January 2012
	ITEM/ACTION
	COMMENTS

	Fans' Forum members were given a behind the scenes tour of operations at the Finch Farm training headquarters. During the tour, Forum members were shown the dressing room areas, medical facilities and the state of the art fitness centre used to prepare the first team as well as rehabilitate the players following injury. The artificial pitches, swimming pools, media facilities and the world-renowned Everton Academy were also paid a visit before the formal commencement of this month's meeting.
1.         Review of action points
ACTION - Junior supporters attending Goodison for the first time to have their names read out, to be implemented at the Bolton fixture on 4 January 2012.
RESPONSE - Unfortunately due to data protection and child protection issues it's has been deemed inappropriate to read out children's names without first obtaining parent's consent which would be unfeasible to do for each home match.
ACTION - Club to look at whether it is feasible to show just first names pre match on the Jumbotron - MR
ACTION - Forum members will be contacted to ascertain whether they would be comfortable for their identities to be published.
RESPONSE - Document distributed detailing a mock up of the page for the website. Forum felt very strongly about moving forward with this piece of work. To go live WC 6/2/12
ACTION - The Club to look at creating an independent domain for email for the Fans' Forum, to be managed by the current members.
RESPONSE - A new domain name has been acquired "evertonfansforum.com".  Work will now progress on this and will be operational W/C 06/02/12
ACTION - Feedback to be given to Sodexo relating to the perceived delay in decanting drinks when entering the stadium and the effect this may have on sales. Sodexo to suggest alternatives to avoid queues.
RESPONSE -Clarification has been sought from Sodexo and Stadium Safety Officer. Sodexo staff offer plastic cups to supporters when purchasing from a catering point.  Stewards offer plastic cups to supporters when entering the stadium with a PET bottle, which has not been purchased at a catering point. All Stewards have been briefed and all parties will monitor the situation.
Forum felt that whilst the issue is an operational issue between Sodexo staff and ground stewards and noted that the situation will be monitored internally, communication should be more robust about the agreed procedure.
Action - Club to ensure that this procedure is enforced throughout the ground and for it to be communicated to the fanbase - MR/RF/IS
ACTION - Everton Collection to be contacted for feedback on how it acquires new pieces for the collection.
RESPONSE - Club has contacted Everton Collection, awaiting response, will update at future meeting.
ACTION - MR to pick this up and report at a future meeting
	 
 
 
 
 
 

	2.         CEO Update
CEO gave an open, honest and frank update to the Forum. Reasons for a recent blog on Everton's official website were explained to the Forum in which the CEO outlined the Club's expenditure. It was confirmed that the intention was to be wholly transparent with regards to finance and answer questions that had been raised publicly about spending.
CEO hoped that supporters would find the information useful and see it as a further demonstration of an on-going commitment to communicate openly and honestly on all matters.
The Forum was shown a professionally produced information memorandum the Club is using in its efforts to find new financiers and CEO also confirmed the Club were engaged in on-going talks over possible transfers before the window closes on Tuesday night.
CEO outlined a number of additional priorities. These included the development of a recently implemented internal business strategy, his daily work on the Club's financial forecasts and a desire to strengthen the Club's relationship with its bank.
	 
 
 
 

	3.         Fans' Forum - KK / MR
          Publishing of details
ACTION -  Forum members to advise information to be disclosed for webpage by COP 10/02/12 - FF members
          Chairperson
It was felt that in the spirit of moving the Forum forward, the Forum should take complete control of the meetings. It was agreed that whilst Graeme Sharp is an impartial representative, the Forum should be chaired by a non Club Chairperson, It was agreed that the Chairperson would be a previous member of the Forum due to their in depth knowledge about previous Forum discussions and understanding of the history of the Forum. Forum voted and agreed on preferred Chairperson.
It was agreed that the agenda would be led by the Forum and that the new Chairperson would manage this. Minutes would be taken on a rotational basis by Forum members. It was agreed that the Forum would work on a four week rotational basis and the Club would report action points taken from the meeting on the website.
Forum felt as they were each already receiving a lot of correspondence from the fanbase it would be helpful to have a central point for this to be managed and therefore felt it was important to have both a general email address and individual ‘Fans' Forum' email.
ACTION - Meeting to take place with new Chairperson and MR WC 13/02/12
ACTION - Chairperson to manage the rotation of the minute taking.
ACTION - Discussion to take place at future meeting about the communication of the re launch of the Forum - MR
          Representation
Forum agreed that membership should be extended to include a further two or three members. A recruitment drive will take place in August, to cover the whole fanbase.
ACTION - Previous Forum members to be contacted to ascertain feedback about their experience on the Forum by WC 13/02/12 - PT
ACTION - Attendance rules to be implemented from February meeting, three non-attendances will result in membership being withdrawn - SF
ACTION - Recommendation to be made on potential new members - PT/MR
	 
 
 
 
 
 
 

	4.         Communication Survey - MR   
The Club would like to conduct a Communication Survey to gain feedback from the fanbase about how it should engage with the fanbase and via which platforms.
Forum felt that this was a very positive idea and if different methods and platforms were implemented then information from the fanbase would be forthcoming. Forum felt very strongly that the survey should be quick and easy to use, with simple multiple choice options over two pages.
Forum confirmed that platforms such as local press and radio alongside Facebook and Twitter and text messages were very popular platforms but felt that the Club should look at the fanbase profile and age range to understand what direction to take.
CEO stated that he would like face to face communication and engagement to be considered as part of this process.
ACTION - Proposed survey structure to be distributed at next meeting - MR
	 
 
 

	5.         O Publishing - DB
It was confirmed that the situation with programme subscriptions has now been resolved, all backdated  programmes have been sent out and a new company has taken over the contract.
Forum raised issue about the design of the Blues Board section of the last programme. Club confirmed it had not received any complaints but comments will be taken on board for future publications.
Forum discussed how programme sales could be increased. Suggestions included every programme being numbered and incentives to purchase to be placed inside i.e. - a player signed page in selected programmes. Forum felt that the programme needs to stand out and be available at as many points around the ground as possible. Forum asked if programmes could be sold around the region and it was confirmed that the new supplier will implement this. It was also confirmed that discussions are taking place to produce a digital version of the programme next season.
ACTION - Club to look at options for supporters to buy programmes online on a match by match basis and report back at a future meeting - MR
ACTION - Club to look at sales of programme to away team fans - MR/DB
ACTION - Club to launch a PR campaign re programme - MR
CEO confirmed that he requested the Management Team to investigate the possibility of seat vending and options available to sell more consumables around the perimeter of the ground. Health and Safety turned this option down.
ACTION - Club to look again at the options to have programme venders inside the Stadium and around the perimeter of the pitch  - DB
	 

	6.         Ticketing & Hospitality Packages - KK
          Mixed Season Ticket - IM
Forum asked about the feasibility of a mixed hospitality season ticket where Supporters could attend different lounges at different points of the season. Forum suggested that Club could offer corporate members the option to try another lounge for next season perhaps during a cup fixture.- ‘try before you buy'
ACTION - Survey to be conducted asking corporate members if they would be interested in an upgrade option on a match by match basis. Club to look at feasibility of different packages and report back at a future meeting - G
	 

	7.         Supporters' Clubs - KK
Visits have been well received, Forum asked for feedback on growing the fanbase through Supporters' Clubs. It was confirmed that around 20 Clubs have not re-affiliated but work is being undertaken all the time on this. The Club confirmed that there is a huge amount of work undertaken on a day to day basis to grow the fanbase via many platforms including the Supporters' Club initiative and subsequently there has been substantial growth through mobile applications and social media sites. The Club confirmed that some Supporters' Clubs bought no tickets for QPR game but did purchase tickets to the Liverpool game. Forum communicated its concern that Supporter Club members were receiving benefits that other parts of the loyal fanbase did not receive.
ACTION - Club to meet with Supporters' Club representatives to discuss loyalty and benefits (see loyalty section) - MR
	 

