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IntroductIon

Welcome to Wigan Athletic Football Club (“the club”) Customer Charter, in 
which we detail our policies and procedures which affect you as a supporter 
or visiting supporter. We will explain how we will meet the objectives of our 
charter throughout the season in relation to ticketing, supporter consultation, 
discrimination, policing, merchandise and community interaction. The club is 
committed to ensuring that the policies are delivered. 

“We never forget Who We represent”
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customer servIce
commItment

Our commitment to supporters:

The club is committed to providing 
an exceptional service to supporters, 
and all staff are focused on achieving 
excellence. The club expects and requires 
all employees to conduct themselves in 
accordance with the highest standards at 
all times and employees are expected to 
maintain these standards on and off the 
club premises.

As a customer of the club each supporter 
and visitor to the DW Stadium (“the 
stadium”) has the right to be treated 
fairly and considerately when visiting 
the stadium, using any of our facilities or 
utilising any of our services whether in 
person, by phone, in writing or by e-mail. 
These standards outline the level of service 
you should expect to receive from every 
member of staff at the club and gives 
supporters the opportunity to challenge us 
if we do not deliver.

When dealing with all supporters  
we will:

•  be friendly and accessible;
•   understand the needs and 

requirements of supporters;
•   treat all supporters as we would 

expect to be treated ourselves; and
•   provide excellent service and work 

continually to improve it.

Should we not achieve the levels of service 
supporters expect from the club, it is 
important that they inform us. Feedback is 
an important way for the club to measure 
our progress off the field and to implement 
change. 

If a supporter wishes to make a complaint 
on a matchday they should consult with a 
stadium steward or uniformed member of 
staff. If the complaint cannot be resolved 
to their satisfaction on the day, they should 
contact the club. The club’s customer 
services contact details are provided in 
section 14 of this document. 

The club welcomes any suggestions, 
comments, queries, ideas or complaints 
from supporters in order that we can 
deliver an enjoyable matchday experience 
and continue to maintain a strong 
relationship between club and supporter. 
The club and all employees are committed 
to represent the club at all times in the 
correct manner and have a responsibility 
to uphold the commitments within this 
charter. 

JOnAThAn JACkSOn 

ChIEF ExECuTIvE

The club is proud of the relationship with supporters who are hugely important to 
our success, and we constantly strive to improve supporters’ matchday experience 
and day to day interaction with the club. 
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consultatIon
and InformatIon

The club publishes up-to-date and relevant information to assist supporters via the club’s website 
www.wiganathletic.com and offers premium content via www.wiganathletic.com/player.

The club also communicates with supporters in the following ways;

• Twitter at www.twitter.com/laticsofficial
• Facebook at www.facebook.com/wiganathletic
• Youtube at youtube.com/user/LaticsOfficial
• Instagram on instagram.com/laticsofficial

On a matchday, information sources include the matchday programme, concourse screens, 
scoreboard and PA system. 

Club officials including the Chairman, Manager, players and staff are regularly made available to 
the media, and press releases are issued to local and national sources daily. Informal meetings are 
regularly held with various supporters groups giving them the opportunity to discuss the club and 
non-football related issues with senior management and club officials. The club work in partnership 
with two Supporter Liaison Officers who support effective communication between our fans and 
the club, through the fans advisory board, liaising with fans at games and social media.

We will seek to continue to develop ways to consult with supporters, shareholders, local authorities 
and other stakeholders to ensure that the club remains closely aligned with all these groups.

The views and opinions of our supporters are very important to 
us and feedback is welcomed and valued. We will operate fans 
forum on a regular basis, welcoming feedback from supporters 
on a wide range of issues. 
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tIcketIng

(A) GEnERAL InFORMATIOn

The club believes in providing affordable and accessible tickets to 
watch football wherever possible and remains committed to this 
fundamental policy. We ensure that tickets for both season card 
holders and match purchasers are fairly priced and give as many 
supporters as possible the opportunity to watch matches. 
We aim to ensure that current and future generations of our 
supporters and visiting fans can attend matches at an affordable 
and realistic price. 

We offer a wide range of concessionary tickets including “young 
adult” season cards and “family” season cards to ensure that 
younger supporters and families have affordable access to watch 
local football. Senior concessions operate from the age of 65. 
Junior concessions operate at 5, 11 and 18 years old. New for the 
15/16 season is the option to upgrade junior concessions season 
cards for midweek matches on up to five occasions. 

The club is committed to working with schools, sports clubs and 
community groups to make access to match tickets affordable.
Match tickets are sold from the ticket office, via a 24 hour 
telephone service on 0871 66 33 552, and on the club’s official 
website at www.wiganthletic.com/tickets, which allows 
supporters to buy tickets and choose individual seats when making 
their booking online. 

The club offers supporters a payment plan when purchasing 
season cards and corporate season cards. The club is continually 
looking for ways in which to offer a broader range of ticketing 
prices for supporters and at least 5% of tickets to each home 
game will be made available to purchase for non-season card 
holders. 

In the event that away ticket allocation is sold out, or upon 
guidance from Greater Manchester Police, the club may have 
to restrict ticket sales in the home stands to people who have 
previously purchased match tickets for at least one or more Wigan 
Athletic home Football League fixture and whose details we have 
on our ticketing database. This is to prevent away supporters from 
accessing the home stands. 

