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JULY JANUARY
Accessibility working group F&B working group
AUGUST Accessibility working group
Fan forum FEBRUARY
Supporter Panel Supporter Panel

Canaries Trust
SEPTEMBER
Canaries Trust MARCH
Food & Beverage working group NCWEFC fan forum

Accessibility fan forum
OCTOBER
Accessibility working group APRIL

Accessibility working group
NOVEMBER F&B working group
Supporter Panel

MAY
DECEMBER Supporter Panel
Club AGM Global Canaries
Canaries Trust

JUNE

Canaries Trust

F&B working group

Dates subject to change.
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Zoe Webber

Executive Director and nominated
board-level official responsible for
fan engagement

I

Elliot King
Head of Supporter
Engagement

21
|

If you have any specific
supporter queries, these
can be raised with our
supporter relations

team by emailing:
supporterrelations@
canaries.co.uk or via
@NorwichCityHelp on X.

T

Scott Kelly Perry Hamilton
Customer Services EDI Lead
Manager & Disability

Access Officer
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This was a challenging season for a number of associated protocols. We will also look

reasons, and as a result was largely reactive, to make improvements to the matchday
with planned progress on certain areas or experience, family offering, themed
topics having to be scaled back or deferred. matchdays and entertainment.

The EFL requires each club to produce a

fan engagement plan ahead of each season.
All commitments set out for the'2025/26 _
season were met, and as committed within

the plan, a full annual review summarising
the club’s supporter engagement activity for

the 2025/26 season is now published on the
club’s website here.

 Leadership and culture

Listening

Collaborate and participate

Key priorities for the 2026/27 season
Share

include working with our historical groups
on plans to commemorate the club’s 125th
anniversary, building on the documentation
of the women'’s team history, and
enhancing the club’s trophy cabinet and

Learn and improve
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LEADERSRIP

AND SULTURE

Supporter engagement is at its most
effective when it is considered in decision-
making at all levels. That is why Executive
Director, Zoe Webber, is our nominated
board-level official responsible for
managing club and supporter relations.
Within this document, we have set out
our supporter engagement framework
for the coming season and our minimum
levels of interaction — this includes board
representation to ensure that fan voices
are heard at the highest level.

While we will always listen to and consider
feedback, given the wide-ranging views
held by our diverse following, there will be
occasions when the club will not be able
to act on suggestions or thoughts for a
number of reasons. In these instances,

we are committed to being as open and
transparent as possible to outline why
certain decisions are being taken

Commitments:

* The nominated board-level official
will present a fan engagement report
each season to the board outlining the
activities undertaken, in addition to the
key issues and concerns which have been
raised by supporters during the season.

* The report will be made public on the
club’s website within 28 days of its
presentation and will be submitted to the
league by no later than 30 June.

* The nominated board-level official will attend
meetings with the club’s Supporter Panel.

* The club will remain compliant across all
elements of the relevant association and
league rules relating to fan engagement,
including

* Dedicated club communication channels
will be published for all supporter-related
queries and there will be a commitment
to respond to these messages in a timely
manner (see the and
our club directory on ).

“A policy of openness and transparency
means that we want our supporters

to have an understanding of the big
decisions at Norwich City and we wiill

always provide updates across our
official channels where appropriate”

Zoe Webber
Executive Director
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LISTENING

We are committed to a robust consultative
process with our supporters. The club
hosts at least two public fan forums

each year, as well regular working group
meetings covering relevant topics such as
ticketing & memberships, food & beverage
and accessibility. The club also meets with
representatives of officially recognised
Norwich City fan groups throughout the
season. We will keep you updated on the
nuMerous ways you can engage with us
and will advertise these on club channels.

We know how much you love and cherish
the club’s heritage assets. These include
our club’s name, colours, stadium
location, and crest. We are committed

to safeguarding and promoting these
assets for you and future generations. We
will always consult with our fans on any
changes or developments that affect our
heritage assets.

Surveys are an important way in which

the Club can receive valuable supporter
feedback and identify what is going well
and where we need to improve. We look to
undertake several different survey types
throughout the season, including our post-
match surveys. Over 10,000 supporters fill
out our post-match surveys each season
and comments are always shared with the
relevant departments at the club. Our aim
is to continue to improve and evolve the
matchday experience and we encourage
you to keep giving us your valuable
feedback.