	 8.        Robert's Blog - KK
Please see agenda point 2 - CEO update.
	 

	9.         Rewarding the loyal Fan base - KK
Forum felt that alongside recruiting new members to the fanbase, the Club should also focus on the retention of loyal fanbase.
Club confirmed that this is a main priority and that options are being considered to reward and recognise loyal Season Ticket Holders. Forum suggested a tour of Finch Farm, an event where Season Ticket Holders could meet a player or coloured coded Season Tickets. Questions on preference could be included on the communication survey. Forum felt that only continuous service should be rewarded.
ACTION - Forum to ask their contacts what rewards for loyalty they would like to see and report back at next meeting.
Forum felt that the half season ticket scheme didn't work as well as it could have at Everton Two as supporters could only reserve a seat and then had to go to Goodison to complete the purchase. Club are already looking at improving the service for next season.
ACTION - Club to review loyalty and rewards across the fanbase and to report back in February - DB
	 

	10.        AOB
          Pre-Paid Cards
 Forum discussed the option to have pre paid cards to use within the Stadium and within the shop.
ACTION - Club to approach Coventry who use a similar pre paid system to ascertain whether it is a successful scheme and to report at future meeting - MR
 Forum asked whether Club has looked at moving away fans section.
ACTION - Club to re investigate options and report back at later meeting - MR
 Agenda request - Season Tickets -  Marketing and Sales to be placed on every agenda for the rest of the season.
 Next Meeting - 23/02/12
	




February 2012
	ITEM/ACTION

	 1.     Review of actions points
Ø  Forum members agreed to increase forum numbers as soon as possible to make it a truly representative group.  This situation has arisen due to new members not taking up their positions - TB.
Ø  Programme Sales review of increasing sale outlets both inside and outside the stadium will be reviewed by DB at next meeting.
Ø  The Club has now gone "live" with a dedicated email address for fans to contact the Fans' Forum members and thus have access to contribute to the forum agenda.
Ø  The Communication Survey will be reviewed and updated at next meeting - MR
Ø  The discussion on looking at Club loyalty and rewards schemes to those attending all games home and away will be updated at the next meeting - DB
Ø  Pre-Paid Cards for use within the stadium and shop will be carried forward and further details delivered to forum at the next meeting - DB

	2.     Kitbag - Alex Leith
The forum discussed issues relating to availability of non EFC items, increasing/amending the range and sizes of items available for women and children.  Also discussed was the issue of Everton Football Club's profile on the Kitbag website and availability of Everton Football Club items at non Club outlets.
Alex Leith advised that the website profile had been updated and improved and that he would have direct contact with KK in connection with female clothing issues and information about additional children's items

	3.     Membership of Forum
Due to resignations and work commitments of some current members and failure to take up their positions, past members have been contacted and a decision to ask previous forum members to return on a temporary basis will be made as soon as possible.
Wider recruitment for this year's intake will take place in August discussed.
Future membership structure to be agreed at next meeting to include reserve list and attendance policy.  Process for new Chairperson has been agreed

	4.         Season Ticket Pricing
Season Ticket Campaign was discussed by DB, and the Stand Together 2012/2013 campaign launched.  Pricing to be released 28th February with campaign launch, additional pricing plans, children's prices and payment plans are already for release. Stand Together postal campaign to launch early March.

	5.         Viewing Obstructions
Viewing obstructions for disabled fans at Park End - AW discussed the issue.  MR agreed to investigate and consider review / relocation of camera locations behind the goal at ESPN matches.

	6.         Pricing for Quarter Final game v Sunderland
DB confirmed Season Ticket holder from £25.00, general sale from £30.00 and juniors for £5.00


	7.         Supporters' Clubs
The Forum discussed the issue of supporters' clubs using client I.D numbers when making ticket applications.  The benefits of individuals retaining their own loyalty points to eliminate future problems in ticketing issues.  Club meeting to discuss.

	 8.        Ticketing for QPR
DB discussed the stance taken by QPR and explained the reason behind the decision take up reduced ticket numbers

	9.         AOB
Ø  Pre-season tour information will be released as soon as it has been confirmed
Ø  KK offered thanks for improvement in programme message boards
Ø  Club's End of Season dinner was confirmed for 10th May at St Georges Hall
Ø  The forum delivered very positive feedback from the meeting with PGMOL
 

	Ø  Next Meeting will take place on Thursday 29th March at 6pm
Ø  Next meeting secretary to be Carena Duffy




March 2012
	Chairperson:
	Tony Bott

	Fans' Forum Attendees:
	Amy Wilson, Kathy Keig, Alan Rawlinson, Paul Gabbot, Tom Doherty, Ian McDougall, Phil O'Rouke, Dan Connolly, Brian Scorgie, Liz Forster, Sandra Hughes, James Lyon, Carena Duffy,  Robert Elstone, Dave Biggar, Mark Rowan, Paul Tyrrell 



	ITEM/ACTION
	Action
Responsibility

	 1.     Review of action points
Ø  Forum numbers have now returned to a workable level as per previous year.
Ø  Monthly programme sales around the perimeter of the pitch are not feasible due to pitch side activity.   
Ø  The Club would like feedback as to whether fans would welcome a spine programme.
Ø  A member of staff from Media and Communications was present to run through the online email facility. Forum members were advised to set up their own accounts, the Club will provide forum with step-by-step instructions. Club will set up generic fans' forum email address.
Ø  Mark Rowan confirmed the communication survey will be distributed electronically to the forum prior to it going out to the general fan base.
Ø  Dave Biggar confirmed final plans/ideas for end of season event/commemorative gift for all those fans who have attended all home/away games.
Ø  Dave Biggar confirmed pre-paid cards will not be feasible due to third party sales.
Ø  The Club confirmed Kitbag will be invited to the next meeting for further update.
	 
 
 
 
 
 

	2.     Season Ticket Campaign and Ease of Purchase
The Fans Forum noted that certain supporters had not received their season ticket renewal forms and had problems trying to renew via the Park End box office prior to games. Staff were not giving supporters an opportunity to renew at the windows without the renewal form. Also discussed was the lack of communication/advertising of the opportunity to transfer seats.
The Club will look at an easy process for fans to find out what blocks/seats are available and will publicise accordingly.
The Club are also introducing age and pricing restrictions to eliminate misuse of Season Tickets and Matchday Tickets.
Club is currently looking into introducing a ‘virtual venue' which will allow fans to experience the view from seats online.
Forum noted that the Auto Cup Scheme cannot be processed via phone/online.
	 
Action:
 
 
 
 
 
 
DB/MK
 
 
 

	3.     Membership of Forum
The Club would like the forum to agree as a group and formalise how it will recruit new members moving forward.
	Action:
 
Fans' Forum
 

	4.     Mobile Phone Apps
Mark Rowan informed the Fans Forum that the Club is looking to make advancements in the services available for supporters.
The Club is open to suggestions regarding suitable levels of pricing for such services.
	Action:
 
 
 
Fans' Forum

	5.     Pay Per View Pre-Season
The Club is interested if fans would prefer PPV over subscription-based service.
Discussion took place regarding low subscriptions in 2011, perhaps due to kick-off time and location. The Club is considering whether to continue live coverage for pre-season 2012.
	Action:
 
Fans' Forum

	6.     Fan Views on Reporting Incidents
 The Club informed the Fans Forum that stadium safety officer Dave Lewis will attend next meeting to discuss.
	Action:
 
Dave Lewis

	7.     Everton in the Community Family Fun Day
 Carena Duffy informed members of the activities taking place in Stanley Park prior to Sunderland game, Carena Duffy will forward all information to members who can then promote to supporters.
	Action:
 
CD

	8.     Close Season Ground Updates
 Discussion took place regarding improvements during the summer of 2012. There will be a budget/grant to improve the perimeter of the stadium including pavements and road surfaces. Audio-visual/digital services will be upgraded, as well as lounge refurbishments and exterior branding and painting.
The forum discussed the poor toilet facilities in Gwladys Street and fans continuously utilising the toilets to smoke. The Forum enquired about ground/facility upgrades.
The Club would like feedback from fans on what they would like to see improved inside and outside the stadium along with ideas for the next meeting.
	Action:
 
Fans' Forum to come up with ideas.