For some home fixtures upon advice from Greater Manchester 
Police the club may also restrict the sale of tickets on matchdays. 
However whenever possible the club will always try to sell tickets 
to supporters wishing to sit in the designated home stands if the 
club feels that safety issues will not be compromised. 

The club also provides areas of the ground for the use of family 
groups and junior supporters, disabled spectators and their carers. 
We also dedicate some special offer matches where non-season 
card holders can benefit from price offers. These vary on a season 
by season basis and are communicated via the normal media and 
publicity channels. 

Please be aware that booking fees may apply when purchasing 
season cards and individual match tickets, please see website for 
details.

The stadium affords unrestricted views throughout. 
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(B) SEASOn CARD PRICInG 2015/16 

The Club reserves the right to make special match ticket offers throughout the course of the season. However, the savings of special 
offers will never undercut the savings made by the value of committing to a season card. 

(i) WIGAN ATHLETIC SEASON CARD PRICES SEASON 2015/2016

sprIngfIeld stand (West):

INNER AREAS 2015/16
WS4, 7

ONLINE 
DISCOUNT
Until 14.08.2015

EARLY 
PURCHASE
Until 14.08.2015

FULL PRICE

Adult £318 £335 £355
Over 65 £247 £260 £275
Young Adult (18-21) / 
Student

£223 £235 £255

Under 18 £95 £100 £100
Under 11 £47 £50 £50
Under 5 £18 £20 £20

OUTER AREAS 2015/16
WS1, 2, 3, 8, 9 & 10

ONLINE 
DISCOUNT
Until 14.08.2015

EARLY 
PURCHASE
Until 14.08.2015

FULL PRICE

Adult £289 £305 £325
Over 65 £228 £240 £250
Young Adult (18-21) / 
Student

£204 £215 £220

Under 18 £85 £90 £90
Under 11 £47 £50 £50
Under 5 £18 £20 £20

CENTRAL AREAS 2015/16
WS5, 6

ONLINE 
DISCOUNT
Until 14.08.2015

EARLY 
PURCHASE
Until 14.08.2015

FULL PRICE

Adult £342 £360 £385
Over 65 £266 £280 £295
Young Adult (18-21) / 
Student

£237 £250 £275

Under 18 £104 £110 £110
Under 11 £47 £50 £50
Under 5 £18 £20 £20
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(i) WIGAN ATHLETIC SEASON CARD PRICES SEASON 2015/2016

east stand:

INNER AREAS 2015/16
ES4, 7

ONLINE 
DISCOUNT
Until 14.08.2015

EARLY 
PURCHASE
Until 14.08.2015

FULL PRICE

Adult £313 £330 £345
Over 65 £242 £255 £275
Young Adult (18-21) / 
Student

£213 £225 £250

Under 18 £95 £100 £100
Under 11 £47 £50 £50
Under 5 £18 £20 £20

OUTER AREAS 2015/16
ES2, 3, 8 & 9

ONLINE 
DISCOUNT
Until 14.08.2015

EARLY 
PURCHASE
Until 14.08.2015

FULL PRICE

Adult £280 £295 £320
Adult ES2 & ES3 £250 £250 £250
Over 65 £218 £230 £245
Young Adult (18-21) / 
Student

£194 £205 £220

Under 18 £85 £90 £90
Under 11 £47 £50 £50
Under 5 £18 £20 £20

CENTRAL AREAS 2015/16
ES5, 6

ONLINE 
DISCOUNT
Until 14.08.2015

EARLY 
PURCHASE
Until 14.08.2015

FULL PRICE

Adult £337 £355 £375
Over 65 £261 £275 £290
Young Adult (18-21) / 
Student

£228 £240 £270

Under 18 £104 £110 £110
Under 11 £47 £50 £50
Under 5 £18 £20 £20

ALL AVAILABLE AREAS 2015/16
SS2, 3,4, 5 & 6

ONLINE DISCOUNT
Until 14.08.2015

EARLY PURCHASE
Until 14.08.2015

FULL PRICE

Adult £266 £280 £300
Family Saver (2 adults + 2 juniors) £570 £600 £620
Family 3 (1 adult + 2 juniors) £310 £330 £350
Family 2 (1 adult + 1 junior) £285 £300 £310
Over 65 £218 £230 £250
Young Adult (18-21) / Student £190 £200 £220
Team Latics U18 £85 £90 £90
Team Latics U11 £47 £50 £50
Team Latics U5 £18 £20 £20

famIly stand (south):
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(ii)    MATCHDAY TICKET PRICES SEASON 2015/2016

The club’s ticket pricing strategy offers Football League football at affordable prices 
resulting in some of the best value ticket offers throughout English football.

Individual adult match tickets are priced from £15 - £25 dependant on the category of 
fixture. The Club operates a three tier match category system; Category A, B and C. 
Game categories and pricing will be decided upon given consideration to various factors, 
including but not limited to:

• live TV coverage;
• date and time of kick off; and
• opposition.

The club operates several different concession prices for junior and senior fans which are 
priced in line with the game classification and adult matchday ticket price.

For further details about individual match ticket prices please visit our website at 
www.wiganathletic.com or call the ticket office on 0871 66 33 552.

(iii) LATICS MATCHDAY HOSPITALITY SEASON 2015/2016

Matchday hospitality at the stadium offers a hospitality experience which is exceptional 
both in terms of quality and value. Seasonal adult hospitality membership prices start at 
£464 inclusive of VAT for adults and £155 for juniors.

