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	Job Title
	Head of Fan Engagement

	Reporting to
	Chief of Staff & Communications Officer

	Location
	Stadium, Training Ground & travel as required

	Line Management Responsibility
	None currently, with scope for future growth as the Club's fan engagement function develops.

	Main Purpose

	This is an exciting opportunity to lead an area of growing strategic importance within professional football. With supporter engagement becoming an increasingly significant focus of football governance and regulation, the role offers the opportunity to shape how the Club listens to, engages with and represents the interests of its supporters at every level of the organisation.

	Working Hours
	Full Time which includes evenings, weekends and bank holidays as required and in line with business needs



	DUTIES & RESPONSIBILITIES

	The Club recognises that meaningful supporter engagement is an increasingly important strategic priority, both in strengthening relationships with our supporters and in meeting the evolving expectations of football governance and regulation. As the Club continues to develop its approach to fan engagement, this role will play a central leadership position in shaping how supporter voice informs decision-making across the organisation.
The Head of Fan Engagement will lead the Club's supporter engagement strategy, ensuring compliance with relevant football regulations and best practice, while fostering positive, constructive and transparent relationships between the Club and its supporters. The Head of Fan Engagement will provide strategic advice and insight to the Executive Leadership Team and, where appropriate, the Board on supporter matters.
Your main responsibilities for this role include, but are not limited to, the following:
Strategy, Leadership & Supporter Voice
· Lead the development, implementation and continuous improvement of the Club's Fan Engagement Strategy and Fan Engagement Plan (FEP).
· Ensure supporter perspectives are effectively represented and considered within the Club's decision-making processes.
· Act as the Club's senior adviser on supporter matters, providing insight, recommendations and challenge to senior leadership and key stakeholders.
· Shape and oversee the Club's approach to supporter consultation, ensuring engagement activities are meaningful, transparent and compliant with regulatory requirements.
· Monitor developments in football governance, supporter engagement best practice and regulatory frameworks, including requirements arising from the Independent Football Regulator (IFR), EFL and FA.
· Develop and monitor key performance indicators and engagement measures to assess the effectiveness of supporter engagement activity.
· Lead the analysis and interpretation of supporter insight, ensuring supporter sentiment informs decision-making across the Club.
· Produce regular reports, recommendations and insight for senior management, the Board and relevant governance groups.
· Provide supporter insight and consultation input into matters affecting the supporter experience, including ticket pricing, membership schemes, attendance initiatives and supporter retention, ensuring supporter perspectives are appropriately considered in Club decision-making.
Supporter Relations & Structured Dialogue
· Act as the principal point of contact between the Club and supporters, supporter groups, the Fan Advisory Board (FAB) and Albion Assembly.
· Lead the Club's programme of structured dialogue with supporter representatives, ensuring regular, meaningful and productive engagement.
· Build and maintain positive, trusted relationships with supporters and supporter groups across the fanbase.
· Ensure supporter feedback is captured, analysed and communicated effectively across the organisation.
· Represent supporter perspectives at internal meetings, influencing policy, operational and strategic decisions where appropriate.
· Lead the governance, administration and effectiveness of the Fan Advisory Board and supporter consultation forums.
Matchday Liaison & Operations
· Be highly visible and accessible on all home matchdays and selected away fixtures.
· Work closely with matchday operations, safety officers, stewarding teams, police and local authorities to support a positive supporter experience.
· Respond proactively to supporter concerns relating to ticketing, safety, accessibility, behaviour and service delivery.
· Support the planning and delivery of initiatives that enhance the matchday experience for supporters.
· Assist in managing away supporter liaison, including allocation issues, travel considerations and supporter communications where appropriate.
Compliance, Safety & Governance
· Ensure the Club's supporter engagement activity complies with relevant EFL regulations, FA guidance and emerging IFR requirements.
· Attend and contribute to Safety Advisory Group (SAG) meetings and other governance forums where required.
· Support the Club's approach to crowd management, supporter conduct and stadium safety.
· Provide supporter-focused impact assessments and feedback on proposed operational or strategic changes.
Equality, Inclusion & Community
· Champion Equality, Diversity & Inclusion (EDI) and anti-discrimination initiatives
· Work with disability access groups and accessibility officers to improve the matchday experience
· Support initiatives aimed at widening engagement with underrepresented supporter groups
· Collaborate with the club’s Community Trust and safeguarding teams as required
General
· To contribute positively to the Club’s vision, values and culture
· To promote and adhere to the Equality, Diversity and Inclusion Policy and to work consistently to embed ED&I into everything.
· To ensure the working environment is free from harassment and discrimination and any other form of unacceptable behaviour.
· To fully participate in one-to-ones and departmental reviews and meetings.
· To fully participate in annual and mid-term appraisals.
· To understand the Club’s Safeguarding policy, procedures and best practice guidelines and use these to ensure appropriate and safe working practices applicable to the role.
· To promote and assist with Safeguarding.
· To carry out CPD and keep up to date with any training and updates relevant to the role.
· To ensure the health & safety within the Club for self and others is adhered to at all times.
· To carry out all responsibilities with due regard to the Club values and all policies and procedures, in particular Health & Safety, Equality and Diversity and Safeguarding.
· To undertake all required training, including mandatory Club Equality and Diversity, Safeguarding and Health and Safety training.
The duties and responsibilities described are not a comprehensive list and additional tasks may be assigned to the employee from time to time; or the scope of the job may change as necessitated by business demands.

