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Background
• To help back up our representations to the club on fan issues related to Covid19 we wanted to provide some clear
evidence and feedback from supporters. We conducted a small snapshot survey prior to our first post-lockdown
meeting in March and undertook this second, more detailed, survey to inform our follow up meeting in early June.
• The objectives of the research was to understand:
• The scale of concerns around personal health and finance and to test potential solutions to them, particularly around new
season ticket renewal options.
• Supporter perceptions of the club’s overall approach to Covid19.
• Supporter attitudes to restarting the current season that the Premier League had asked for feedback on.

• Fieldwork period 2nd – 7th June. Targeting match-going fans, both MUST Members and Non-members were invited to
participate via email and via social media.
• We had received 2931 fully complete responses by the time of this analysis, creating a good representative profile of
match-going supporters.
• We have shared this report and all open comments with club decision makers, alongside offering potential solutions to
supporter concerns.
• All information has been fully anonymised.
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Key Take Outs:

1

Perceptions of the club’s reaction during COVID-19 are positive.
Both overall and towards supporters

2

81% of season ticket holders are still to renew. Around a
quarter (23%) of all season ticket holders want to renew, but
have health or affordability concerns

3

Just under a third of season ticket holders (31%), who are still
to renew, would react positively to a flexible arrangement or a
sabbatical (A quarter of all season ticket holders)

4

Feelings are mixed about re-starting this season behind closed
doors. As is starting next season behind closed doors

5

The majority of supporters are willing to participate in a phased
return.

Continue to promote what the club has done
during the crisis. This has potentially influenced
renewal behaviour
Supporters need reassurance/communications
detailing:
• What circumstances will reactivate the renewals
process alongside what that will be
• What renewal options will be available to
supporters, in particular those with affordability
or health concerns
• How concerns around affordability and health
will be addressed (i.e. How social distancing will
work within the stadium)
• How the club intends to issue tickets to those
who want to attend. This will no doubt be
contentious, i.e. should priority be given to
those with Platinum, Gold, Sliver etc.
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Supporters Perceive the club’s response to COVID-19 as strong
Q1: Overall, how would you rate Manchester United's response to the COVID-19 crisis?

Excellent

55%

Very Good

Fair

Poor
0%
Base: All Supporters 2931

Excellent/Very Good

34%

Good

89%

9%

Younger supporters are more likely to perceive the
club’s response as ‘Excellent’:
• Under 21
69%
(Low Base - 39)
• 21 to 40
64%
• 41 to 64
52%
• 65 and Over
50%

2%

0%
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40%
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60%
NB: No differences by supporter type (i.e. STH, Member)
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Awareness of club COVID-19 initiatives is also high
Q2: Which of the following, if any, were you aware of?

The club not furloughing any staff

90%

Paying all match day staff

86%

Providing support to the NHS

86%

Donating to the food bank appeal

85%

Delaying season ticket deadline

85%

None of the above
0%

Awareness of initiatives are significantly higher amongst:
• Season ticket holders
• Those season ticket holders who intend to renew
Awareness of initiatives are significantly lower amongst:
• Official Members who haven’t attended games
• Those who rated the clubs treatment of supporters
as fair/poor

2%
20%

40%

60%

80%

100%

Base: All Supporters 2931
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Again, perceptions of the club are high. However, clear some supporters are less positive
i.e. those with health or affordability concerns around renewal. Communication required.
Q3: Overall, how would you rate Manchester United's treatment of supporters during the COVID-19 crisis?

Excellent

41%

Very Good

41%

Good

82%

Excellent/Very Good

14%

•
Fair

Poor
0%

4%

•
•

1%
10%

20%

30%

40%

50%

Just a third (32%) of those who have renewal concerns around
affordability or health perceive the club’s treatment of
supporters to be ‘Excellent’ 32%, compared to over half (51%)
of those who have renewed or intend to (47%)
Those under 40yrs (49% Excellent) vs those over 40yrs (38%)
Members (35% Excellent) vs STH (44%)

60%

Base: All Supporters 2931
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Q4: What more could the club do to help supporters? Please provide as much detail as
possible
Q4: What more could the club do to help supporters? Please provide as much detail as possible

Key Take Outs
•

•
•
•

Expressions of caution wanting reassurance that
return to ground will be safe
Communication of restart
keeping supporters engaged.
Requests for improved &
more frequent briefings on
developments and decisions
Recognising and rewarding
supporters when they return

