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Introduction

37% THST members

75% living in the UK

32%  General Admission  

Season Ticket holders

30% One Hotspur members

3%   Premium or  

1882 Club members

8,358 FANS

Our seventh annual survey of fan opinion returned this 
summer after a year’s gap due to the COVID-19 lockdown, 
and more of you than ever responded. A record 8,358 fans 
completed the survey between 9 and 18 June – nearly 
double the number who responded last time.  

Your answers help us do our 
work – providing an important 
indication of opinion and attitude 
among fans and helping us 
take positions on a variety of 
issues. We also share survey 
data with the Club. This year’s 
huge response indicates the 
increasing reach of THST and 
an increased interest in fan 
engagement and influence. 

After a year away, there was 
a lot to get through. We kept 
as many of the traditional 
questions as we could so we 
could benchmark the responses, 
but inevitably some questions 
were no longer relevant, and a 
number of new issues emerged.

The breakdown of respondents 
was: 37% THST members, 75% 
living in the UK, 32% General 
Admission Season Ticket 
holders, 30% One Hotspur 
members, 3% Premium or 1882 
Club members.

There was a good spread of 
respondents across age ranges 
from under 18 to over 65, with 
the largest group of respondents 
(28%) aged 36-45. But just 6% 
of respondents were women, 
and only 3% considered 
themselves to have a disability. 
We must seek greater diversity 
in those responding to our 
survey in future years. 

The survey was open to 
all Spurs fans. We emailed 
everyone on our membership 
database twice with the link to 
the survey, and we publicised 
it on our website and on social 
media channels each day for the 
10 days the survey was open. 
We asked journalists, podcasts 
and bloggers to help publicise 
the survey, along with socially 
active Supporters Clubs. We 
also asked those completing the 
survey to encourage other fans 
to do the same. That meant any 
Spurs fan, anywhere, was able 
to give their opinion. 
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General Admission  

Season Ticket  

holders

 photographic ID  Season Ticket  holders

95%

20%

Season ticket  
renewals and ID 
Of those who said they were 
General Admission Season 
Ticket holders, 95% had 
renewed for the coming 
season. Of the 5% who haven’t 
renewed, change in outlook 
after the pandemic, wanting 
to spend more time with the 
family and more time on other 
pursuits featured heavily when 
asked for reasons for not 
renewing. Cost considerations, 
frustration at the direction in 
which they perceived the Club 
was heading, lack of faith in the 
Club’s leadership or ambition 
and general disillusionment 
also featured prominently.

With photographic ID being a 
contentious issue, we asked 
how comfortable Season Ticket 
holders were with providing 
passports or driving licences 
to confirm ownership of their 
Season Tickets. The survey 
found 61% were comfortable, 
with 20% uncomfortable.

We also found that 9% of 
Season Ticket holders had 
taken advantage of the chance to 
change the names on their Season 
Tickets via the Name Amnesty, 
with 87% confirming they had 
already provided photographic 
ID to verify their purchase. 

Digital ticketing
In the coming season, THFC 
will be moving to a fully digital 
ticketing system. We asked 
Season Ticket holders how 
comfortable they were with 
moving away from access cards 
and paper tickets to a mobile 
system. There is a fairly even 
split, with 40% comfortable 
and 33% uncomfortable, plus 
a significant number of neutral 
views. 

THST’s view is that the Club 
needs to better communicate 
the options for ticket transfer 
in order to gain more support 
for this move. Concerns 
around how to pass a ticket 
onto friends and family remain 
the biggest issue here. This 
is possible via the Ticket 
Share platform. On a more 
positive note, 97% of Season 
Ticket holders had access to 
a smartphone for match day 
mobile ticketing.

Season Tickets and Memberships
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Season Tickets and Memberships

62%

19%
pricing for 

next season

78%
Want return of  

cup vouchers

77%
position of 
their seat

Pricing of 
Their Seat

53%
PAYING IN  

FULL BY 3 JUNE

Seat relocation
We wanted to understand more 
about satisfaction levels with 
seat locations at the Tottenham 
Hotspur Stadium. Some 77% 
consider themselves to be 
satisfied or highly satisfied with 
the position of their seat in the 
new stadium, albeit with 26% 
having applied to relocate. 

Of the 26% who applied 
to relocate, 57% had been 
successfully relocated, with 
15% being offered a move and 
rejecting it, and 13% yet to be 
offered a move.