	PERSON SPECIFICATION

	Essential Criteria
	Desirable Criteria

	· Proven experience in supporter engagement, stakeholder engagement, customer experience, communications, public affairs, football operations or a comparable stakeholder-facing role.
· Experience working within professional football, sport, membership organisations or supporter-facing environments.

· Experience of developing and delivering engagement strategies, consultation programmes or stakeholder engagement plans.
· Experience of influencing senior stakeholders and presenting recommendations to leadership teams.
· Strong understanding of supporter culture and the role supporters play within professional football.
· Good understanding of the football regulatory environment, including supporter engagement requirements and emerging developments relating to the Independent Football Regulator (IFR).
· Excellent communication, relationship management and stakeholder engagement skills, with the ability to build trust and credibility with diverse audiences.
· Experience of managing sensitive, complex or high-profile issues, complaints or disputes with professionalism, diplomacy and sound judgement.
· Strong analytical, organisational and reporting skills, with the ability to identify trends and translate insight into practical recommendations.
· Ability to work effectively under pressure and manage competing priorities in a fast-paced environment.
· Demonstrable commitment to Equality, Diversity and Inclusion, safeguarding and supporter welfare.
· Willingness and flexibility to work evenings, weekends, matchdays and occasional away fixtures as required.
· Full UK driving licence.
· Right to work in the UK.

	· Experience working with supporter representative groups, fan advisory boards, supporter trusts or consultation forums.
· Knowledge of EFL, FA and safety governance structures, including Safety Advisory Groups (SAGs).
· Experience of producing reports and presenting findings to senior leadership, boards or governance groups.
· Understanding of accessibility requirements and supporter inclusion initiatives.
· Relevant qualification in communications, public relations, stakeholder engagement, customer experience, community engagement or a related discipline.


[bookmark: _Hlk96601445]Equality and Diversity
West Bromwich Albion FC is an equal opportunities employer and is committed to provide equality and fairness for all employees and opposes all forms of unlawful and unfair discrimination and positively encourages applications from suitably qualified and eligible candidates regardless of sex, race, disability, age, sexual orientation, gender reassignment, religion or belief, marital status or pregnancy and maternity.  
Safer Recruitment
West Bromwich Albion is committed to safeguarding and promoting the welfare of children, young people and adults at risk, therefore expects all staff and volunteers to share this commitment. 
WBA’s Safeguarding, Equality and Whistleblowing policies can be accessed here https://www.wba.co.uk/club/about-us/club-policies 
It is unlawful for the Club to employ anyone who is involved with regulated activity who is barred from doing so and we will carry out rigorous pre-employment checks and screening.  
	Signed
	Name
	Date
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An Enhanced DBS, References, Qualifications, Proof of Identity and Right Work in the UK checks will be required and carried out for this post. 







image1.jpeg
i IIII




image2.jpeg
WEST BROMWICH

BONDED BY BELIEF
SINCE 1878