More detail of when they expect payment of
season tickets. Due to COVID-19 I suspect people
will find it difficult to support paying all their
season ticket cost up front, so it might be
prudent to allow them to pay on a monthly
basis, spread over a longer period.
Some season ticket holders may be under
financial pressure due to the coronavirus. The
club may need to be more flexible with season
ticket payments. They should also consider a
redesign of half-time facilities to reduce queues,
helping social distancing
If next seasons games are played behind closed
doors, continue with refunds. If restrictions apply
on crowd numbers offer tickets to longest serving
ticket holders first.
Tell me how the season ticket refund is going to
be received. Is it going to be refunded to credit
card or put in credit for future cup tickets?

Base: Supporters answering 912
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1 in 5 season ticket holders have already renewed, with almost a quarter having health or
affordability concerns
Q6 - Thinking about renewing your season ticket, which of the following statements most closely applies?

I have already renewed for 2020/21

76%

19%

I intend to renew when the renewal
process reopens

57%

I want to renew but have some concerns
over affordability
I want to renew but have some
Coronavirus health concerns

I have decided not to renew
0%

Want to renew
but have
concerns

17%

1%
10%

20%

30%

40%

50%

As age increases so does the
proportion of supporters that have
health or affordability concerns:
• Under 21
9% (Low Base 23)
• 21 to 40
21%
• 41 to 64
23%
• 65 and over 30%

•

Interestingly just 14% of those who
have been impacted financially by
the COVID-19 crisis have
affordability concerns around
renewal

Have renewed or
intend to when
process re-opens

23%

6%

•

60%

Base: All Season Ticket Holders (1914)
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Over half of those who have not yet renewed plan to do so by paying in full, clearly different
approaches are preferred amongst those who have specific concerns
Q7 - Thinking about next season, if offered, which of the following options would you most likely take?

Renew by paying in full

54%

Delay my renewal with flexibility to take
it up later in the season

24%

Take a one-year sabbatical then renew
for 2021/22 season

7%

Renew through an affordable finance
credit offer

14%

No Concerns

Affordability
Concerns

Health Concerns

Pay in full

68% ↑

16% ↓

23% ↓

Delay renewal with flexibility to
take later in the season

16% ↓

31%

48% ↑

Take a one-year sabbatical

2% ↓

13% ↑

20% ↑

Renew through an affordable
credit offer

13%

40% ↑

8% ↓

Still not renew

0% ↓

0%

0%

Base

1100

Renewal method

•
I would still plan not to renew at all
0%

0%
20%

40%

60%

•
•

122

324

Of those who have been impacted financially by the crisis, they are twice as
likely to renew through affordable finance (21% vs. 10%).
• 25% wish to take up a flexible option
• 8% wished to take a season sabbatical
The credit option is most preferred amongst those aged 21 to 40 (25%)
The flexible option is most preferred amongst those aged 65 and over (30%)

Base: Season Ticket Holders who are yet to renew (1556)
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Q8: Please add any comments/concerns you have about Season Ticket Renewals (This
question is optional)

Key Take Outs
•

•

Confirmation of the health
and finance issues and need
for flexible renewal policies
that we are already
discussing. Some asking for
early cash refunds
Some want certainty over
20/21 attended matches
before renewing

Base: Supporters answering 486

If we do renew for the next season, if the
season starts bcd, how would this effect the
pricing of renewal? Also if your tickets are for 2
people, in your family who do not live in the
same household, how would that be solved
through social distancing? Could we end up in
different parts of the ground if separated?
Until the government gives the go ahead for fans
to attend games and social distancing has been
relaxed the club can’t expect fans to renew.
What if next season is played behind closed
doors too? Once fans are allowed back in, the
renewal process should start then.
Myself and my young son are having to give up
our season tickets as I have been furloughed since
March and will struggle to afford renewal due to
redundancy concerns too
I have concerns regarding travel. I get to games
on a supporters’ branch coach and this concerns
me.
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The majority of supporters agree with a phased return of supporters to stadia. Those who
wish to attend, tend to be younger and less likely to have health concerns
Q10 - If a phased return of supporters was introduced, with a reduced capacity and social distancing
measures put in place, would you want to attend?
Q9 - ‘Phased’ return of supporters

Yes

60%

58%
Agree

•

Interestingly, members (66%)
are more likely to agree than
season ticket holders (54%)

No

Just a third (34%) of those with health
concerns would want to participate in
a phased return vs. around three
quarters of those who have already
renewed or intend to do so

•

Age is a key predictor
• Under 21
79%
• 21 to 40
66%
• 41 to 64
60%
• 65 and over 51%

16%

Unsure

0%

•

24%

20%

40%

60%

80%

Base: All Supporters 2931
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Match going fans are less likely to be supportive of football returning behind close doors.
Q11 - Given the current circumstances are you supportive of football returning behind closed doors to
complete this season 2019/20?