Matchday hospitality and sponsorship packages are also available to purchase, allowing for 
a wide variety of personal tastes and budgets. The matchday hospitality catering team will 
do all they can to ensure that any dietary requirements are catered for in line with our aim 
to ensure that the stadium is a venue able to welcome all supporters. 

A full range of our matchday hospitality offerings can be found on our website at
www.wiganathletic.com/hospitality

For further information in regards to matchday hospitality prices, facilities 
and availability please contact a member of our sales team on 01942 770 400 
or email hospitality@wiganathletic.com.
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MATCHDAY HOSPITALITY PRICE SUMMARY SEASON 2015/16:

The club offers a designated facility to home supporters in the DW Sports Fitness Lounge located in the South Stand at the 
stadium. The lounge has a capacity of 500 people and food, alcoholic and non-alcoholic drinks are available to purchase 
before and after each fixture. Admission is free of charge on the production of a valid Wigan Athletic season card, or a 
Wigan Athletic Supporters Club membership card. 

Price per season Category A Match Category B Match

Springfield Lounge - Bronze from £175* n/a n/a

Springfield Lounge - Silver £649 £49 £39

Springfield Lounge - Gold £899 £69 £59

Rigalettos - Italiano £799 £49 £49

Champagne Lounge £1,199 £75 £59

Rigalettos - Tradizionale £1,199 £75 £59

Coors Lounge £1,799 £99 £89

Private Box - Option A £8,999 £499 £499

Private Box - Option B £14,999 £1,099 £899

Private Box - Option C £17,999 £1,399 £1,199

Sky Lounge - Option A (10 guests) n/a £499 £499

Sky Lounge - Option B (18 guests) n/a £1,899 £1,615

Sky Lounge - Option C (18 guests) n/a £2,299 £1,999

• *Springfield Lounge - Bronze package is an upgrade, charged in addition to the price of your chosen season card
• Junior guests are subject to a 30% discount from the stated prices.
• All prices are inclusive of VAT.

Private Box and Sky Lounge Packages
Option A Private Suite for your use, no food or drink included in this price
Option B Private Suite with buffet served catering every match
Option C Private Suite with three course waitress served dining every match
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(C) AWAY MATChES

Tickets for away matches will be available to matchday hospitality members before going 
on sale to season ticket holders. Any remaining tickets will then go on general sale to 
non-season ticket holders. The club reserves the right on occasion to limit the number 
of tickets purchased by any individual and to restrict ticket sales to people who have 
previously purchased match tickets for at least one other Wigan Athletic home Football 
League fixture and whose details we have on our ticketing database. 

(D) CuP COMPETITIOnS

At the discretion of the club and with the permission of the visiting club, reduced admission 
prices are offered for some home cup matches. The club does not have the final say in 
fixtures not played at the stadium, or the final stages of a cup competition. The club will 
price all home cup matches on a game by game basis, but will ensure at all times that 
value for supporters will be at the forefront of the pricing. In some cup competitions, 
ticket prices are set by third parties and/ or the club has to agree the ticket price with the 
opposing team. The club will always endeavour to ensure that Wigan Athletic fans benefit 
from the best value tickets we can offer on such occasions.

(E) RETuRnS/REFunDS

Every effort will be made to assist anyone with a genuine reason for returning their match 
ticket for any game to obtain a full refund up to one and a half hours before the match is 
played subject to the game not being sold out; all refunds will be given at the discretion 
of the club. If a match is postponed before kick-off, all tickets will remain valid and can be 
used to gain admission for the re-arranged date. If supporters cannot attend on the new 
date they will be entitled to a full refund. If a match is abandoned up to 45 minutes after 
kick-off, supporters are entitled to half-price admission to the re-arranged match. 

The club advises that all supporters take out suitable insurance cover in relation to travel 
and accommodation expenses. Under no circumstances will the club be held responsible 
for any losses incurred as a result of any cancellation or change to any scheduled fixture. 
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(F) LOST OR STOLEn CARDS

Any misplaced or stolen match tickets should be reported to the ticket office immediately. 

Duplicate tickets will be issued up to one hour before kick-off. Lost season cards should 
be reported immediately to the ticket office. Replacement cards will be issued at a cost of 
£5.00.

Season cards from the summer of 2015 should not be discarded and will be reactivated for 
2015/16 for supporters who renew before 16 July 2015.

 (G) ACCOMMODATInG AWAY SuPPORTERS

The Club abides by League Regulations governing the allocation of tickets to visiting clubs. 
The admission prices for supporters of a visiting club are the same price as those for home 
supporters in comparable accommodation. This excludes those home supporters seated in 
the family area who may be offered discounted tickets as part of a membership package, or 
games that are designated as special promotion events in accordance with league rules. 

The North Stand allows for 5,000 away supporters. The final allocation of tickets for each 
away club will be discussed between the club and the opposing club, with the relevant safety 
authorities involved. On occasion, the club may not be in a position to offer the visiting team 
the full allocation of tickets, but this will be a decision taken on an individual match basis and 
with discussion of all parties concerned. 

All details relating to our ticketing policy including prices, on-sale dates, purchase eligibility 
and all other relevant ticketing information can be found on our website at 
www.wiganathletic.com/ticketinfo or via telephone to 0871 66 33 552.
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general stadIum
InformatIon
(A) nOn-PERMITTED ITEMS

Please note that supporters are not allowed to bring any of the following items into the stadium

• glass bottles;
• cans;
• recording equipment;
• fireworks;
• flares; 
• smoke bombs; 
• tools;
• darts;
• laser pens;
• air horns;
• or other items which could cause injury or disrupt a match.