When asked for the reasons 
behind wanting to move seats, 
view, atmosphere and to be 
closer to friends and family 
ranked highest followed by cost, 
stewarding, medical reasons 
and wanting to move away from 
disruptive fellow fans! 

Pricing and allocation
Asked how satisfied Season 
Ticket holders were with the 
price of their seat, just 16% 
were satisfied or very satisfied 
– significantly down from 47% 
when we last asked in 2019. 
Some 62% were dissatisfied or 
very dissatisfied with the pricing 
– again, significantly down from 
30% in 2019. These are seismic 

shifts which are probably as 
much linked with the general 
dissatisfaction and frustration 
with the Club as they are with 
the monetary value of the seats. 

With uncertainty around whether 
next season will start with full 
capacity crowds, 53% of Season 
Ticket holders were dissatisfied 
with having to pay in full for their 
tickets by 3 June, although only 
26% were dissatisfied with the 
proposed refund mechanism for 
next season should matches not 
return to full capacity immediately.

Looking at the overall Season 
Ticket package, 78% of 
respondents said they would 
welcome the return of cup 
vouchers.

Reflecting on using ballots to 
allocate tickets for reduced 
capacity matches last season, 
the majority supported the 
use of that mechanism, with 
52% satisfied or very satisfied 
and just 15% dissatisfied or 
very dissatisfied. Similarly, 
the decision to allocate 
tickets for the Carabao Cup 
Final by ticketing points was 
supported by 50% of Season 
Ticket holders, with 23% in 
disagreement and 27% neutral.
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Season Tickets and Memberships
One Hotspur  
members

Renewals
Some 76% of One Hotspur 
Members had renewed their 
memberships last summer, 
ahead of a season behind 
closed doors, with 67% saying 
they had or would be renewing 
for next season. Just 18% 
stated they were definitely not 
renewing, with a further 15% 
undecided. 

Of those not renewing, 34% 
said they could no longer see 
the benefits, 33% said they 
were no longer interested, 18% 
cited cost and 13% limited 
access to tickets. A significant 
minority of 40% said they 
were not renewing as a result 
of poor decision making by 
the Club over the European 
Super League, the lack of on-
field success, embarrassment 
at the ‘mess’ the Club is in, 
and opposition to the Board 
and Chairman. Those based 
overseas had concerns around 
COVID travel restrictions, also.

Price and value
When asked if they considered 
the One Hotspur Membership 
good value for money, just 26% 
said Yes – down from 51% in 
2019. 

We asked which aspects of 
the Membership package were 
important. Access to match 
tickets topped the pile with 88% 
of total One Hotspur Member 
respondents and 81% of UK-
based One Hotspur Member 
respondents citing this as the 
most important aspect. A sense 
of connection with the Club 
came next with 56% (total) and 
52% (UK), followed by access 
to the Season Ticket waiting list 
(35% total/ 39% UK).

We asked what the Club could 
do to make the membership 
proposition more attractive. 
Cheaper memberships, reduced 
prices, better selection of 
seat choices, better quality 
merchandise, cheaper 
programmes, a version of One 
Hotspur Membership purely for 
overseas supporters, bigger 
shop discounts, discounts on 
food and beverage inside the 
stadium, reinstating birthday 
cards, free junior memberships 
and discounts on hospitality 
packages all featured.

88%
access to 

match tickets

26%

VALUE  
FOR MONEY

One 
Hotspur
Members

76%
renewed 

memberships
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76%

SPURS TICKET
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S 
TI

CK
ET

SPURS 

TICKET

Ticket 
Share 
system

Season Tickets and Memberships
We then turned our attention to
the possibility of Season Tickets
being offered to members this
summer. We asked how likely is
it that you would take up the offer 
of a Season Ticket this summer. 
Some 61% of UK respondents 
said it was unlikely or very 
unlikely (63% worldwide)
with 27% of UK respondents
saying it was likely (25%
worldwide). 

Back in 2019, 42% had 
considered it likely they would 
accept the offer with 49% 
considering it unlikely. Another 
significant drop in positive 
sentiment.

When asked for the factors that 
would influence that decision, 
price was the major factor for 
69% of UK respondents and 
61% of respondents worldwide. 
Location of seat came next 
(33% /36%), followed by 
on-field performance (42%/ 
38%). Personal circumstances 
including family and work 
commitments and geographical 
location also dominated, 
alongside the familiar pattern 
of disillusionment towards the 
direction of the Club and a 
mixture of malaise and anger at 
certain recent events at THFC.

