
BRISTOL RUGBY CUSTOMER CHARTER 2015/16 

CUSTOMER SERVICE 

Our Club and Supporter Liaison is David Lloyd. He is there to answer any questions you may 

have about any aspect of the way in which the club is run. If he can't answer your question 

directly, he will refer it to the appropriate member of staff. You can contact him via e-mail at 

david.lloyd@bristol-sport.co.uk, by phone on 0117 963 0683.  

Alternatively you can write to David at Ashton Gate Stadium, Ashton Road, Bristol BS3 2EJ.  

He will aim to respond to any enquiry within five working days. If he is not able to provide 

an immediate response, he will aim to have dealt with the issue within 21 working days. 

 

STAFF CONDUCT 

The club expects its staff to be polite, courteous and responsive to the needs of supporters and 

customers at all times. 

 

EQUAL OPPORTUNITIES 

Bristol Rugby Club is committed to confront and eliminate discrimination whether by reason 

of sex, sexual orientation, race, nationality, ethnic origin, colour, religion or disability. 

Bristol Rugby Club is an equal opportunities employer. We are committed to equal 

opportunity within our own organisation and to encouraging similar commitment from every 

organisation or individual acting within the game. 

Equality of opportunity at Bristol Rugby Club means that in none of our activities will we 

discriminate against, or in any way treat less favourably, any person on grounds of sex, 

sexual orientation, race, nationality, ethnic origin, colour, religion or disability. 

Bristol Rugby Club will not tolerate sexual or racially based harassment or other 

discriminatory behaviour, whether physical or verbal, and will work to ensure that such 

behaviour is met with appropriate disciplinary action in whatever context it occurs.  

SAFEGUARDING 

All staff who work closely with children and young people receive appropriate training and 

are DBS checked where appropriate.  

  

COMMUNITY ACTIVITY 

Engagement with the community is vital to our development. We work closely with the 

Bristol Rugby Community Foundation (BRCF) to achieve this aim. BRCF is a registered 

charity, and delivers needs driven, outcome based programming to help young people in 

Bristol make positive choices in their life. 



You can get more information about BRCF and its work at www.bristolrugbycf.co.uk 

 

SUPPORTER CONSULTATION 

We consult widely with supporters and welcome input on all aspects of our operations. 

 

TICKET PRICING 

The club continues to strive for wider access to matches by offering a broad range of ticket 

prices both in terms of match day tickets and season tickets. The club operates a scheme to 

enable supporters to pay for season tickets by instalment. 

Our head of Supporter Services is Kay McGinty. For any ticketing enquiries you can contact 

the supporter services team at hello@bristol-sport.co.uk. 

  

CONCESSIONS 

Concessionary prices are available to junior supporters (under-8s, under 19s and under 21s), 

senior citizens (over-65) and disabled supporters in possession of medium to high rate 

Disability Living Allowance or its equivalent.  

The club provides: 

Family season cards in all areas of the stadium.   

Support for disabled spectators and their carers. 
Our Disability Liaison Officer is Nick Lloyd. He can help with any enquiries regarding equal 

access and can make necessary arrangements to improve a disabled fan’s match day 

experience. You can contact him via e-mail at nick.lloyd@bristol-sport.co.uk or by phone on 

0117 963 0609.  

Alternatively you can write to Nick at Ashton Gate Stadium, Ashton Road, Bristol BS3 2EJ.  

Further information for disabled supporters can be found in the Bristol Rugby Disabled 

policy which is provided on the Bristol Rugby website.  

CUP COMPETITIONS 

Tickets for knock-out stage cup matches are priced dependent upon the opponents, the profile 

of the fixture and the competition.  

Ticket priority for home games will rest with season ticket holders, followed by Forever 

Bristol members, followed by general sale when applicable.  

 

RETURNS/REFUNDS 

Match tickets are non-refundable apart from in exceptional circumstances, in which case our 

Supporter Services team will assess each case on its individual merits. In the event of a 

http://www.bristolrugbycf.co.uk/
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refund being agreed the club must receive the tickets back prior to the day of the game. NO 

refunds will be given after the purchase of a season ticket. 