Such items will be confiscated on entry. 

Flagpoles and spiked umbrellas may be permitted based on the discretion of the Safety Officer.

(B) SMOkInG POLICY

In accordance with the club’s ground regulations, smoking is strictly prohibited within all areas of the stadium. 
Anybody found smoking in the stadium will be asked to stop and risk being asked to leave the premises. Persistent 
offenders may face a ban or may have their season card revoked. We also ask that all visitors to the stadium refrain 
from smoking in and around the immediate vicinity of the stadium.

The smoking of e-cigarettes is permitted in the stadium bowl, but not hospitality areas. If the use of e-cigarettes 
causes annoyance to any other supporters the user will be asked to stop using it in consideration of those other 
supporters.

(C) STAnDInG POLICY

All visitors to the stadium are reminded that it is an all seater stadium and in accordance with the ground 
regulations, all supporters must remain in their seat while the game is in progress. Whilst there will be times when 
supporters will be celebrating and enjoying the exhilaration of football, persistent standing may result in ejection 
from the stadium. 

(D) GROunD REGuLATIOnS

All supporters must adhere to our ground regulations which can be viewed at all points of entry and on each 
concourse of the stadium and can be found in full at www.wiganathletic.com/groundregulations.

Supporters must abide by these comprehensive rules and regulations or may face ejection if they are not abided by. 
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(E) SAFETY POLICY

The club undertakes to ensure, as far as is reasonably practicable, that all activities taking 
place within the stadium are conducted in a manner that places spectator safety above all 
other considerations, and it is the Club’s responsibility via its safety policies and procedures 
to ensure the reasonable safety of all persons attending the stadium. 

The club works together with Wigan Metropolitan Borough Council; Greater Manchester 
Police, Greater Manchester Fire Service, the North West Ambulance Service and all other 
agencies in relation to safety at the stadium. The club ensures that all safety and medical 
personnel on site are properly trained and are fully aware of their respective roles and 
responsibilities at each event, and ensures that all the relevant safety checks and direct 
liaison with the relevant emergency services are undertaken prior to each match taking 
place at the stadium.

If any supporter is made aware of any instance at a match where there is a potential risk 
to supporter safety or is concerned about any individual they must contact the nearest 
steward as soon as possible. 

(F) STEWARDS

The club acknowledges that a successful match-day relies heavily on the ability, attitude and 
actions of our stewards. Stewards are there to assist with the movement of spectators, 
prevent overcrowding, reduce the likelihood of incident and disorder, take action in an 
emergency and ensure the care, comfort and well being of all supporters to the stadium.

As our stewards act as representatives of the Club, and are often the first point of contact 
between the supporter and the club management. We will ensure that our stewards offer 
the best service and provide the highest standards to all visitors to the stadium. In order 
for us to facilitate this promise we ensure that each of our stewards has a clear definition 
of their roles and responsibilities and a clear indication of the attitude expected of all the 
stewards employed by the club.

The basic duties of a club steward are:

•  to understand their general responsibilities toward the health and safety and welfare 
of all supporters, other stewards, ground staff and themselves;

•  to carry out safety checks as prescribed by the club safety handbook and the Safety 
Officer;

•  to control or direct spectators who are entering or leaving the stadium, to help 
achieve an even flow of people to and from the viewing areas;

•  to assist in the safe operation of the stadium;
•  to staff entrances, exits and other strategic points; for example segregation, 

perimeter and exit doors and gates which are not secured in the open position 
whilst the stadium is in use;

•  to recognise crowd conditions so as to ensure the safe dispersal of supporters and 
the prevention of overcrowding;

•  to assist the emergency services as required;
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•  to provide basic emergency first aid;
•  to respond to emergencies, to raise the alarm and take the necessary immediate action; 
•  to undertake specific duties in an emergency or as directed by the Safety Officer or the 

appropriate emergency services officer; and
•  to undertake and adhere to any additional duties, requirements or responsibilities 

outlined in the Club’s Safety Handbook or as advised by the Safety Officer from time to 
time. 

The club will ensure that all stewards employed by the club shall adhere to the following club 
guidelines:

•  stewards should at all times, be polite, courteous and helpful to all supporters;
•  stewards should at all times be smartly dressed in the uniform provided by the club with 

their steward identification number clearly on show, and should always be clean and 
tidy;

•  stewards should at all times concentrate fully on their duties and responsibilities;
•  stewards should never;
  i. wear clothing that may appear partisan or may cause offence whilst on duty;
  ii. celebrate or show extreme reaction to the event;
  iii. eat, drink or smoke in view of the public in or around the vicinity of the stadium;
  iv. consume alcohol before or during the match; and /or
  v. use obscene, offensive or intimidatory language or gestures; and
•  stewards should always be aware of their duties and responsibilities whilst on duty at the 

stadium and always adhere to the instructions of the Safety Officer, Stadium Manager 
and the Club’s Safety Handbook. 

The club will ensure that all stewards employed at the stadium are fully trained and qualified to 
the relevant standards as prescribed by the stadium’s General Safety Certificate.

If you wish to comment on the behaviour or actions of a particular steward or group of 
stewards please email feedback@wiganathletic.com.
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(G) CATERInG

Concourse and outside catering at the club for the 2015/16 season is managed by Central 
Catering Stadiums (“CCS”), who have been granted the license to operate these outlets. 
CCS is responsible for the stock, product range, pricing and all other facets of the catering 
operation at the stadium.