General ticketing
We asked a number of more 
general ticketing questions 
affecting all fans. Of the 35% 
who had used the in-house 
Ticket Exchange platform, 
75% were satisfied or very 
satisfied with their experience 
of the TEX platform. Of the 
18% of respondents who had 
used Ticket Share, 76% were 
satisfied or very satisfied with 
their experience. 
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Season Tickets and Memberships
When asked about the Stadium 
App, 55% of UK respondents 
had downloaded it, but the 
remainder were not aware of it, 
of why it was needed or what 
it was used for, hadn’t seen it 
advertised or weren’t sure how 
to download it. 

We asked all respondents how 
satisfied they were with their 
interaction with the Club’s Ticket 
Office and level of service from 
Ticketing Staff. Of those who 
had been in contact with the 
Ticket Office over the last year, 
just 12% were dissatisfied, with 
48% satisfied or very satisfied.

The Club is in partnership with 
Ticketmaster. We asked how 
satisfied are you with the online 
booking platform and process 
provided by Ticketmaster? 
Only 38% were satisfied with 
28% dissatisfied or highly 
dissatisfied.

But 80% are dissatisfied or very 
dissatisfied with paying booking 
fees for ticket purchases.

After the Club announced it 
has entered a “co-innovation 
partnership” with Ticketmaster, 
we asked what specific 
improvements you'd like to 
see implemented around your 
home ticketing experience. 
Suggestions included more 
server space, faster booking 
speed, better queuing system, 
abolishing booking fees, easier 
signposting of ticket availability, 
smoother experience with 
improved dashboard, 
compatibility with Firefox and 
Safari.

80%
paying  

booking fees
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82%
CONFIDENT about returning  

to games with 62,000+ fans

Return of fans
In this section, we focused on the responses of UK-based 
fans, due to the circumstances of the pandemic. 

The stadium
After 18 months away from 
games, we wanted to check how 
fans were feeling about returning 
to the Tottenham Hotspur 
Stadium next season. Pleasingly, 
82% were either confident or 
very confident about returning 
to games with 62,000+ fans 
present from August, with 18% 
not confident. 

We asked what concerned 
respondents about returning 
to the stadium next season. 
Transport concerns topped 
the list (44%) followed by 
worries about concourse and 
refreshment areas (33%) and 
leaving the ground (26%). Other 
concerns were queuing for toilets 
and lack of ventilation inside the 
stadium, and generally being in 
large crowds again.

We asked what measures 
could be put in place inside 
the stadium to make you 
feel more confident? Hand-
sanitising stations topped the 
list at 52%; with 48% saying 
proof of vaccination; 45% better 
queue management; and 30% 
temperature checks. Other 
suggestions included pre-

ordered food and drink delivered 
to your seat; use of outdoor 
spaces such as Park Lane 
Square before the game and 
at half time; more staff to serve 
people more quickly. 

Finally, we asked how do you 
feel about mandatory  
COVID-19 testing as a  
pre-condition to attending  
Spurs games next season?  
Some 43% strongly agreed  
or agreed, with 31%  
disagreeing or strongly 
disagreeing and 26%  
neither in agreement  
or disagreement.
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Return of fans

Transport
When asked about travel to the 
stadium before COVID-19, 56% 
said they took the Underground, 
45% Overground, 44% train, 
and 41% car. Next season, use 
of the Underground looks as if 
it will remain the most popular 
mode of transport, but the 
percentage saying they would 
use it fell to 48% from 56%. 
Car use remained consistent at 
41%, with Overground usage 
dropping to 40% and use of 
trains dropping to 39%. There is 
a shift away from public transport 
it seems, with taxis and Ubers 
featuring in the ‘Other’ category.

White Hart Lane and Seven 
Sisters stations remain the most 
popular with match going fans, 
with 27% of respondents citing 
each as their most frequently 
used station for home games, 
with Northumberland Park on 
18% and Tottenham Hale on 9%.

TRANSPORT  
PLANS48%

40%

39%

41%
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Return of fans
Food and drink
Before the pandemic, the 
stadium had proved extremely 
popular for early arrivals wanting 
food and drink. We wanted to 
see whether the pandemic would 
have changed plans on where to 
eat on match days next season.