	9.     Fans Forum Structure and Future Policy
 Ø  The Club would like the forum to think about the composition of the Forum and how new members from all demographics will be elected going forward. Tony Bott/Brian Scorgie/Paul Gabbott/Dan Connolly will act as sub-committee to put together proposal for next meeting.
Ø  Tony Bott/Kathy Keig will select agenda items. If certain items are consistently raised these will be put forward for next meeting's agenda.
Ø  Non-attendance from members up to three times in a year without notification will see them removed from the forum. Members need to notify Tony Bott/Kathy Keig/Carena Duffy prior to meeting.
	Action:
 
TB/BS/PG/DC

	10.   Pricing/Category Differentials Between Stands
Discussion took place and Forum members noted certain games were poor in attendance - though certain fixtures were rescheduled and took place midweek. Pricing premium differentials will be reduced by a reduction of pricing categories/stands for season 2012/13
 
	Action:
 
Review

	11.  Fan Centre Thanks
The Forum expressed their thanks and recognition to the Fan Centre for all their hard work and professionalism during a busy run of fixtures.
Members asked why the decision was made to not sell semi-final tickets via the Fan Centre, the Club confirmed the easiest way to sell the large quantity of tickets was via the online and phone systems, which had been tested and re-tested.
Questions were asked as to why the points system was originally introduced as this is not valid for the semi-final. The Club confirmed this was a valid point and will review how to measure loyalty. In the closed season the Club are to investigate and report back.
	Action:
 
 
 
 
 
 
 
Review

	12.  Further Information and update on the Template for Away Fans
Club still waiting for information - Dave Biggar will provide for next meeting.
	Action:
 
DB

	13.  Moyes 10 Year Anniversary
The Forum discussed the fact that they wanted to present the manager with a gift and are to present ideas for next meeting.
The Club confirmed an event for supporters will take place, however details have not yet been confirmed.
The Club would like feedback regarding Player of the Season.
	Action:
 
Fans Forum
 
 
 
Fans Forum

	14.  Senior Executive roles and responsibilities.
Question raised as to whether any additional clarity in senior staff roles and responsibilities could be published.
The Club will discuss and agree action/decision for the next meeting.
	Action:
 
RE/MR/DB/PT

	15.  Ticket Touting
Club will keep a close eye on ticket touting around the Park End.
Security and police will be informed to move on or arrest and report such incidents.
	Action:
 
On-going

	16.  AOB
Ø  Semi-final ideas - Fans to think about what banners/flyers/flags/mosaic they would like to see at Wembley. Forum were excited about mosaic idea however would need to be done in the correct way for it to look effective.
Ø  Query over half Season Ticket holders being eligible for semi-final tickets. Forum informed that they are.
Ø  Premier League mystery shopper - the results will be confirmed at the end of season.
	Action:
 
Fans to discuss ideas with PT

	  Next Meeting - Potentially Thursday 26th April at 6pm.
	




April 2012 
	Chairperson:
	Tony Bott

	Fans' Forum Attendees:
	Dave Biggar, Dave Lewis, Mark Rowan, Paul Tyrell, Carena Duffy, Kathy Keig, Daniel Connolly, Ton Doherty, Paul Gabbott, Sandra Hughes, Ian McDougall, Phil O'Rourke, Alan Rawlinson, Brian Scorgie, Amy Wilson

	Fans' Forum Apologies:
	Robert Elstone, Matt Kendall, Liz Forster, James Lyon.


 
 
	ITEM/ACTION
	Action
Responsibility

	 1.     Review of actions points
Ø  Information will be released on May, 8. Blue seat day will take place on May 26-27.
Ø  It was agreed an article will be put in the Newcastle programme to highlight the Forum's objectives and to aid new recruitment. This will also include an overview of the positive outcomes, achievements and decisions that the Fans' Forum have made in co-operation with the Club. The Club are happy to promote the success of the Fans' Forum across all media avenues, including social networking sites and unofficial websites. However, they are not keen to promote months in advance.
Ø  The Club has a responsibility to enhance its services and communication, including via mobile phone apps.  The Club would like feedback from fans on its services and where communication could be improved.
Ø PPV coverage of pre-season friendly matches on evertontv will be subject to the location of the games and kick-off times. Details are yet to be confirmed but fans will be informed ASAP. The financial implications of providing such a service will be taken into consideration before a final decision on coverage is made.
Ø  The Club will undertake ground updates and improvements during the close season as they see fit and subject to budgets. They are also speaking with relevant parties on improving the footprint around the stadium. Audio-visual improvements will take place. The Club would like the fans to feedback ideas ASAP.
Ø  It was agreed that forum members will have up to a three-year tenure period. Four members are to leave annually, with eight to stay. This system will aid the continuity and quality of the Forum. This is subject to increased recruitment and an overhaul of the selection process.
Ø  It was agreed a system will be introduced where relevant feedback will be reported to away clubs via an Everton Football Club representative.  This will be introduced for next season.
Ø  The forum will present a gift/token to the manager.  This will take place at Finch Farm on Friday May 4.
Ø  Following a question raised regarding roles and responsibilities of senior managers, the Club confirmed it has an on-going strategy to demonstrate and communicate its achievements and effectiveness at all levels of the management structure. This is done through various channels, including the official website and the matchday programme.
	 
Actions:
 
 
Fans' Forum to offer information so the Club can advertise accordingly.
 
 
 
 
Fans' Forum to offer feedback on such services.
 
 
 
 
Fans' Forum to offer feedback ASAP.
 
 
 
 
 
 
 
 
The Club to introduce a template for reporting feedback.

	2.     Fans Views on Reporting Matters During Events and Fan Expectations
The Club wish to deliver more services to help supporters report issues on matchdays.  Currently a text service is active for supporters to report such incidents. The Club is also looking at additional services subject to budget. Stadium Safety Officer Dave Lewis gave an insight into security ideas and how fan information is utilised.
	Action:
Text service will be advertised clearly so supporters are aware this is active.
 

	3.     Fan Engagement Activities
The Club is committed to running events as part of the fan engagement/ownership and participation strategy. The forum discussed ideas such as open training session/fans conference/quizzes. The Club is open to further ideas.
	Action:
Fans' Forum to advise the Club on what activities/events they would be interested in developing.

	4.     Mystery Shopper Results
Results have not yet been finalised. A further exercise will be undertaken at the Stoke game. Results will be confirmed as soon as possible as well as an evaluation of the season's activities.
	Action:
DB to announce results in due course.

	5.     Review of Ticket Sales for Semi-Final
The online system received excellent feedback from fans but there was criticism in connection with the distribution process. The online system held up well and met with demands placed on it
	Action:
The Club will look at the system on how to prioritise STH eligibility/criteria.

	6.     Liverpool Fan's Thank You
Liverpool Supporters' Club expressed sincere thanks to Everton supporters for their conduct during the period of silence at the FA Cup semi-final at Wembley.
	Action:
N/A
 

	7.     Update of Early Bird Sales / Season Ticket Plans
The Club confirmed there was a significant year-on-year increase on Season Ticket sales during the Early Bird window. Positive comments were received from fans on the ‘Stand Together' campaign. Approximately 1,000 Under-11s tickets at £95 have been sold so far. Incentives have been well received.
	Action:
N/A
 
 

	8.     Pre-Season Arrangements
At this time there is no confirmed information regarding pre-season arrangements. The Club will respond in due course.
	Action:
Club to release information as details are released.
 

	9.     Feedback from the Club on Incentive Purchase Scheme
The Club has a master document with facts/details on all scopes/areas. Details are currently being evaluated. Facts will be released in the next 12 months and reviews will take place.
	Action:
The Club will release this information in due course.
 