Alcohol is available to purchase on each concourse and within each lounge at the stadium 
for all first team games. Some restrictions may apply throughout the season for away 
fans, or upon police advice. The range of alcohol we are able to serve is controlled by the 
license under which the stadium operates.

The club works with CCS to try and provide food and drink to suit supporters, but we 
welcome any feedback via feedback@wiganathletic.com. 

(h) CLEAnLInESS

The club works hard to ensure that the environs of the stadium are kept as clean as 
possible, both on matchdays and during the week to provide a pleasant environment 
locally. Cleaning teams ensure that both the stadium and any other areas for which we are 
responsible will be kept as clean and clear as possible at all times. 
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(I) DIRECTIOnS AnD PARkInG

The stadium is located at the Robin Park Retail Park 
in Newtown, approximately one kilometre from 
Wigan town centre. The stadium is easily accessible 
from the M6 at Junction 25 for northbound traffic 
or Junction 27 for southbound vehicles. If travelling 
from the M61, take Junction 6 for Aspull and follow 
the signage to Wigan. The stadium is signed from all 
of these directions by the recognisable brown tourist 
information signs. 

Downloadable maps of the area and directions can 
be found at www.wiganathletic.com/directions. 

There is supporter parking facilities available around 
the stadium on a matchday. Home supporters are 
advised to park in car park no 3 or 4 (Sat Nav code 
WN5 0UN), which are priced at £5 for cars. Away 
supporters are advised to park in car park no 1 
(Sat Nav code WN5 0UN) which is priced at £5 for 
cars, £10 for mini buses and £20 for coaches.

The club strongly advise against parking on the 
adjacent retail park or in any other unauthorised 
parking space as it is likely that you will receive a 
penalty fine. The club car parks are stewarded and 
are protected throughout the game.

The stadium is well served by the local railway 
network. Wigan North Western is managed by 
Virgin Trains and is an integral stop on the West 
Coast Mainline, offering journey times of just over 
two hours to London Euston. Directly opposite, 
Wigan Wallgate is an important regional station 
offering services to Manchester and Liverpool, and 
various other north western towns. Both stations 
are approximately 15– 20 minutes walk from the 
stadium, or a £5 taxi fare (correct at time of printing). 

Wigan is approximately 45 minutes from both 
Liverpool John Lennon and Manchester Airports, 
with easy access by train and motorway to both. 
Please note however, that there are no facilities 
for the storage of luggage with the confines of the 
stadium. 
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CAR 
PARK 1  CAR 
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(J) vISITInG SuPPORTERS

The club would like to extend a very warm welcome to visiting supporters upon your visit 
to Wigan. Further details as to what you can expect when visiting the town may be found 
via the following link http://www.wiganlatics.co.uk/fans/Visiting-Supporters/

For the majority of fixtures Wigan Athletic offers a fantastic facility for visiting supporters; 
‘The Marquee’ which ensures visiting fans enjoy their visit to the stadium in style, with a 
free to enter facility underneath the North Stand. Up to 450 fans can be accommodated 
in this lounge, and entry is upon production of a valid away match ticket. Within this facility, 
hot food and beverages may be purchased, with licensed bars and a big screen television 
showing sporting events.

Other away supporters’ facilities may be found at the Powerleague Soccer Centre on 
Stadium Way, or at the Red Robin Pub on Robin Retail Park. 

Wigan Athletic operates a policy of welcoming visiting supporters into hospitality suites 
under the understanding that behaviour is respectful to home supporters. For details of 
what the club can offer away supporters, please email hospitality@wiganathletic.com.
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membershIp schemes
and benefIts
(A) OFFICIAL SuPPORTERS CLuB

The Wigan Athletic Supporters Club (‘WASC’) has been established for over twenty five years and has 
provided its members with travel to and from first team games as well as providing a facility for members to 
meet before and after each fixture. WASC is a non profit making organisation, whose main aim is to ensure 
that travel costs for members remain as low as possible.

Members of WASC enjoy the following benefits:

•  exclusive coach travel to and from each first team away fixture;
•  weekly draw for Legends Club hospitality tickets
•  access to WASC organised events such as fan forums and member dinners; and
•  travel on organised weekend trips to selected away fixtures.

The cost of WASC membership for the 2015/16 season is £6.00. Memberships can be renewed or applied for 
via the membership area of the website, coach travel can also be booked via the website, on the phone or in 
person at the Supporters Club Bar prior to any home fixture.

The club actively supports ‘WASC’ and meetings are held regularly to discuss any issues and ideas. One of 
the Club Supporters Liaison Officers (Jason Taylor) sits on the Committee providing a direct link between the 
Football Club and the Official Supporters Club.

For more information on WASC including a full list of membership benefits and how to become a member 
please see the WASC website at www.wastc.co.uk or visit http://www.wiganlatics.co.uk/fans/away-day-travel/ 
or call into the South Stand Bar prior to a home fixture. 
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(B) JunIOR SuPPORTERS

Junior supporters are very important to Wigan Athletic. They are the future fan base 
of the club. 

The club operates a junior supporters membership scheme ‘Team Latics’ for all junior 
supporters up to the age of 16. This junior membership is complimentary for all junior 
season ticket holders and is just £15.00 for non-season ticket holders.