Commitments

* We will consult with fans in a timely
manner prior to any significant
amendment of the club’s heritage assets
and comply with all elements contained
in The FA's rules. Structured dialogue
meetings will be held with the Supporter
Panel and Canaries Trust in respect of any
proposed changes to heritage assets.

+  We will continue engaging with
supporters’ clubs, representative groups
and the wider fanbase, and allocate
resources to facilitate such interaction.

+ The nominated board-level official for
fan engagement (or an alternative
Executive Committee member) will
attend a minimum of two supporters’
club meetings per season.

“The feedback from our supporters
has been instrumental in helping

us understand how we can better
improve our matchday experience at
Carrow Road. In 2025, we held our first
annual Accessibility Fan Forum which
highlighted the changes we needed to
start making in this space. Now with

a new supporter-led working group
set up and new facilities in place, I'm
excited to see how accessibility will
continue to improve and evolve inside
our stadium.”

Scott Kelly
Customer Services Manager
& Disability Access Officer
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COLLABORATE
AND PARTICIPATE

We want to work with you to achieve the best
outcomes for the club and our supporters.
That is why we have a number of platforms
where you can talk to us and where we can
hear from you in a structured way.

These engagement platforms include:

* Supporter Panel: The panel is a sounding
board for the club’s initiatives to gain
genuine supporter feedback on a range
of non-football related issues. It has a
maximum of 12 members who serve for
a period of two seasons on a rotational
basis. The panel is made up of both
elected fans, as well as representatives
from supporter groups.

* The club meets with the Supporter Panel
quarterly and all minutes are published
on the club’s website within 14 days. The
Supporter Panel terms of reference can
be found here.

» To contact the Supporter Panel, email
supporterpanel@canaries.co.uk

» Canaries Trust: The Canaries Trust is the
club’s official supporters’ trust and meets
with the club quarterly, as per the agreed
memorandum of understanding which
was updated in May 2025.

« Fan forums/Q&A sessions: These are
regular events where you can ask senior
club officials the questions that matter
most to you. Details of these events will
be posted on club channels.

» Fan working groups: These small
groups of fans work with the club and
the Supporter Panel on specific topics
or projects. These include ticketing &
memberships, food & beverage and
accessibility.

» Supporter group meetings: We will

continue to meet with fan groups and
enable new ones to grow. A full list of
affiliated supporter groups can be found
here.

“While the past year has not always
been straightforward, the Supporter
Panel has remained committed to its
core purpose: representing supporters
and ensuring their voices are heard.

Through a period that at times
challenged the panel’s resilience,
members continued to engage
constructively, challenge where
necessary and work collaboratively
with the club. Although some
discussions were difficult, they
ultimately led to stronger dialogue,
greater understanding and more
productive relationships with the
club’s Executive Committee. | am
proud of the dedication shown by
panel members throughout the season
and believe the work undertaken has
put us in a stronger position to deliver
meaningful supporter engagement in
the year ahead”

Caitlyn Winsor-Gray
Supporter Panel Chair 2025/26 season


https://www.canaries.co.uk/supporter-panel-minutes
https://files.canaries.co.uk/canaries/supporterpanelTOR.pdf
mailto:supporterpanel%40canaries.co.uk?subject=
https://www.canariestrust.org/
https://www.canariestrust.org/_files/ugd/375016_4750e767f4b946099a685eaa6aab1087.pdf
https://www.canaries.co.uk/supporter-groups
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Commitments

* The nominated board-level official
or Executive Committee member
representative will attend working
group meetings.

CANARIES
TRUST

“We continue to work closely with the
Club on a wide range of issues. This
engagement at multiple levels allows
us to both represent fans on major
issues, such as governance, finance and
forward planning, but also satisfy the
needs of the individual fan concerned
about food and drink at games, or

the number of disabled toilets in the
stadium.

Engagement isn't just about talking,
it's also about listening, and we can
say with confidence that the voices of
fans are being heard loud and clear at
Norwich City.”