	10.   Eavesway / Thomas Cook Transport for Next Season
The Club is waiting for quotes from relative providers and no further information is available at this time.
	Action:
N/A
 

	11.  Fans Feedback on Concourse Facilities
Please see action points above.
	Action:
N/A

	12.  Loyalty Events Details
The Club are looking at various concepts to reward individuals for loyalty.
An event will take place for all 191 supporters who have attended every home and away game. Date and venue will be confirmed after May 14.
	Action:
MR to announce information

	13.  AOB
Ø  Ticket Touting - The Club will monitor identified areas and take action accordingly.
Ø  7.45pm Kick-Off Times - A request was made for the Club to consider moving evening kick-off times from 8pm to 7.45pm. A decision will be made once the Club have received feedback from police and broadcasters.
	Action:
 
 

	 Ø  No meetings will take place in May and June due to close season.
Ø  Next meeting July.
	 



August 2012 
	Attendees:
	Mark Rowan, Dave Biggar, Carena Duffy, Tom Woolley, Christine Prior, Helen Mayo, Hollie Costigan, Tony Bott, Kathy Keig, James Lyon, Phil O'Rourke, Sandra Hughes, Brian Scorgie, Alan Rawlinson, Liz Forster



	ITEM/ACTION

	1. Review of Action Points
Notes from a meeting between Mark Rowan and Tony Bott held during close-season were circulated to the Forum. Outstanding agenda items from the previous season were discussed and updates provided where appropriate.
1.1   It was confirmed that the removal of the loyalty points system was discussed at the Supporters' Club Forum on 30 July. The Forum agreed that it had been communicated effectively that the system is to be removed but asked that the statement of loyalty points amassed is removed from eTicketing when making a purchase. Club confirmed that the ticketing site was updated earlier this week and the points allocation should no longer appear.
ACTION - The Club will remove any mention of loyalty points from eTicketing.
1.2   Forum requested a further update on improvements works at Goodison over the summer months. The Club confirmed larger jumbotron screens will be fitted in the stadium for the first game of the season, which will offer a better viewing experience for supporters and more interactive content will continue to be evolved throughout the season.
1.3   Forum requested an update on the proposed Walk of Fame outside the stadium. The Club confirmed that work is ongoing with Liverpool City Council and the Walk of Fame should be installed ahead of the Merseyside derby in October.   
1.4   Tony Bott explained that he will visit 5-6 departments within the Club to gain a greater understanding of day-to-day activity and he will provide feedback to the Forum at a future meeting.
A document with the content for the Fans' Forum landing page on evertonfc.com was presented to the Forum. The Club confirmed it would be amended on the website once approved by the Forum.
ACTION: Forum to approve landing page content.
A PR plan for the Fans' Forum recruitment drive was presented and the Club confirmed it was a guideline of activity to be undertaken to raise awareness amongst the fanbase and generate a larger number of applications
The 2012/13 meetings calendar for the Fans' Forum was distributed to all members.

	2.         Club Partner Introduction
Club explained new partner StubHub were invited to the meeting to provide further information on what they can offer supporters and how their system works. StubHub is due to launch ticketing system in September so will attend the next meeting to answer any queries.

	3.         Mystery Shopper
Members of the Fans' Forum completed the mystery shopping exercise at the Stoke fixture on 4 December 2011 and the Fulham fixture on 28 April. The Club provided a comprehensive update on the feedback collated from the exercise.
The feedback was worked out on a points basis and overall, the Club's performance was rated as 64% at Stoke and 68% at Fulham, showing a slight improvement between the two fixtures.
Feedback was collected from all areas of the stadium, excluding the Lower Bullens. ‘Betting' and ‘Programme Sales' received the lowest scores at both fixtures. The Club has a new programme designer for the 2012/13 season and all feedback has been passed on to improve the service for this season. With regard to betting, supporters were finding better odds elsewhere and it was not clearly communicated where to collect winnings.
Stewards were by far the best performing department with 77% across the two fixtures. They were described as helpful, friendly, and welcoming. A point was raised that stewards did not escort supporters to their seats if they queried its location but the Club confirmed that they are advised not to leave their dedicated posts in the stadium. The only negative feedback was a lack of knowledge on other areas of the Club, for instance whether the Box Office was open after the match. In response to this feedback, the Club is developing a hand-held guide of helpful information for each steward, which will be updated on a regular basis.
Food and beverage was the second-highest scoring department overall, slightly ahead of retail. Staff were described as polite and friendly. There were some points raised regarding staff not apologising for the length of waiting time, prices too high, and an incident of hot food running out in one area of the stadium. All feedback has been passed to Sodexo so that they can improve the service for the forthcoming season.
Retail was rated as 70% overall, with staff described as courteous, helpful and speedy.
Overall, with the exception of stewards, there were some inconsistencies in other departments so the Club is working to ensure there is a consistent approach to customer service.
The Premier League also conducted a series of mystery shopping exercises and stewarding was rated 94% overall, and food and beverage was rated 90% overall. Similar points to those raised by the Fans' Forum exercise were highlighted by the Premier League in terms of queue management and they were particularly positive about stewarding. The Club were rated as 11th in the Premier League mystery shopper results and is hopeful that the results will improve again next season.
Forum agreed that there are some inconsistencies in customer service across various departments and this could have an adverse affect on the results.

	4.         Four Pillars Update
The Club provided an update on the Four Pillars project.
Staff from various departments have formed dedicated focus groups for each of the Four Pillars and are continually working to improve key areas of the business. The Four Pillars are: Easy to Buy From, Memorable Matchday, Knowledge and Information, and Ownership and Participation.
Essentially, the project is bringing together activities that the Club carries out on a daily basis in a structured format to ensure feedback is collated and there is a constant focus on growing the fanbase and providing a better service to supporters.
The Knowledge and Information team is working on a number of areas, including: progressing the single sign-off procedure where supporters can purchase various products online in one transaction; sending a bi-weekly email to all staff on key news/developments within the industry; and analysing data to profile how supporters behave so that the Club can better service their needs.
ACTION: The Forum requested a quarterly update on the Four Pillars project. The next update to be provided at the November meeting.
Forum member highlighted that on occasions, they receive three emails instead of one so data needs to be updated. Club confirmed that data is constantly updated.
ACTION: Data Manager Paul Nash to investigate.
Mobile ticketing
Club provided an update on mobile ticketing. The system is now in a live environment for testing and mobile ticketing will be promoted to the wider fanbase in the coming weeks. Forum confirmed that they were impressed with the trial run of the system.

	5.         Everton in the Community 25th Anniversary
Carena Duffy and Tom Woolley provided an update on the fundraising and awareness strategy for Everton in the Community's 25th Anniversary celebrations. The fundraising target is high and the charity is keen for as many supporters as possible to get involved.
CD outlined that the charity welcomes suggestions from supporters on the type of fundraising activity that they would like to get involved in, and it can then be facilitated, where possible.
Engaging with Supporters' Clubs, the Fans' Forum and utilising the Club's media platforms are key priorities to raise awareness.
Forum discussed various ways that supporters can get involved and suggested an event that is accessible to all, such as a ‘Party on the Park' event at Goodison over the summer months. They agreed that focusing on one large event could have a greater impact.
Club confirmed that the Ownership and Participation focus group is developing a series of activities to reward loyal fans and the 25th anniversary campaign can dovetail into these events. Forum discussed popularity of player lunches at Goodison Park that were delivered some years ago and agreed that increased activity to bring players closer to supporters would be welcomed.
Forum suggested increased use of Goodison for various events but Club confirmed that it has not proved successful in the past, with the open training session not well attended.
ACTION: CD and TW to provide update at next Fans' Forum meeting
ACTION: CD and TW to investigate possibility of arranging a fundraising golf day at a local golf course
ACTION: Forum members to bring fundraising activity suggestions to next Fans' Forum meeting

	6.         Council works outside the stadium
Forum highlighted that complaints had been received from disabled supporters regarding the pavements on Goodison Road.
The Club confirmed that the matter had been raised with Liverpool City Council but the pavements have been declared fit for purpose. The Council is ultimately responsible for the pavements outside the stadium but the Club has asked the Council to reassess their safety.
ACTION: Club to contact the Council regarding complaints received by disabled supporters about the pavements on Goodison Road.

