed by the Safety Officer, soft drinks in
plastic containers for personal use only will be allowed inside
the stadium at the discretion of the searching steward, but
these must be under one litre in size and have unbroken seals
on them (to avoid alcohol being brought into the stadium).
Glass bottles will not be allowed.
Once inside the stadium, soft drinks for personal use only will
be allowed to be taken to the seated area, provided they are
under one litre in size.
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