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Foreword from 

THE CHAIRMAN 

Dear Supporter, 

 

My personal York City journey began in 1980 when my family returned to York after several 

years of exile in Essex. During those 41 years I’ve experienced countless highs and lows in an 

unbreakable love affair with the club. Like so many supporters that loyalty has been severely 

tested in recent times. 

 

It is with great personal sadness that as we enter our centenary year the deep bond between 

the club and supporters has become so strained. Our football club is at its lowest ebb in our 

long history, but despite many years of divisiveness and disillusionment we must now come 

together to rebuild our club for future generations. 

 

Before we can fix the deep-rooted issues that have plagued the club for so long, we must first 

begin to recognise, quantify and fully understand them. This inaugural Fan’s Survey is an 

important first step in that long journey to put the fans back at the heart of York City. We will 

give careful consideration to the results as we prepare our vision, mission and plan to define a 

fresh, viable and positive future for our club. 

 

I would like to personally thank the hundreds of fans who took their time to take part in the 

survey and the many volunteers who helped in preparing it. If any supporter would like to 

discuss the results of the survey or any aspect of the Trust’s work, please email me at 

mike.brown@ycst.org. 

 

MIKE BROWN 

Supporters’ Trust Chairman 
 

5 4 

  

  

We can and will 

REBUILD 
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Figs. 1, 2, 3 & 4 

ABOUT THE FAN’S SURVEY 

The York City Fan’s Survey 2021 is the first ever opportunity 

supporters have had to submit their views within the 

framework of a detailed study.  

Following extensive promotion via multiple online and offline 

channels the fan’s views were captured via an online form and 

in-person interviews at the LNER Community Stadium. The 

survey was conducted during the period 08/10/21 – 01/11/21. 

The Trust would like to thank every fan who took their time to 

take part and the fantastic volunteers that helped us to gather 

and collate the data. 
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Total Respondents 

603 
Average Group Size 

2.8 

Total Fans* 

1,695 

10%

18%

33%

39%

Don't Attend

West Stand

East Stand

South Stand

 

Season Ticket 

Holders

41.0%
Non-Season 

Ticket Holders

59.0%

Trust 

Members

59.0%

Non-Trust 

Members

41.0%

SEASON TICKETS  

Fig 5. Where respondents typically choose to sit at the LNER Community Stadium. 

TRUST MEMBERSHIP 

* Note: Fans were asked to indicate how many individuals were typically in their group on match days. The ‘Total Fans’ figure is the sum total of those 

groups, although we recognise that there may be some duplication if more than one member of a group completed the survey. However, we have a 

high level of confidence that the survey represents a high proportion of average gates in the 2021/22 season. 

Average 
 50 years 

0-16

1%
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16%

46-55

22%

56-64

21%

65+

20%

94% 

RESPONDENT DEMOGRAPHICS 

6% 
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Only 5.3% of respondents indicated that 

there was a disabled person in their group. 

This is far short of the 15% seen in the 

wider UK population 
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HOME FIXTURE ATTENDANCE 
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In this section we take a look at what percentage of home fixtures supporters expect to attend and 

whether or not this has changed since the club’s move to the LNER Community Stadium.  

  

Decrease

43.0%

Increase

6.7%

No Change

50.3%

“With 43% of respondents indicating that they expect 
to attend less games, the 30-50% bounce forecast by 
the club has clearly failed to materialise.” 

Fig 7. Expected change to 

home fixture attendance in 

the 2021/22 season. 

Fig 6. Percentage of home 

fixtures respondents expected to 

attend in the 2021/22 season. 

11 
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REASONS FOR DECREASE IN ATTENDANCE 

Shown below are the reasons fans cited for their reduced attendance at home matches. We also received a total of 

185 individual comments. Whilst it is not possible to publish every comment, we have provided a random selection. 

All anonymised comments are available for inspection upon request.  

  

21.0%

28.0%

29.0%

35.0%

55.0%

64.0%

67.0%

83.0%

84.0%

Stewarding

Ticketing Problems

Catering prices

Customer service

Generally lost interest

Travel & Parking

Quality of football

Other Reasons

Ticket prices

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0%

Fig 8. Reasons for expected reduction in home match attendance 

 

“I find the disregard 
the board have for the 
club's fans insulting 

and I no longer want 
to help fund such a 

badly run club.” 

“Increased attendance due 
to improved quality of 

strikers hopefully should 
result in more goals.” 

“I will not be attending 
any home games until 
there is a fundamental 

change in the way the club 
is run off the field. 

Preferably with a transfer 
of ownership to the Trust.” 

“I do not care for the way 
the club has been run over 

the years by the current 
Chairman. I will not 

attend any games until he 
is no longer connected 

with the club.” 

“I am losing interest. 
Wish I hadn't bothered 
with the ST this year.” 

“Protest against the 
ownership of the club. 
Refuse to attend home 

matches until the 
current owner and 

board are replaced.” 

“I can no longer support 
the regime running the 
club.  Will attend away 

games only.” 

“There is no direct bus 
service to the ground 

from Haxby.” 

“£20 is expensive for 
Division 6.” 

“I live away and family 
commitments mean that it is 

more difficult to find the time. 
I would attend more often if I 

could, and think the new 
ground is excellent.” 

Fan’s Comments 
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of respondents indicated that ticket prices 
were one of the factors affecting their 

reduced attendance at home games. 