‘Team Latics’ benefits include

• the chance to win a place as a club mascot;
• an invitation to free special Team Latics events including party nights; 
• 10% off official club merchandise; and
• discounted tickets for selected games plus much more.

For a full range of Team Latics benefits, details of the exclusive pre-match club and 
how to become a member of this great club please see our website www.teamlatics.
com or contact a member of our young supporters team on 01942 774000.
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(C) MASCOTS

Our mascots are primarily chosen at random from our Team Latics database, and must be under 
16 years of age. Should your child be lucky enough to be chosen as a mascot, the club will provide 
match tickets, a meal and refreshments for the mascot plus two accompanying adults. Mascots will 
be given a tour of the home changing room, the chance to meet the players and manager, and of 
course the opportunity to walk out of the tunnel with the Wigan Athletic players. 

(D) TEAM OF ThE WEEk

The club gives the unique opportunity to young footballers to play a role on a matchday at the 
stadium. For each home game one lucky ‘Team of the Week’ selected at random will enjoy a 
fantastic experience which includes:

•  a welcome pack including matchday programme and complimentary match ticket;
•  a tour of the home dressing room;
•  a chance to meet the Manager;
•  photographs at pitch side and in the home dug-out;
•  the opportunity to meet the players including photograph and autograph opportunities; and
•  the opportunity to greet the away team on their arrival.

For your team to be considered for selection or for more details about eligibility and full terms and 
conditions, please email Julie Lavin at j.lavin@wiganathletic.com.
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merchandIse

(A)  GEnERAL

The club works closely with DW Sports on a full range of club 
products and souvenirs.

There are three club merchandise outlets: 

DW Sports Store / Latics Club Shop, The Grand Arcade. 23 
Crompton Street, Wigan, WN1 1BH, 

DW Sports Fitness, Stadium Way, Wigan, WN5 0UN

DW Stadium (matchdays only)

For individual shop opening hours and directions please visit the 
Club Shop section on the website at www.LaticsStore.com

The club also operates a mail order department 
where supporters can place their orders online at 
www.LaticsStore.com or via telephone Monday to 
Saturday 9:00am – 5:00pm on 01942 245 098. 

Merchandise related queries should be addressed as follows:

In writing:   DW Sports Store / Latics Club Shop
   The Grand Arcade
    23 Crompton Street
    Wigan
    WN1 1BH

Via telephone: 01942 248413

Via e-mail:   branch2123@dwsports.com 

The club’s current technical partner is Kappa. Playing apparel may 
be changed for both the home and away kit at the start of each 
season. 
 

(B) REFunD POLICY

We want to ensure customers are completely satisfied with 
purchases from the club. If for any reason any customer is 
dissatisfied with any purchase we accept returns in their original 
unused / unworn condition with any packaging / receipt to the 
DW Sports Store / Latics Club Shop in The Grand Arcade, within 
28 days of the date of purchase and we will exchange it or offer a 
full refund. 

Some products will be exempt from this guarantee, including 
personalised printed replica shirts, earrings, body jewellery, made 
to order items and underwear. Statutory rights remain unaffected. 

The club accepts no responsibility if a player leaves the club or 
changes his squad number. Customised shirts relating to this issue 
cannot be refunded.



Page 23

Wigan Athletic Football Club Customer Charter  •  7.0

equalIty and
dIversIty
The club has a continual aim to ensure there is no discrimination 
in any area of the club and aims to ensure that no job applicant, 
employee, supporter or visitor will receive less favourable 
treatment on the grounds of colour, race, sex, ethnic origin, 
religion, sexual orientation, disability or age. The club will ensure 
that any such discriminatory behaviour or treatment is met with 
the appropriate action. 

The club will not under any circumstances tolerate any form of 
racially based harassment or discriminatory behaviour or actions 
whether physical or verbal within the stadium. Any offenders of 
such abuse may face arrest, prosecution, confiscation of their season 
ticket and being banned from all future games involving the club. 

The club is an equal opportunities employer and is committed to 
an equal opportunities policy and actively works throughout the 
local community promoting social inclusion campaigns. As such, 
we participate in a number of initiatives, some in partnership with 
other organizations, aimed at eliminating discrimination from 
football permanently. 

In June 2014 the clubs work around Equality and Diversity 
was recognised by Kick It Out who awarded the club with the 
Preliminary level of The Equality Standard for Professional Football 
Clubs. The Equality Standard is a framework which encourages 
and supports the development of equality practices and policies at 
professional clubs.

Should any supporter witness any form of discriminatory behaviour 
within the stadium please report it to the nearest steward or 
call 01942 770 400 – your call will be treated in the utmost of 
confidence. Wigan Athletic also offers a confidential text line, 
allowing supporters to report incidents via to text 07765 178 462.

kick It Out

If you see, hear or are the victim of abuse, please help the campaign 
and game as a whole by reporting the incident. You can report 
using the Kick It Out ap, or via: 

Facebook  /kickitoutofficial 
Twitter @kickitout 
Email   info@kickitout.org 
Call   0800 169 9414 
Visit   kickitout.org
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Wigan Athletic Community Trust is the charitable arm of Wigan 
Athletic Football Club. Based at the Montrose Skills Hub on 
Montrose Avenue in Pemberton, the Trust’s team of football and 
sport coaches run activities across Wigan that reach over 10,000 
people every year.