	7.         Update on Season Ticket sales / Season Ticket offer
The Forum requested an update on whether the reduced priced Season Ticket for kids had an adverse affect on the amount of revenue generated.
The Club confirmed that the objectives of the Season Ticket campaign were to: reduce churn; increase the number of supporters who upgraded from Half Season Tickets to full Season Tickets; increase the number of Season Ticket holders; increase revenue; and reward loyalty through various discount schemes.
The number of Season Tickets sold already for the 2012/13 season is 5.61% higher than the total number sold last year. All other objectives have been achieved.
There are more adult and over 65s Season Ticket holders than last year, and sales of junior Season Tickets are up 21%. The ‘fiver for kids' offer will continue for the Capital One Cup game against Leyton Orient. It was discussed that the Forum was involved in making the decision to offer reduced prices for kids/juniors and the collaborative effort shows that the system is working.
Forum asked if the Club could explore the possibility of dropping over 65s to over 60s, and also introducing photo identification on seasoncards. Club confirmed that the possibility of photocards was investigated but it would be a cumbersome and expensive process.
Forum confirmed that lots of positive feedback had been received from supporters who were able to move their seats at the Blue Seat Day and felt that the Club had helped significantly to meet their requirements for next season.
ACTION: Forum suggested that an update is provided to supporters via the Club's media platforms to communicate the positive sales of Season Tickets for the 2012/13 season, once final figures are confirmed.

	8.         ID for Under 16s
Forum questioned why the Club requested identification for concessionary Season Tickets.
Club confirmed that identification was requested to ensure the system could not be defrauded and as a knowledge-gathering process to allow the Club to communicate with supporters in an appropriate way. To date, 93.6% of supporters has provided proof of age and all those who had not provided identification will be contacted by telephone ahead of the Manchester United fixture (Monday 20 August) to confirm that Season Tickets would not be processed on the day of the match.
Club also confirmed that a security crew will be in place on matchdays to target those who are still attempting to compromise the ticketing system.

	9.         Club communication during the summer months
Forum asked why there is less communication from the Club during the summer months, particularly after finishing the season on such a positive note.
Club confirmed that evertonfc.com and social media platforms are still updated daily throughout the summer and the monthly magazine, Evertonian, continues to be published. However, statistics show that less supporters visit the official website during close season as there is a natural break from football, particularly this summer with the European Championship and Olympics.
ACTION: MR to review Club communication during the summer to ensure momentum, where practical, is maintained from season to season.

	10.       Club feedback on Nike contract
Forum confirmed that some supporters had been unable to purchase certain sizes in the new kits and training ranges.
Club confirmed that the number of Ladies shirts sold historically account for much less than 5% which is significantly below the minimum order quantity required by Nike. Therefore it would not have been cost-effective to produce a Ladies shirt.  Also the Club has asked Nike to consider producing at least one of the 2013/14 season shirts in a ladies version.
Also, as evidenced by previous sales history (which is significantly below the minimum order quantity required by Nike), there simply isn't sufficient demand for the away kit for younger age groups. However, the home kit is available for children over the age of 3, and non-Nike branded baby pyjama products is available in the home colours for under 3s.  
The Club is working closely with Nike to approve the designs of the 2013/14 shirts.
Forum highlighted that there were limited sizes in the training range too but the Club confirmed that this was due to the high levels of demand.
Club assured the Forum that issues experienced by supporters have been highlighted and the Club is in discussions to rectify with Nike and Kitbag. Also, Kitbag wish to attend a future Fans' Forum meeting to explain their plans for the 2013/14 season.
ACTION: Forum asked that the feedback from the Club is clearly communicated in the meeting notes to ensure the wider fanbase are aware that the issues have been discussed and are being dealt with proactively.

	11.       Everton Place / Dixie Dean statue
Forum suggested that the Dixie Dean statue is transferred back to its original position.
ACTION: Dave Biggar to suggest proposal to the senior management team.
Forum also discussed creation of additional statue to honour Club legend(s). Forum agreed that there are a number of legends that should be honoured in this way and that it would be appropriate to have a statue located at the North end of the stadium.
ACTION: Club to give further consideration to an additional statue.

	9.         AOB
Paddy Power
Forum highlighted that some supporters had experienced difficulty in accessing the limited betting offer currently available from the Club's new partner Paddy Power. The link from evertonfc.com was working correctly but there were issues in accessing the bet on Paddy Power's official website.
ACTION - MR to investigate.
Club confirmed that Christine Prior has been seconded to the Media and Communications team to assist with the Ownership and Participation project and moving forward, will attend Fans' Forum meetings. Carena Duffy was thanked for her contribution over the last few months.
Flags in stadium
Club asked Forum members to inform their network of supporters that their homemade flags can now be displayed at Goodison Park.
ACTION: Forum to distribute information to network of supporters.
Fans' Forum
It was confirmed that four new members will be recruited, with the application process due to be launched w/c 20 August. Forum agreed that at the end of November (2012), all members will have served one year on the Forum, and those members that were invited to return to the Forum last year will be selected to step down via a short straw poll.
 
ACTION: All members asked to consider whether a new chairman of the Fans' Forum should be elected each year or every three years? This will be added to the agenda of the next meeting.
Customer numbers
Forum discussed that the Club is improving the system to collect customer numbers from supporters' at point of sale. Supporters' Clubs are now requested to provide the customer number of each member and this is an ongoing process.




September 2012 
	TEM/ACTION

	1. Review of Action Points
1.1 The Club to remove any mention of loyalty points from eTicketing.
RESPONSE - The site has now been updated and loyalty points have been removed from eTicketing.
1.2 Data Manager to investigate receiving numerous Club emails instead of one.
RESPONSE: Ongoing. Data manager confirmed Club data is constantly updated and will investigate further.
1.3 Club to contact Liverpool City Council regarding complaints received by disabled supporters about the pavements on Goodison Road.
RESPONSE - The Club's head of stadium operations Alan Bowen contacted the Highways & Traffic Safety Services Manager at the City Council and is meeting with him next week to resolve the issue. DB confirmed work will start on Goodison Road Walk of Fame in October.
1.4 DB to propose to the senior management that the Dixie Dean statue is transferred back to its original position.
RESPONSE - DB confirmed full costing has been gathered for the transfer of the Dixie Dean statue. Plans are ongoing, not just to move the statue but to improve the location, making it more visitor-friendly. Plans will be presented to the Forum in due course.
1.5 Issues with the link from evertonfc.com to Paddy Power official website to be investigated.
ACTION: MR to investigate further as Forum confirmed link is still not working.

	2. Digital Evolution
SMc of the Club's Media and Communications department provided an overview of the progress made by the Club digitally over the past 12 months and targets for the year ahead.
SMc reiterated that evertonfc.com has great content and one of the objectives for 2013 is to ensure all aspects of the site are fully utilised and promoted effectively.
ACTION: Forum members to bring feedback to next meeting on what they would like to see within Everton's media products.

	3. Newcastle Attendance
As the attendance for the Newcastle fixture on 17 September was significantly below the target attendance set by the Club, DB requested feedback/suggestions from the Forum on how the Club could improve attendances in future. DB highlighted that with the team in good form and the fixture marketed well, the Club expected to sell more tickets in the weekend leading up to the match.  
Forum members agreed that there were a number of factors affecting the attendance that are out of the Club's control. All members of the forum felt that the two key factors affecting the attendance were the Monday night kick-off and that the game was televised.