  

ABANDONED MATCH POLICY 

In the event that a match has to be abandoned for whatever reason the following club policy 

will apply:  

If a match is postponed after spectators have been admitted to the ground but before the 

match has kicked off, ticket holders and any spectators having entered the ground will be 

offered free admission to the re-arranged game.  

If a league match kicks off but is abandoned before the commencement of the second half, 

spectators in attendance will be offered admission to the rearranged fixture for 50% of the 

admission price they paid to attend the original fixture.  

If a cup match kicks off but is abandoned before the commencement of the second half, the 

club will endeavour to provide spectators in attendance with the opportunity to purchase 

tickets for the rearranged fixture at 50% of the admission price they paid to attend the original 

fixture. This will be subject to the agreement of the opposing team and fulfilling the 

requirements of the official bodies governing the competition.  

Due to different methods of admission to the three stands within the stadium it will be 

necessary to issue vouchers to some spectators.  

All spectators in the South Stand, Dolman and Atyeo stands will be advised by use of the 

P.A. system to retain their tickets as proof of their admission to the game and to claim their 

seats for the rearranged game.  

The vouchers will be individual to that area of the stand and will be retained in the control 

room for issue by the Safety Officer.  

STADIUM 

We undertake to provide a safe, secure environment in our stadium. Match day staff are fully 

trained in all aspects of safety and security.  The regulations are as follows: 

  

GROUND REGULATIONS 

Notice: Entry to the Ground is expressly subject to acceptance by the visitor of these Ground 

Regulations and the rules and regulations of The RFU.  The Ground Regulations incorporate 

the Club's Customer Charter (if any). Entry to the Ground shall constitute acceptance of the 

Ground Regulations. "Ground" means this rugby stadium and all locations owned, occupied 

or utilised by the Club.  



"Club" means this “Rugby Club”.  

"Match" means any association rugby match (or any part or aspect of such a match) taking 

place at the Ground.  

"Material" means any audio, visual or audio-visual material or any information or data.  

“Rugby Authorities” means The RFU and any other relevant governing body of association 

rugby.  

    Notwithstanding possession of any ticket the Club, any police officer or authorised 

steward may refuse entry to (or eject from) the Ground any person:  

o    that fails (or in the Club's reasonable opinion is likely to fail) to comply with these 

Ground Regulations or any reasonable instruction issued by a police officer or authorised 

steward; and/or  

o    whose presence within the Ground is, or could (in the Club's reasonable opinion), 

constitute a source of danger, nuisance or annoyance to any other person.  

     The Club excludes to the maximum extent permitted by law any liability for loss, injury 

or damage to persons/property in or around the Ground.  

    No guarantees can be given by the Club that a Match will take place at a particular time 

or on a particular date and the Club reserves the right to reschedule the Match without notice 

and without any liability whatsoever.  

    In the event of the postponement or abandonment of the Match, refunds (if any) will be 

made in accordance with the Club's Customer Charter. The Club will have no further liability 

whatsoever, including (but not limited to) any indirect or consequential loss or damage, such 

as (but not limited to) loss of enjoyment or travel costs.  

    All persons seeking entrance to the Ground acknowledge the Club's right to search any 

person entering the Ground and to refuse entry to or eject from the Ground any person 

refusing to submit to such a search.    

    The following articles must not be brought within the Ground - knives, fireworks, smoke 

canisters, air-horns, flares, weapons, dangerous or hazardous items, laser devices, and any 

article that might be used as a weapon and/or compromise public safety. Any person in 

possession of such items will be refused entry to the Ground.  

    The use of threatening behaviour, foul or abusive language is strictly forbidden and will 

result in arrest and/or ejection from the Ground.  

    Racial, homophobic or discriminatory abuse, chanting or harassment is strictly forbidden 

and will result in arrest and/or ejection from the Ground.  

    The obstruction of gangways, access ways, exits and entrances, stairways and like places 

is strictly forbidden. Nobody entering the Ground shall be permitted to climb any structures 

within the Ground.  

    Any individual who has entered any part of the Ground designated for the use of any 

group of supporters to which he does not belong may be ejected from the Ground either for 

the purposes of his own safety or for any other reason.  

    No goods (including literature) of any nature may be offered either free or for sale by any 

person within the Ground without the express written permission of the Club.  

    CCTV cameras are in use around and in the Ground and the Club may itself use or pass to 

the police any footage captured.   