Working under four areas: Football and Sport, Education, 
Community Cohesion and Health the Community Trust aims to:

•   Increase opportunities for young people and families to be 
involved with Wigan Athletic – from playing and coaching to 
watching and supporting

•   Raise the aspirations of young people through football and 
education

•   Provide meaningful sports opportunities for young people to 
enhance their communities

•   Improve the health and well-being of the Wigan Community 
through football activities 

•   Be a sustainable and well-managed forward thinking 
organisation.

Among its achievements over the last season were:

•   Being named Community Club of the Year at the 2014 North 
West Football Awards

•   4,076 young people taking part in schools based coaching
•   57 schools receiving curriculum time coaching
•   74 schools taking part in football competitions
•   2,381 young people took part in after school sport clubs
•   1,022 young taking part in coaching in basketball, badminton, 

table tennis, tennis, athletics and volleyball, hockey and netball
•   1,121 young people taking part in evening football coaching 

Current community projects include:

holiday Football Courses: Providing affordable and high quality 
football coaching to young people across Wigan between the ages 
of 6-14 every day of the school holidays Schools Coaching: Last 
year 51 primary schools received football and sports coaching 
from the Community Trust.

kicks: Supported by the Premier League, Sport England and 
Wigan and Leigh Homes, the Community Trust runs free football 
and sports activities on a Thursday and Friday evening for young 
people between the ages of 12-19 in eight different areas of 
Wigan.

Latics Literacy and the Latics Enterprise Academy: Schools 
based educational projects for primary and high schools that 
help young people improve their reading and writing and gain an 
understanding of how Wigan Athletic Football Club operates as a 
business.

Train with Latics: Based at the Montrose Skills Hub, this 
education programme allows 16 -18 year olds to gain qualifications 
while playing and training alongside the Community Trust’s 
coaching staff.

Wigan Youth Zone: The Community Trust has a football officer 
at the centre and in partnership with the Youth Zone runs evening, 
weekend and holiday football sessions for young people.

Wigan Fit Fans: A health programme that gives men over the 
age of 25 the chance to take part in free football and sport sessions 
to encourage them to lose weight and become healthier.

For more information about the work of Wigan Athletic 
Community Trust and the activities it runs please contact 
01942 488 530 or e-mail community@wiganathleticct.com.

Wigan Athletic Football Club Customer Charter  •  8.0

latIcs In the 
communIty
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safeguardIng

The club acknowledges that it has a responsibility for the well being and safety of 
all children and vulnerable adults who are under the club’s care or who are utilising 
its facilities. Everyone has the right to live without fear of harm or abuse and Wigan 
Athletic recognises it has an active role to play in ensuring that everyone involved 
with the club has that right. Through the creation of an environment and culture of 
trust and inclusion the club is committed to:

•  Preventing and reducing the risk of significant harm, abuse or exploitation to 
children and vulnerable adults;

•  Responding effectively and appropriately to any incidents and concerns; and 
•  Raising awareness of key messages and procedures to those who may be 

abused and to potential abusers.

We all have a role to play in keeping safe and keeping others safe by preventing, 
identifying and reporting incidents and concerns. Thankfully incidents are rare but 
if you need to get in touch you can contact Louise Kerrigan (HR Manager/Head 
of Safeguarding).For details call 01942 774000 ext 2305, or email safeguarding@
wiganathletic.com
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good causes, charItIes
and sIgned merchandIse
Good Causes and Charities

The club is committed to helping many local charities and good 
causes. The club’s official charity partners are the Community 
Trust and Wigan Youth Zone. In line with our charity policy each 
season we will identify a third charity to support. 
Among the benefits the charity can expect to receive from Wigan 
Athletic are:

•  Launch of partnership with manager and players at the 
training ground and match day presentation at a Wigan 
Athletic home game

•  Exclusive photo opportunities on request with Wigan 
Athletic players at the training ground

• Players and staff to wear branded wristbands
•  A designated home match for the charity to raise funds and 

the profile of its work, including the possibility of players 
warming up in branded t-shirts

•  Features in the match day programme and on the club’s 
website, with a permanent link from club website to the 
charity to promote its work

•  The chosen charity’s fundraising initiatives to be promoted 
by the club’s official social media outlets 

•  Five signed items of club merchandise for fundraising 
purposes

•  Player appearance at promotional activities and events 
(subject to availability and club’s convenience)

•  Access to the DW Stadium conference for one fundraising 
event/activity (event to be organised by the charity and 
subject to room availability)

•  Two bucket collections before a Wigan Athletic home game 
during the season (including one at the designated match) 

•  A share in the proceeds from the club’s allocation from FA 
Community Shield funding.

In addition, throughout the season, the club will continue to 
consider other specific smaller charitable requests made in writing 
to feedback@wiganathletic.com on individual merit. 

Due to the high volume of requests we receive each week from 
charitable organisations, we require six weeks’ notice in advance 
of an event taking place. We will endeavour to respond to all 
requests within 14 days.

Signed Merchandise

Unfortunately due to the extremely large volume of requests 
received, the club will not accept personal autograph requests 
of the playing and management staff. Any items received from 
individuals for signing will be returned. However the club 
does encourage supporters to seek autographs via the various 
opportunities open to supporters throughout the year including:

•  open signing sessions;
•  fans forums, functions and events where players are 

attending;
•  club competitions offering signed items as competition 

prizes;
•  community events at which players are in attendance; and
•  the club’s official website.



Page 27

Wigan Athletic Football Club Customer Charter  •  11.0

accessIbIlIty 
InformatIon
The club is committed to providing first class facilities for all supporters and every effort is 
made to ensure that disabled fans are given the same level of access as other supporters. 