	4. New Members
Each member of the Forum was presented with a booklet containing all applications that had been submitted for the Fans' Forum. Members of the Forum agreed to review applications and score each one on a scale of 1-10 (1 being poor). New members will be selected using their average score, which will be calculated during October's meeting.
ACTION: Forum to rate applications for new members and bring to next meeting.

	5. Fans' Forum Chairman terms of office
The Forum agreed that Tony Bott will continue as the Fans' Forum chairman for a three-year term.

	6. Hillsborough Tribute
Positive feedback received on all aspects of the Hillsborough tribute delivered by the Club ahead of the Newcastle fixture - from the screens graphics to Mr Kenwright's choice of song.
MR added his thanks to supporters' on how they embraced the tribute.
ACTION: MR to investigate possibility of a message of thanks to the fans for tribute via website/programme.

	7. Walk of Fame
DB confirmed that Liverpool City Council have set dates to begin work on Goodison Road Walk of Fame. The Club has been reassured that the work should be approaching completion by 27 October.
ACTION: DB to provide update on Walk of Fame at next meeting.

	8.  Leyton Orient delayed kick off
DB explained to the Forum that the number of collections for the game escalated from 600 to 1,700 over the Bank Holiday weekend. The Bullens Road collection office is adequate to fulfil 1000-1200 collections. Forum members agreed that the Club had effectively communicated to supporters via evertonfc.com, social media channels and traditional media outlets, to collect at least three hours before kick-off. The Club are investigating the possibility of updating the ticketing system to allow supporters to print their home match tickets at home. Along with the launch of city centre ticket outlets at Everton Two and TicketQuarter, the Club feels this could prevent a similar situation in the future.
ACTION Club to provide update on ‘Tickets at Home' at the next meeting.

	9. Bill Kenwright meeting
Forum recorded their thanks to the Club and Mr Kenwright for taking the time to meet with them ahead of the Newcastle fixture. All members were pleased with the positive atmosphere of the meeting.
MR passed on thanks from MR Kenwright, who enjoyed meeting with the Forum.

	10. Half-time incident at West Bromwich Albion fixture.
Members of the forum reported fighting on the concourse at half-time at the away fixture against West Bromwich Albion on 1 September.
ACTION: DB to investigate.

	11. Ground Safety Committee
Dave Lewis, head of stadium security, requested a member of the Forum to join the Liverpool City Council ground safety committee. Amy Wilson volunteered and Forum agreed that Amy will be their representative.  
ACTION: Amy to liaise directly with Dave Lewis regarding matter.

	9. AOB
1.1  Team news by SMS
MR confirmed there are not enough characters in an SMS to include the substitutes. If supporters would like this information included, it will result in them being charged twice. James Lyons noted that fans can access team news in full via social network sites on matchdays when the text service does not include the team substitutes.
ACTION: MR to investigate possibility of sending second text to supporters with news of substitutes.
1.2  Kiosk stock levels on a matchday
Reports from member of the Forum that stock levels at kiosks were low at the Leyton Orient fixture. This was due to the delayed kick-off and Sodexo only having sufficient stock up to the time of the original kick off. 
ACTION: If Forum note any further problems with stock, kiosk details are to be emailed directly to CP so they can be reported back to Sodexo.
1.3  Reports of unpaid postage
Members of the Forum reported receiving correspondence from the Club with no postage paid.
ACTION: CP to report feedback to the Fan Centre.
1.4  Kitbag Update
The Club's new 2012/13 third strip went on sale today at Everton One, Everton Two and online at evertondirect.com.  
ACTION: Club to provide update on kit sales at next meeting.
1.5  Everton in the Community
TW confirmed that plans for the 25th anniversary campaign are currently being finalised.
ACTION: TW to provide update at next meeting.
1.6.  Newcastle fixture
Positive feedback from Forum on new screens in the stadium and the flag parade that took place ahead of kick-off.



October 2012 
	ITEM/ACTION

	1. Review Of Action Points
1.1 ACTION - Forum members to bring feedback to next meeting on what they would like to see from Everton's media offering.
RESPONSE - Forum to provide details directly to MR  
1.2 ACTION: MR to investigate the possibility of a message of thanks to the fans for tribute via website/programme
RESPONSE: This was issued in the Everton v Southampton programme.
1.3 ACTION - DB to provide update on Walk of Fame at next meeting
RESPONSE - DB confirmed that further work is to be carried out on the Walk of Fame as the Club is not satisfied with the standard of the work. The Club is liaising with the council to confirm a date when further work can be carried out.
1.4 ACTION - Club to provide update on ‘Tickets at Home'
RESPONSE - A test for ‘Tickets at Home' will be carried out at the Sunderland fixture. Two turnstiles will be tested in a ‘live' environment to help the Club deal with any initial problems before rolling it out across the stadium.
1.5 ACTION - Team news by SMS - MR to investigate possibility of sending second text to supporters with news of substitutes.
RESPONSE - It is possible to send two texts but this would not be preferable for many supporters. All users of the service would receive the second text and would have to pay the additional price so the Club will continue to send one text only with the team news.
1.6 ACTION - Club to provide update on kit sales at next meeting
RESPONSE - DB confirmed that there has been a 24.3% increase in shirt revenue and this is expected to increase again in December due to Christmas sales. In October, sales figures showed that over 70% of those who purchased 2012/13 kit opted to have ‘Jelavic' printed on their shirt. DB confirmed a ladies kit will be available next season and the Club are liaising with Nike to determine the minimum order quantity.
1.7 ACTION - TW to provide update on EitC plans for 25th anniversary campaign 
RESPONSE - TW to provide full update at next meeting.
 

	2. New Members
All Fans' Forum members handed in their marked applications for new members. HMa collated the scores and announced the four successful new members at the end of the meeting. The new members are: Ruth Eardley, Dorothy Carlin, Martin Malone and Andrew Collier. They will attend their first meeting in November and will remain on the Forum for three years.
ACTION: CP and TB to liaise with new members.
TB explained that three existing members will leave the forum in December 2012.  The three were selected through a straw poll. The three members to leave the Forum are: Liz Forster, Dan Connolly and Sandra Hughes.
MR outlined that a structure must be outlined clearly so that members understand their length of term and the Forum is transparent.
ACTION: Document to be presented to the Forum at the next meeting to confirm structure and when/how many new members will be introduced.
RE asked how members of the Forum think they are perceived by the wider fanbase and questioned whether the Club could help to further promote their input. MR suggested members of the Forum take turns to write a blog for evertonfc.com detailing their input and how they liaise with supporters to gather varying viewpoints. 
ACTION: MR to investigate possibility of Forum members writing a blog on evertonfc.com
 

	3. Club Positioning And Branding
DB delivered a presentation about the Club positioning and branding. This was then discussed by the Forum.

	4. Update On External Works
DB provided an update on the Walk of Fame at the beginning of the meeting when discussing action points from September (See 1.3).

	5. Leeds United Away
The Club has contacted Leeds United following complaints from supporters about incidents that occurred at Elland Road after the Capital One Cup fixture in September. The Club has received a response from Leeds United to confirm they are conducting a full investigation and will provide an update by 2 November 2012.
PT confirmed the Club will provide an update at the next Fans' Forum meeting.
RE suggested that to encourage a positive environment at away fixtures and to provide an immediate point of contact for travelling fans, representatives from the Club should travel with supporters. This idea is to be investigated.
ACTION: PO'R requested an update from DB on incidents that occurred at the West Bromwich Albion fixture in September. DB to provide update at next meeting.
RE raised the point that the Club is trying to ensure its most loyal supporters get the best seats at away fixtures. Matt Kendall of the Fan Centre is investigating how this can be enhanced.  

	6. International Fans
It was discussed that due to the number of applications received to join the fans' forum from internationally-based supporters, the Forum should liaise further to ensure their views are represented during the meetings.
Forum suggested that all unsuccessful applicants could be contacted by a member of the Forum so they can provide any feedback and request agenda items to be discussed. It was discussed that this could be a cumbersome task and that it would be more appropriate to set up a feedback tab on the Fans' Forum section of the website. Through this vehicle, all supporters, whether they applied to join the Forum or not, could make direct contact and input into the Forum.
ACTION: MR to confirm how the website can be used most effectively to gather feedback from the wider fanbase.

