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Approaching the stadium
[bookmark: _Toc289119650]Contacting and visiting the football club or stadium
Some clubs provide a dedicated helpline for disabled spectators or customers who may require specific access information or assistance.  However, all customer service staff should be familiar with the accessible facilities and services available at their club and its stadium including availability of accessible (disabled) parking and drop-off points.  
Disabled spectators and customers should be able to purchase or arrange accessible parking (where available) in the same way as non-disabled people.  This may be via online sales, through the ticket office or by telephone.  However it is important that these services are fully accessible. 
Ticketing, customer services and switch board and help (phone) line staff should be familiar with all appropriate assistive hearing devices and services available to support hard of hearing and Deaf people.  This might include a local text-phone type service that enables a Deaf person to communicate via telephone with the assistance of a third party operator who acts as a text to speech interpreter between the Deaf caller and the recipient of the call.   
Induction or hearing loops that work with certain hearing aids should be available at all customer facing points including ticket offices, service counters, club reception desks and club shops and cafes.  Good quality lighting and non-reflective glass will make the vendor or customer service representative more visible and will assist hard of hearing and Deaf customers that are able to lip-read.  In a ticket office with a series of windows, it may be acceptable to have a single window fitted with an aid to communication, provided it is clearly identified as such using the international Deaf assistance symbol or signage.  It is also important that the club should provide easy access via a separate queue to any such dedicated window so that a disabled person is not expected to queue for a more unreasonable length of time. 
The ticket office (at least one ticket booth or window), club reception and customer service counters should be accessible to wheelchair users and include a lowered counter. 
Ticket office management should make adequate provisions to ensure that there is no discrimination when allocating parking based on being a disabled spectator or customer.  For example, spectator loyalty and general spectators club membership schemes that accommodate preferred parking etc. should all be equal and based on the same schemes as those used for non-disabled spectators or customers.  
However, some football clubs (and stadiums) still offer a range of concessions and these may include free or concessionary tickets and/or parking to local disabled spectators.  This is a decision for an individual football club in consultation with its own spectators and customers. 
[bookmark: _Toc289119651]Transport and access to the stadium
Match days or other live events at a football stadium will draw many thousands of spectators at concentrated times.  Consequently, getting to and leaving from the stadium during these busy periods can present some major challenges for disabled people.  Football clubs and stadium managers should consider the important issue of accessible transport and access to the stadium and look to develop a transport access plan for disabled spectators and customers. 
The local infrastructure is key to providing accessible public transport that is able to cope with the large numbers of spectators who attend the stadium on match days including disabled spectators.  The European rail network is becoming more accessible for disabled people and mapping out accessible routes from stations and bus stops to and from the stadium should also be part of any access plan or strategy that is drawn up.   
Where public transport remains inaccessible or unreliable, cars will continue to be the favoured means of transport for most wheelchair users and other disabled people.  However some will chose to arrive at the stadium by using accessible mini-buses, coaches and taxis.
Football clubs should ensure that their disabled spectators, customers, employees and volunteers can gain access to accessible parking or to accessible drop-off points at the stadium entrances.  
[bookmark: _Toc289119652]Accessible drop-off points
It is important to also consider disabled people who may arrive at the stadium by taxi or may be dropped off by car without requiring a parking space.  If parking is severely restricted, as is sometimes the case in a stadium located in an inner city, then it is important to ensure access to a suitable drop-off point which is close to the stadium entrance.
Football clubs and stadia may wish to consider issuing a special pass or permit along with disabled spectator tickets which ensures access to the dedicated drop-off point on a match day.  This pass, which should also be available to any disabled employee, will enable the disabled spectator to be more easily identified by security or traffic control personnel and/or traffic police in the area surrounding the stadium. 
Accessible drop-off points should be provided at 50 metres or less from any stand entrance designated for disabled people travelling to the stadium in modified coaches or minibuses.  They should be sited so that disabled passengers have sufficient time to disembark in safety and without causing congestion to other traffic and incoming spectators.  Wherever possible these locations should also be under cover.  
Drop-off and pick-up points should provide sufficient space to accommodate wheelchair users transferring out of the car or minibus into their wheelchairs without having to place the wheelchair on the sidewalk.  Please see Diagram 1.  Transferring from a vehicle into a wheelchair which is raised up on the sidewalk can be extremely difficult and hazardous for many disabled people.  Drop-off points should be accessible to rear-lift equipped vans and minibuses as well as side mounted lifts or hoists which are used to assist wheelchair users who stay in their wheelchair when moving from their vehicle to the kerbside. 
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Diagram 1 – Accessible drop-off point

In planning for the needs of match day disabled spectators and customers to live events, it is important to consider that their arrival at the stadium may be at different times, whereas departure will be at the same time for all spectators or customers.  Please note that site factors and constraints may require consultation and agreement with the local traffic authorities regarding match day and live events provisions or arrangements.
[bookmark: _Toc289119653]  Car Parking
As mentioned above, cars are still the most common and reliable means of transport for many disabled people.  Football clubs and stadia that provide match day or live event parking should also provide accessible parking to disabled spectators or customers, including disabled away spectators.  Stadium managers should ensure that designated accessible parking bays are supervised and controlled by stewards or staff.

Because of the size and elongated layout of a football stadium, it is recommended that designated parking bays should be as close as is reasonably possible to any entrance for disabled spectators or customers.   
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Diagram 2 - Accessible parking at the new Cardiff City Stadium, Wales

Accessible car parking spaces should be wide enough to accommodate wheelchair users transferring out of the car or minibus into their wheelchairs and should be clearly marked as shown in Diagrams 2 and 3.
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Diagram 3 – Accessible parking spaces 
It is considered reasonable to allocate at least 6% of the overall car parking capacity within a football club and its stadium to disabled people and wherever possible this percentage should be higher.  Consultation with local disabled spectators groups and disability organisations will help in deciding a fair and reasonable provision at your football club and stadium.

Alterations and improvements to existing or new stadia should pay particular attention to:

· Ensuring level approach access routes for pedestrians and wheelchair users;
· Accessible drop off and pick up points;
· Accessible car parking areas and locations;
· And spectator movement and circulation within the outer stadium areas.

If on-site parking is limited or only off-site parking is available then an accessible shuttle service to assist disabled spectators on match days and customers attending live events (with arrival and departure at the stadium entrance) should be considered.   

A football club or stadium may be able to consider a local solution such as providing golf-buggies or carts to assist ambulant disabled spectators along a route from the long-stay parking or public transport terminals within a stadium perimeter.  Consultation and agreement with the local traffic authorities may also identify match day accessible (disabled) parking bays in roads that are close to the stadium.
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Diagram 4 – Match day shuttle service at Derby County FC, UK
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