Yes

47%

No

Supporter Type

% Yes

Season Ticket Holder

43%

Member who attends

49%

Member who doesn’t attend

63%

41%

•

Unsure

0%

12%

20%

•
40%

60%

80%

Those who perceived the club’s treatment of
supporters not to have been Excellent/Very Good
during the crisis are also far less likely to be
supportive of football returning behind closed doors
Those under 21 (62%) and those 65 and over are
most supportive of games being played behind
closed doors (58%)

Base: All Supporters 2931
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Support declines for starting next season behind closed doors. Potentially, could this be
mitigated by not seeking season ticket renewals until a phased return is confirmed
Q12 - Would you be supportive of a closed door start to the 2020/21 season?

Yes

41%

No

Base: All Supporters 2931

% Yes

Renewed/Intend to pay in full/Take credit option

38%

Wish to take sabbatical

57%

Flexible Arrangement

49%

36%

Unsure

0%

Renewal Status

23%

20%

40%

60%

80%
NB: No differences by supporter type (i.e. STH, Member)
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Q13: How should the Premier League address the challenge of silence in stadium when
broadcasting behind closed door matches? (This question is optional)

Key Take Outs
•

Artificial sound is divisive, but
more acceptable if sound is an
on-screen option

Having seen the coverage of the Bundesliga,
they've tried piping in crowd noise to provide an
atmosphere, but it still looks and feels very much
like watching a training game..
There should be no pumping in of crowd noise . It
will be a bit different and weird having no
atmosphere, but this would be preferable to a
fake atmosphere.
Could have loudspeakers around the stadium
with crowd noise and chanting

Nothing. Especially do not play fake crowd noises
- it would be like watching an episode of Friends!

No fans, no noise . Playing crowd noise or goal
music etc would be worse than silence.
Base: Supporters answering 1412
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Q14: How can Premier League Clubs recognise the importance of fans or involve them if they
can’t be in the stadium for these matches? (This question is optional)

Key Take Outs
•

•
•

Many requests relating to
availability of broadcast
matches. Ranges from full
free to air, free or discounted
for season ticket holders,
club specific sky deal
Enhanced MUTV offer - make
free (all or for season ticket
holders), screen matches live,
Enhanced coverage involving
matchday fans

Fill the stadium with cardboard cut outs
of season ticket holders so the stadium at least
looks full. All games should be available to
watch on tv while games are played behind
closed doors so the 3pm blackout needs
removing. Each club could have a season
ticket so fans can watch all the games live on tv.

Offer a "virtual" season ticket where all Home
and Away games can be seen on tele - and
ensure the 19/20 and 20/21 seasons still count as
time served as a ST Holder.

Allow fans to text support so it is placed on the
hoardings around the pitch
Interactive sessions for season ticket holders.
More behind the scenes dressing room pre match
post match stuff. Q&A as on social media etc.

Base: Supporters answering 1212
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Respondent Profile

16

COVID-19 have impacted over a third of supporters financially
Q18 - Have your finances have been negatively impacted by the COVID-19 pandemic (i.e. Furlough,
Salary cut, Redundancy etc.)?

Yes

75%

34%

Of those who have concerns around affordability
have been negatively impacted by COVID-19
No

Prefer not
to say

0%
Base: All Supporters 2913

60%

53%

5%

Of those who intend to renew via affordable credit
have been negatively impacted by COVID-19
20%

40%

60%

80%
NB: No differences by supporter type (i.e. STH, Member)
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Respondent Profile
Q5: Which of the following are you?

Q16: Gender

Season Ticket Holder

65%

Official Member - Who has attended
matches this season

None of the above

0%

90%
10%

Q17: Age

20%

Official Member - Who has not attended
matches this season

Male
Female

Under 21
21 to 40
41 to 64
65+

12%

1%
26%
53%
18%

3%

20%

40%

60%

80%
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