	7. StubHub
Forum discussed that some tickets for the Merseyside derby were being sold on the StubHub website at a significantly higher value than they were purchased. DB confirmed that it is an open market place and the customer ultimately determines the price at which they are sold.

	1. SLO
The Club confirmed that Everton does meet the necessary Supporters' Liaison Officer criteria, as set out be UEFA. This criteria is met by a number of key staff members at the Club, including representatives of the Fan Centre and Media and Communications team. This also includes Graeme Sharp, the Fan Ambassador. It is the Club's intention to review the Supporter Liaison criteria on a regular basis.
The Club committed to keep the Forum updated on any progress and explained that Christine Prior had been appointed to enhance the level of fan engagement activity.

	9. AOB
1.1  Free School
RE confirmed that he is proud of the current achievements made by the Free School and their progress will be communicated when appropriate.
ACTION: Principal Adrian Packer to be invited to a future Fans' Forum meeting.
1.2  Behind-The-Scenes Tour
TB confirmed that he will provide a full update on his behind-the-scenes tour of Goodison Park at the next meeting. TB enjoyed finding out more about the work of each department in the Club and had high praise for Everton in the Community.
1.3  Promotional Events
KK said that there had been issues at a recent store signing session at Everton Two and suggested that the Club need to ensure there is a balance between financial gain and fan experience. MR confirmed that as the Club has increased the number of signing sessions for supporters, the queues have reduced and therefore less issues have arisen. There were no issues at all at the John Heitingasigning session held during the October half-term at Everton Two.
1.4  Everton Two
KK raised the point that there were no mirrors at Everton Two and asked if this could be investigated.
ACTION: DB to investigate.
1.5  Mystery Shop
DB confirmed that he would like the Fans' Forum to conduct another mystery shop at a home fixture. DB to confirm date.



November 2012 
	

	ITEM/ACTION
	COMMENTS

	1. Review Of Action Points
1.1   ACTION: Document to be presented to the Forum at the next meeting to confirm structure and when/how many new members will be introduced.
RESPONSE: On agenda to discuss.
1.2   ACTION: MR to investigate possibility of Forum members writing a blog on evertonfc.com.
RESPONSE: LF wrote the first Fans' Forum blog which was posted on the Forum section of evertonfc.com. Further blogs are welcomed by the webteam.
1.3   ACTION: MR to confirm how the website can be used most effectively to gather feedback from the wider fanbase.
RESPONSE: MR presented the group with a picture of the form ‘Ask the Forum' that is now live on website. This gives fans the opportunity to contact members directly and suggest items for discussion at future meetings.
	 
 
 
 
 
 

	2.Welcome New Members
TB welcomed new members Dorothy, Martin, Andrew and Ruth who were selected by the Forum in November.
	 
 
 
 

	3. Terms of Membership
Forum members reviewed document outlining the terms of membership from 2012-2014 and all approved. This will be reviewed in 2014.
	 
 


	4. Kitbag
Alex Leith from Kitbag answered the Forum's questions on current product range available to fans both online and in store.
Forum members expressed their disappointment in the limited selection of ladies wear in the current catalogue. AL confirmed that, historically, the items suggested by the Forum do not sell well enough to meet minimum order requirements.AL explained that since the last Fans Forum he attended in 2011/12, the colour range of ladies products has been developed.
Forum members also asked if the Christmas range could be expanded and AL confirmed that this will be developed for next year. DB suggested Forum members collate a wishlist of products that they would like to be made available.
ACTION: Fans' Forum to send a wishlist of products to CP.
PG raised the issue that there has been limited discounts offered to Season Ticket holders and shareholders as in previous years.
ACTION: MR to investigate the communication of discounts.
	 
 
 

	5. Update on Club Branding
DB updated the Forum on progress regarding the presentation on Club positioning and branding that took place in October's meeting.
 
	 

	6. Security and Investigation Update
Dave Lewis, Head of Stadium Security, updated the Forum on activity that has taken place this season. DL outlined the number of incidents at both home and away fixtures, including cases of ticket concession abuse. DL explained the Club's process to deal with such cases. To improve matchday security, stewards are now provided with body-worn cameras, a text helpline has been introduced for supporters, and a number of plain-clothed stewards now patrol the ground to investigate any problems or issues.
Forum members reported ticket touts at the Arsenal and Norwich fixtures and DL will investigate further.
TB gave positive feedback on the noticeable reduction in smoking in the toilets on a matchday.
	 

	7. Leeds Away - Capital One Cup fixture
DL read the official response from Sean Harvey at Leeds United Football Club following a number of complaints regarding the treatment of fans after the Capital One Cup fixture in October.
DL stated that the volume of 5,000 away supporters seemed to have caused a number of problems for Leeds on the night. Incidents outside the stadium affected the availability of stewards to assist supporters entering the stadium.
The response stated that following the investigation Leeds United have now introduced a number of improvements in the away stand of the stadium including a family lane, away car parking only area and an improved procedure for fans to exit the stadium.
DL stated that the feedback provided by Everton and supporters has been taken on board by Leeds United and the improvements will now make the matchday experience better for any other travelling fans to Elland Road.
	 

	8. Update on Wall of Fame
The Wall of Fame was launched at the Arsenal fixture. The Club are happy with the progress and have received positive feedback after transferring the plaques from the ground onto the wall, making them more visitor friendly.
KK asked if the Club have any plans to develop the idea of memorial plaques around the stadium. DB confirmed that the Club are hoping to develop and may link in with the relation of the Dixie Dean statue. No plans have yet been confirmed.
 
	 

	9. EitC 25 Campaign
CD updated the Forum on the EitC 25 campaign. The campaign will run until September 2013 with EitC aiming to raise £1million to celebrate the occasion. A number of activities have been planned to help raise the funds and are outlined on a specially-produced fixture card. The charity calendar ‘12 Shades of Blue' and charity wristbands have been produced to help reach the fundraising target.
ACTION: CP & Forum members to bring suggestions to next meeting on how the Forum can take part in the fundraising campaign.
	 

	10. Mystery Shopper
DB presented members of the forum with mystery shopper packs which they will complete at the Tottenham Hotspur fixture.
ACTION: Forum members to bring mystery shopper details to December's meeting.
	 

	11. AOB
1.1   Semi-final matchday activity
PG suggested that the Club begin to prepare for the event of reaching an FA cup semi-final.
1.2   Season Ticket access issues
DB confirmed that there was a reported attendance of 37,141 for the Arsenal fixture and only eight Season Ticket cards failed to work at the turnstile. DL confirmed there have been some issues with the Park End disabled enclosure turnstile which will be rectified before the next home fixture. Print at home tickets are still being tested around the stadium with initial problems caused by the ink jet quality on printers. Results are improving game by game.
1.3   Feedback on fan engagement events
CP updated the Forum on feedback received at recent fan engagement events. This included the 2012 fans' conference, the first ‘Stand Together' event, Supporters' Club visits and matchday activity which has been developed for junior supporters.
1.4   Half time scores
PO'R suggested that the screens displaying half time scores should include results from the lower league fixtures and the Scottish Premier League.
ACTION: MR to investigate.
	



December 2012 

	ITEM/ACTION
	COMMENTS

	1. Review of Action Points
1.1
ACTION: Forum members to send wishlist of Kitbag products to Christine Prior.
RESPONSE: The received lists have been collated and sent for Kitbag's attention.
1.2
ACTION: Mark Rowan (MR) to investigate the communication of discounts.
RESPONSE: MR confirmed that a meeting has taken place with Kitbag and Shareholders' retail discount has now been reinstated. Subject to an acceptable process, Dave Bigger (DB) hopes to confirm details in the New Year but expects it will be limited to a 5-10% discount for non-sale items purchased online only.
1.3
ACTION: Forum members to bring mystery shopper details to January's meeting
RESPONSE: Item on AOB.
	 