Robin Sainty
Canaries Trust
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SHARE

In order to embed an effective two-way « The club will include a fan engagement
dialogue between the club and our fanbase, statement within its annual report.

it is important that we are transparent
regarding decisions taken and the
rationale for specific viewpoints. We will
endeavour to share information, subject
to commercial and legal sensitivities, in a
timely and accurate manner

» A supporter engagement plan will be
published before the start of each
season and any updates during
the course of the season will be
communicated to the league within five
business days.

Commitments:

* The club pledges to be transparent with “Transparency is key for me. | have
its supporter engagement initiatives and always said that no topic is off the table.
will, where appropriate, share any relevant While we may not be able to answer
meeting minutes on the club website in a everything, we will always be open and
timely and accurate manner. transparent about the reason. The

Supporter Engagement Plan enshrines
this, and | hope the forward nature of the
document enables supporters to engage
with the club as closely as possible”

* The club’s Executive Director will
communicate with the fanbase at least
twice per season in open fan forums
(including the opportunity for supporters
to ask questions). Details of these events Elliot King
will be published on club channels. Head of Supporter Engagement

12
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LEARN

AND IMPROVE

Our infinite purpose is to make our club
and community better today than it was
yesterday. This applies to how we interact

with our fanbase, and we are always looking

for ways to learn and improve.

We want to ensure that our supporter
engagement team is well equipped to deal
with all fan queries. That is why we work
with the league and various supporter
liaison officer networks to obtain the
relevant information and training.

Commitments:

* To provide support and resources to fan
clubs, representative groups and the
wider supporter base.

* The nominated board-level official and
supporter liaison officer will attend the
relevant training opportunities provided
by the league.

* The Supporter Panel chair will complete
an assessment of the effectiveness of
the panel each season with the Executive
Director or relevant Executive Committee
member. This will be published in the
fan engagement statement of the club’s
annual report.

e Club staff will attend relevant league
working groups in order to share best
practice and collaborate with peers.

* We will collaborate with fan-focused
organisations (e.g. Football Supporters
Association, Kick It Out and Level Playing
Field) to address fan-facing issues where
appropriate.

13

“Equality, diversity and inclusion (EDI)
remains a core priority for Norwich City
Football Club. Our Home for Everyone
strategy is our long-term approach

to align inclusion work with broader
commitments to sustainability and
mental health. Reflecting on past
seasons, we have seen positive progress
on gender equality, with increased
representation across the workforce
and a continued reduction in the gender
pay gap. Externally, our Report It!
campaign remains central to addressing
instances of discrimination, with 35%

of matchday incidents now related to
discriminatory behaviour; a reflection

of greater awareness and willingness

to challenge unacceptable conduct,
allowing us to keep Norwich City a

place where staff, supporters, and all
members of our community feel safe
and respected”

Perry Hamilton
Head of HR and EDI
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If you witness or are subject to
discriminatory or anti-social behaviour

JUN'T WAIT!

REPIRT

TEXT 80011

Start your message REPORT followed
by details, descriptions & seat numbers.

For URGENT assistance locate
the nearest steward or visit our
safe space in the South Stand

main reception. —

If you do not require urgent assistance, you A home for
can email supporterrelations@canaries.co.uk e\[eryone

All reports and texts are treated in the \/
strictest confidence.

14
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clLUB

DIRECTARY

Norwich City Football Club,
Carrow Road, Norwich, NR1 1JE
01603 721902

Contacts:

Accessibility
Community Sports Foundation
Premium Experiences
HR

Media

Membership
Memorials

Reception

Safer Sport
Shareholder Enquiries
Stadium Tours
Supporter Services
Tickets

Vacancies

accessibility@canaries.co.uk

info@communitysportsfoundation.org.uk

premium@canaries.co.uk

hrenquiries@canaries.co.uk

media@canaries.co.uk

memberships@canaries.co.uk

memorial@canaries.co.uk

reception@canaries.co.uk

safersport@canaries.co.uk

shareholders@canaries.co.uk

stadiumtours@canaries.co.uk

supporterrelations@canaries.co.uk

ncfcticketoffice@canaries.co.uk

vacancies@canaries.co.uk
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