84% 

The most common themes for 
reduced attendance were ticket 
prices, the club board / ownership 
and travel issues. 
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CUSTOMER SATISFACTION 

Shown below are fan’s satisfaction ratings for different aspects of the football club, match day experience and stadium. For each feature, fans 

selected from six options ranging from ‘Very Dissatisfied’ through to ‘Very Satisfied’ with an additional option of ‘Not Applicable’. To ensure 

statistical integrity, the default option was pre-selected as ‘OK’.  

  

21% 39% 26% 6% 3% 5%

Fig 9. Satisfaction ratings of different 

aspects of the football club and stadium 

12% 11% 25% 4% 47%

3% 16% 42% 27% 8% 4%

8% 20% 31% 16% 5% 20%

2% 26% 12% 8% 51%

2% 24% 28% 31% 14%

10% 14% 29% 9% 4% 34%

12% 21% 28% 9% 29%

27% 28% 16% 4% 24%

12% 21% 27% 9% 4% 27%

19% 23% 25% 16% 12% 5%

19% 23% 25% 16% 12% 5%

11% 22% 32% 17% 6% 12%

4% 12% 41% 21% 10% 12%

7% 18% 37% 19% 6% 13%

19% 29% 26% 10% 4% 12%

 

Ticket Prices 

Ticketing System 

Stewarding & Security 

General atmosphere 

Customer Service 

Communications & Social 

Media 

Car Parking 

Catering Prices 

Catering Quality 

Disabled Access 

Family & Social Facilities 

Toilet Facilities 

Hospitality Packages 

Club Shop 

Club Website 

Very Dissatisfied Very Satisfied N/A KEY 

Very Dissatisfied 

Dissatisfied 

OK 

Satisfied 

Very Satisfied 

Not Applicable 
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The greatest level of 

satisfaction was with the 

toilet facilities at the LNER 

Community Stadium 

 

Respondents were least 

satisfied with ticket prices 
 

There were good levels of 

satisfaction with the general 
atmosphere, stewarding and 
the club website 

18 
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SUPPORTERS’ TRUST SATISFACTION 

The Trust recognise the importance of getting feedback from our members and the wider fanbase. Shown below are the satisfaction 

ratings for various aspects of the Trust’s work. The Trust board will shortly review the results and prepare an action plan to identify 

opportunities for improvement. We will announce our plans at our AGM in January 2022. 

  

“The Trust’s overall satisfaction rating was good, but 
for the board ‘OK’ is not ‘OK’ so we will prepare an 
action plan to improve in a number of areas” 

3% 4% 45% 20% 11% 17%

6% 46% 23% 6% 18%

3% 9% 39% 23% 10% 16%

7% 39% 11% 2% 40%

5% 38% 16% 4% 36%

5% 7% 40% 23% 2% 23%

6% 10% 39% 25% 10% 10%

Fig 10. Satisfaction ratings of different 

aspects of the Supporters’ Trust 

 

Communications 

Member Newsletters 

Member Meetings 

Social Events 

Representing your views 

Trust website 

Democratic Process / Governance 

KEY 

Very Dissatisfied 

Dissatisfied 

OK 

Satisfied 

Very Satisfied 

Not Applicable 

Very Dissatisfied Very Satisfied N/A 
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Survey Review & 

CONCLUSIONS 

The York City Fan’s Survey 2021 has provided extensive insights into the views and aspirations 

of supporters. The Trust are pleased that with over 600 respondents the survey provides a very 

high degree of statistical validity. When accounting for respondents group sizes, the total of 

1,695 individuals represents 64% of average attendances during the 2021/22 season to date. 

 

We found that the age profiles of York City supporters are broadly consistent with a 2019 study 

conducted by the English Football League. However, there is a marked difference in the gender split of 

respondents across the two studies. In the EFL study 14% of respondents were female, whereas our 

survey shows just 6%. This points to the need for the club to do more to engage with women and girls. 

 

Only 6% of respondents indicated that there was a disabled supporter within their group. Given that 

15% of the wider UK population are disabled, this suggests more work could be done to attract 

disabled fans. Compared with Bootham Crescent the disabled facilities at the LNER Community 

Stadium are exceptional. The club could do more to celebrate and publicise this to encourage new 

disabled supporters.  

 

The survey clearly showed that ticket prices, the ticketing system and the quality of catering have very 

high level of dissatisfaction. The Football Club, Stadium Management Company and CGC Caterers may 

wish to consider how these areas could be improved. Positive changes are likely to lead to a greater 

degree of customer satisfaction and ultimately deliver improved revenues for each organisation. 

 

The Supporters’ Trust board are pleased to see that there is a high degree of satisfaction with many 

areas of our work. There is clearly room for improvement and the Trust board will take on the 

feedback to improve in a number of areas going forwards. We will announce these plans at our AGM in 

January 2022.  

 

The survey has provided us with an opportunity for us to reach beyond the Trust membership and 

gauge opinion from the wider fanbase. It is evident that there remains a high level of despondency and 

frustration. Hundreds of comments are directed at the club board and strongly reinforce the recent 

vote of no confidence. We call on them the club board to consider if they are best placed to deliver a 

successful and customer-centric football club going forwards. 

 

The Trust hopes that fans have found the survey results informative, interesting and valuable. We now 

plan to conduct an annual survey to provide comparisons and useful insights for the future evolution 

of the football club.  

 

The greatest factor effecting reduced attendances was ticket 
prices. The club may wish to carefully consider the impact this 
may have on club revenues. The pricing policy introduced in the 
2021/22 season appears to be a false economy. 
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