 
 
 
 
 

	2. Club Branding
Paul Tyrell (PT) informed the group that an update will be given on Club branding and positioning once this has been reviewed internally. 
	 
 
 

	3. Ticket Touts 
Members of the Fans' Forum expressed concerns that ticket touts were operating around the stadium on matchdays. PT informed the Fans' Forum of two incidents involving ticket touts at the Tottenham Hotspur fixture that were reported and the Head of Stadium Security is currently gathering more information. An update will be provided to the Fans' Forum at the January meeting.
	 
 
 

	4. Away Game Ticket Process 
James Lyon (JL) discussed improvements that can be made on the current away ticket information. The away ticket selling process has been amended so that the criteria dates make the selling process quicker for the supporters. This also ensures that all tickets arrive to travelling fans in time for the fixture. JL suggested that before away tickets go on to general sale they should be offered to fans who have attended home fixtures.
ACTION: Robert Elstone (RE) to discuss with head of ticketing Matt Kendall.
	 
 
 

	5. Fixture Changes
Forum members discussed the date of fixtures being changed due to them being televised.
ACTION: MR to confirm selected TV fixtures and period of time that fixtures can be changed. 
	[bookmark: _GoBack] 

	6. Everton in the Community Update 
Tom Woolley (TW) gave the forum an update on the EitC 25th anniversary campaign, including events that have taken place since the last meeting and details of upcoming events. TW confirmed the 12 Shades of Blue has sold 5,500 calendars to date. Over 100 pre-orders were received and the calendar had to be re-stocked due to number of sales via Kitbag. A record number of Blue Santas took part in the 2012 Santa Dash. Mascot packages are now available for the Aston Villa fixture, which has been dedicated to celebrating the 25th anniversary of the charity and information will be announced in the New Year on The Captains' and Managers' Dinner which is due to be held on 28 March 2013. 
Tony Bott (TB) gave positive feedback on EitC when he visited the department on his behind the scenes tour earlier in the season.
RE asked the Fans' Forum if they feel the success and work of EitC encourages fans to purchase a ticket  for a home fixture at Goodison. Members confirmed that the work of EitC makes them feel ‘proud to be blue' and gives them a sense of belonging but that alone would not make them buy a match ticket. JL feels that EitC have enhanced his experience of being an Evertonian. 
	 

	7.  Turn the City Blue campaign 
All members of the Forum reported positive feedback from December's ‘Turn the City Blue' Christmas campaign.
	 

	8.  The Everton Roadshow 
JL asked for feedback on the pre-match roadshow activity that takes place each game at the Fan Zone in the Park End. RE confirmed positive feedback from the roadshow and stated how the activity will continue to develop as the season progresses to enhance the matchday experience for supporters. PT said that Fan Zone has constantly developed since the launch and will be publicised more prominently in the New Year. 
RE asked the Fans' Forum what they would like to see at Goodison on a matchday and how the Club could improve the matchday experience/atmosphere. 
ACTION: Forum to bring a list of five things that would make them come to Goodison Park. 
	 

	9.Feedback 
MR asked that members of the Fans' Forum to gather feedback from their network of supporters on discussions that take place during the meeting and send to CP. 
ACTION: Forum members to send information to CP.
	 

	9. AOB 
1.1 Half Season Ticket Sales
PT provided an update on Half Season Ticket sales to date. Sales are 306% higher than last year with adults up by 325%, concessions (16-20) up by 235% and U16 & U11's up by 310%. The current rate of sales could result in the Club doubling the number of Half Season Ticket sales they budgeted for. 
1.2 Secret Shopper
TB collected the secret shopper packs from the group that took place at the Tottenham Hotspur fixture. The information will be collated and results will be given at the February meeting. 
1.3 Thank you from departing members
DC who is departing from the forum, thanked staff and members for an enjoyable experience.
	 




January 2012


 


I


TEM/ACTION


 


COMMENTS


 


Fans' Forum members were given a behind the scenes tour of operations at the Finch 


Farm training headquarters. During the tour, Forum members were shown the dressing 


room areas, medical facilities and the state of the art fitness centre used to prepare the


 


first team as well as rehabilitate the players following injury. The artificial pitches, 


swimming pools, media facilities and the world


-


renowned Everton Academy were also 


paid a visit before the formal commencement of this month's meeting.


 


1.


        


 


Re


view of action points


 


ACTION 


-


 


Junior supporters attending Goodison for the first time to have their names 


read out, to be implemented at the Bolton fixture on 4 January 2012.


 


RESPONSE 


-


 


Unfortunately due to data protection and child protection issues it


's has 


been deemed inappropriate to read out children's names without first obtaining parent's 


consent which would be unfeasible to do for each home match.


 


ACTION 


-


 


Club to look at whether it is feasible to show just first names pre match 


on the Jumbotron 


-


 


MR


 


ACTION 


-


 


Forum members will be contacted to ascertain whether they would be 


comfortable for their identities to be published.


 


RESPONSE 


-


 


Document distributed detailing a mock up of the page for the website. 


Forum felt very strongly about moving forw


ard with this piece of work. To go live WC 


6/2/12


 


ACTION 


-


 


The Club to look at creating an independent domain for email for the Fans' 


Forum, to be managed by the current members.


 


RESPONSE 


-


 


A new domain name has been acquired "evertonfansforum.com".


 


 


Wor


k 


will now progress on this and will be operational W/C 06/02/12


 


ACTION 


-


 


Feedback to be given to Sodexo relating to the perceived delay in decanting 


drinks when entering the stadium and the effect this may have on sales. Sodexo to 


suggest alternatives t


o avoid queues.


 


RESPONSE 


-


Clarification has been sought from Sodexo and Stadium Safety Officer. 


Sodexo staff offer plastic cups to supporters when purchasing from a catering 


point.


 


 


Stewards offer plastic cups to supporters when entering the stadium with a


 


PET 


 


 


 


 


 


 


 


 


 


 


 


 




January 2012  

I TEM/ACTION  COMMENTS  

Fans' Forum members were given a behind the scenes tour of operations at the Finch  Farm training headquarters. During the tour, Forum members were shown the dressing  room areas, medical facilities and the state of the art fitness centre used to prepare the   first team as well as rehabilitate the players following injury. The artificial pitches,  swimming pools, media facilities and the world - renowned Everton Academy were also  paid a visit before the formal commencement of this month's meeting.   1.            Re view of action points   ACTION  -   Junior supporters attending Goodison for the first time to have their names  read out, to be implemented at the Bolton fixture on 4 January 2012.   RESPONSE  -   Unfortunately due to data protection and child protection issues it 's has  been deemed inappropriate to read out children's names without first obtaining parent's  consent which would be unfeasible to do for each home match.   ACTION  -   Club to look at whether it is feasible to show just first names pre match  on the Jumbotron  -   MR   ACTION  -   Forum members will be contacted to ascertain whether they would be  comfortable for their identities to be published.   RESPONSE  -   Document distributed detailing a mock up of the page for the website.  Forum felt very strongly about moving forw ard with this piece of work. To go live WC  6/2/12   ACTION  -   The Club to look at creating an independent domain for email for the Fans'  Forum, to be managed by the current members.   RESPONSE  -   A new domain name has been acquired "evertonfansforum.com".     Wor k  will now progress on this and will be operational W/C 06/02/12   ACTION  -   Feedback to be given to Sodexo relating to the perceived delay in decanting  drinks when entering the stadium and the effect this may have on sales. Sodexo to  suggest alternatives t o avoid queues.   RESPONSE  - Clarification has been sought from Sodexo and Stadium Safety Officer.  Sodexo staff offer plastic cups to supporters when purchasing from a catering  point.     Stewards offer plastic cups to supporters when entering the stadium with a   PET                        