The club continues to be aware of the needs of our disabled supporters and constantly 
monitors any feedback as to how we can improve the matchday experience of disabled 
fans. The stadium has spaces for wheelchair bound supporters located at the same level 
of all four stands, meaning that supporters benefit from exactly the same standard of view 
and facilities as able bodied supporters. 

In association with Wigan Leisure and Culture Trust, the club makes provision for disabled, 
infirm and ambulant supporter’s car parking on the adjacent Robin Park Arena, close 
to turnstiles and entry points to the stadium and at car park 5 situated off Stadium Way. 
Spaces are limited and admission to these car parks is by ticket only.

In accordance with the Equality Act, disabled patrons are charged the prevailing ticket 
price throughout the stadium, with personal assistants being provided with a ticket free of 
charge to those on the highest rate of mobility and care allowance. Otherwise, personal 
assistant tickets are issued at the club’s discretion. Season ticket prices and individual match 
ticket prices can be found in section 3 of this document.

The stadium is equipped with headphones in certain areas of the stadium to allow visually 
impaired supporters a means of enjoying the action. The club is an active supporter 
of Never Watch Alone and the Wigan Council carer scheme, allowing carers in the 
community free tickets for sport. 

Mrs. Norma Sherratt (Disability Supporter Liaison Officer) can be contacted for details of 
our disabled facilities and ticket allocation via n.sherratt@wiganathletic.com. 
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data protectIon
polIcy
The club strives to fully comply with the Data Protection Act in regards to the handling of 
personal data. We work closely with Ticketmaster and M-Hance to ensure compliance 
with all Data Protection provisions and guidance and to ensure we stay abreast of any new 
legislation and guidance.

Information and data of our customers may be stored on computer or manual files in 
order to maintain accurate records. Your personal data will not be passed to any third 
parties without your consent. You can choose to opt out of receiving information from 
the club at any time or update or amend your details at www.wiganathletic.com/details or 
alternatively you can email the ticket office at ticketoffice@dwstadium.com. 
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customer servIces
contact
To contact the Club:

By Post:  Letters should be addressed to:

   Supporter Services
   Wigan Athletic Football Club
   DW Stadium, Robin Park, Newtown, Wigan
   WN5 0UZ

By Telephone: 01942 774000

By E-mail:  feedback@wiganathletic.com

Office Hours: 9am - 5pm Monday to Friday

The club will endeavour to respond to any correspondence within seven days of receipt. If 
it is not possible to provide a full response then an acknowledgement will be sent followed 
by a detailed reply within fourteen days of receipt of the original communication.

In the unlikely event that a query / complaint is not dealt with promptly or satisfactorily, 
supporters are advised to contact Chris Laird (Football Secretary) on 01942 770 400 or 
c.laird@wiganathletic.com. Should you be dissatisfied with the response you receive or 
feel that your complaint has not been resolved, you may wish to escalate the case to the 
Football League or the Independent Football Ombudsman:

The Football League Limited 
Customer Service Department
Edward VII Quay
Navigation Way
Preston
PR2 2YF

E: enquiries@football-league.co.uk
T: 0844 335 0183

 

The Independent Football Ombudsman
Suite 49
57 Great George Street
Leeds
LS1 3AJ

E: contact@theifo.co.uk
T: 0800 588 4066
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club contacts
Club aDMinisTraTion:
Chief Executive Jonathan Jackson j.jackson@wiganathletic.com

Football Secretary Chris Laird c.laird@wiganathletic.com

Assistant Football Secretary Tim Lane t.lane@wiganathletic.com 

Assistant Football Secretary Gemma Bailey-Hall g.bailey@wiganathletic.com 

MarKETinG, rETail anD CorPoraTE HosPiTaliTY:
Head of Commercial Ian Laithwaite i.laithwaite@wiganathletic.com  

Sales Operations Manager Antony Clark a.clark@wiganathletic.com 

New Business Manager Scott Williams scott.williams@wiganathletic.com 

Sponsorship Manager Neill Rimmer n.rimmer@wiganathletic.com 

Marketing, Commercial and Office Administrator Julie Lavin j.lavin@wiganathletic.com 

Hospitality Sales Executive India Harris i.harris@wiganathletic.com 

Hr anD saFEGuarDinG:
HR Manager and Head of Safeguarding Louise Kerrigan l.kerrigan@wiganathletic.com 

MEDia:
Head of Media and Publications Ed Jones e.jones@wiganathletic.com 

Media Officer Nick Taylor n.taylor@wiganathletic.com 

Programme Editor Ash Houghton a.houghton@wiganathletic.com 

aCCounTs:
Company Accountant Richard Bramwell r.bramwell@wiganathletic.com 

Accounts Administration Leanne Hunt l.hunt@wiganathletic.com 

TiCKET oFFiCE:
Ticket Office Manager Steve Reeves s.reeves@dwstadium.com 

Assistant Ticket Office Manager Helen Wilson Linnett h.wilson-linnett@dwstadium.com 

Disability Liaison Officer Norma Sherratt n.sherratt@dwstadium.com 

DW sTaDiuM:
Stadium Operations Manager Andy Birch a.birch@dwstadium.com

Safety Officer Shaun Currie safetyofficer@dwstadium.com 

Reception reception@dwstadium.com 

CoMMuniTY TrusT:
Head of Community Tom Flower tflower@wiganathletictg.com