    At all times whilst present in the Ground, persons must comply with any and all 

instructions of any steward or officer of the Club and/or any police officer. Failure to comply 

with any instruction may lead to immediate ejection from the Ground.  



    By entering the Ground, all persons are acknowledging that photographic images and/or 

video recordings (and/or stills taken from video recordings) may be taken of them and may 

also be used, by way of example and without limitation, in televised coverage of the game or 

by or on behalf of the Club or any Rugby Authority (or their commercial partners) for 

marketing, training or promotional purposes. Entry into the Ground is confirmation that all 

persons have consented to such use of their image. If these images should feature an 

individual prominently the Club will make reasonable efforts to gain the consent of that 

person before publishing such images, however, if this is not possible, then entry into the 

Ground shall be deemed consent unless the Club is notified in writing to the contrary.    

    Further to the previous paragraph, if such person is under 18 years of age, the parent, 

guardian, or responsible adult who is accompanying them into the Ground shall be deemed to 

have provided consent on their behalf.  

    Refused entry to (or ejection from) the Ground may lead to further action by the Club 

including, but not limited to, the withdrawal of any season ticket (without reimbursement), 

Club Membership and other benefits.  

 

TRANSPORT LINKS  

Ashton Gate is ideally located in Bristol less than two miles from the city centre. Details on 

how to get here can be found below. 

By Car  
 

SAT NAV: BS3 2EJ 

Directions By Road 

FROM M5: Leave the M5 motorway at junction 18, travel along the Portway (A4) following 

the signs for Bristol Airport/Taunton (A38). Over the swing bridge (Brunel Way), branching 

left into Winterstoke Road, and left again at the traffic lights for Ashton Gate. Street parking 

is limited so please arrive early and adhere to parking restrictions. 

FROM M4: At junction 19, exit onto M32 towards Bristol. Continue on A4032. Turn left at 

A4044/Bond Street. Continue to follow A4044. At Temple Circus Gyratory, take the 2nd exit 

onto A4/Templegate. At the roundabout, take the 2nd exit onto A370/York Road. Continue to 

follow A370. Go through one roundabout. Slight left to merge onto Brunel Way. Take the 

next left at traffic lights for Ashton Gate. 

Parking 

Due to the redevelopment at Ashton Gate there is no availability on site for parking for the 

2015/16 season. 

Avonline – Postcode: BS3 2AX 

The car park is approximately 10 minute walk from the stadium. A minibus will be available 

to shuttle supporters from this car park to the stadium (priority will be given to the elderly 

and ambulant disability supporters) There is no cost for this service. 



Parking bays are available on a seasonal basis or on a match by match basis. (Match by match 

should be booked in advance by calling Supporter Services) 

Disabled Parking 

Our disabled parking has already sold out for 2015/16. Anyone using a wheelchair/electric 

vehicle that isn’t needed during the game can make themselves known to a steward who will 

find a safe place to store it during the match. For any enquiries please contact Supporter 

Services on 0117 963 0600, Monday to Friday 9am-5pm.  

 

By Shuttle Bus 
 

Alongside the route from Horfield Common to Ashton Gate, a new South Bristol route has 

been introduced. 

The service will run from Whitchurch to the stadium, stopping at Wharnecliffe Gardens, 

Fortfield Road, Whitchurch Lane, William Jessop Way, Bishport Avenue, Four Acres, 

Highridge Road, Church Road and Bishopsworth Road on the way to Ashton Gate. 

Costs have been frozen at a £2 single fare and a £3 return fare.  For full details and timetables 

for the bus service please visit the travel section of the Bristol Rugby website. 

By Bicycle 

To find your best route to Ashton Gate, visit betterbybike.info. A number of covered bicycle 

racks are available at the South Stand. 

By Rail 

The closest mainline stations are Bristol Temple Meads and Bristol Parkway. 

For information on train times please call the National Railway Enquiry Services on 0845 

748 4950. 

 

 

COMPLAINTS PROCEDURE  

Please send all complaints to the Supporter Services team either via email at hello@bristol-

sport or in writing to; Supporter Services, Ashton Gate Stadium, Ashton Road, Bristol, BS3 

2EJ.  

 

http://www.betterbybike.info/