We asked where fans planned to 
eat and drink ahead of games, 
and 54% responded “inside the 
stadium” – a drop from 70% 
in 2019, with 32% planning on 
eating in a pub near the ground, 
20% in a local café and 22% at 
home.

We asked what would make 
you buy more food and drink 
inside the ground next season. 
Less queuing was the most 
popular answer at 44%; 43% 
of you said lower prices; 28% 
said speedier service. Amongst 
the ‘Other’ answers, significant 
numbers said they would not be 
purchasing food and drink inside 
the stadium until ENIC / Daniel 
Levy left the Club, with others 
not believing the profits were 
invested in the playing side. 
Price increases were also not 
welcomed.

We asked respondents to think 
back to the food and drink 
pricing when they were last 
at a match and to signal their 
satisfaction with that pricing. 
Some 41% were satisfied or 
very satisfied with the pricing – a 
significant drop from 80% when 
we last asked in 2019 – and 
22% were dissatisfied or very 
dissatisfied. That’s a big increase 
from just 6% in 2019. HOME

LOCAL CAFé

inside stadium

22
%

20
%

32
%

54
%

where to  
eat & drink  
BEFORE GAMES

PUB NEAR stadium
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Match day atmosphere
Before the pandemic, the subject of atmosphere in our new 
stadium had been a heated topic. We’ve yet to play a full 
season with fans in the Tottenham Hotspur Stadium, and it’s 
some time since a full-capacity game was played there. But 
we felt it was still useful to ask fans to think back to the time 
when they were at full-capacity games, and to look ahead to 
the time when we’ll be back at full capacity, also. The figures 
we quote in this section are from all respondents. 

Asked how satisfied they were 
with the matchday atmosphere 
at their last full-capacity game, 
53% were satisfied or very 
satisfied, with 21% dissatisfied 
or very dissatisfied. 

We followed up by asking for 
suggestions for improving 
the atmosphere. There were 
thousands of responses given in 
the open text answer box, and 
the main themes emerged as 
better on-pitch performances; 
less officious stewarding; 
cheaper tickets; fewer tourists; 
introduction of standing; removal 
of the 1882 section; and moving 
the away fans to a less prominent 
position within the stadium.

Sound and vision
We asked how respondents felt 
about visuals in terms of match 
day atmosphere. 54% felt flags 
and banners can help lift the 
crowd; 50% felt that visually 
they make the stadium more 
interesting and less sterile; 14% 
felt they look artificial and too 
contrived with 16% thinking they 
made no difference to match day 
atmosphere.

53%

full-capacity 

atmosphere 54%

flags and 

banners
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Match day atmosphere
Asked how they felt about 
instruments, including a drum, in 
the ground, 51% approved with 
24% disapproving. 

While games were played behind 
closed doors without crowds, 
music was played after each 
Spurs goal. We asked how you 
felt about goal music continuing 
after fans return to games, with 
51% disapproving or strongly 
disapproving and 27% approving.

Thinking about specific singing 
sections for likeminded fans to 
gather together to support the 
team, 84% were in support of 
creating those areas if practical 
to do so, with 64% saying they 
definitely or probably would 
like to sit in a singing section 
themselves.

51%

MUSIC 
AFTER GOALS

84%

specific 
singing 

sections
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Drinking and standing
At present, it is illegal to drink 
alcohol in view of the pitch. 
We asked if you’d like to see 
a change in the law, and 67% 
definitely or probably would like 
to see a change in the law. 

We also wanted to check the 
understanding of regulations 
surrounding standing at Premier 
League football stadiums. Asked 
what current ground rules on 
standing are, 35% said standing 
at any time is not permitted, with 
a further 16% saying they were 
unsure of the current position. 
The percentage who correctly 
said that standing for long 
periods of time is not permitted 
was 55%.

There has been movement 
towards adopting safe standing 
in the top two flights of English 
football and we’re hopeful 
this will progress further next 
season. THST supports allowing 
fans the choice to stand. 

With this in mind, we asked 
whether respondents supported 
standing in the top two tiers 
of English football; 52% were 
in support and would like to 
stand themselves; 40% were in 
support but would prefer to sit 
themselves and just 4% were 
against standing. 

During last season, THFC 
introduced more integrated 
safety bars at the top of the 
South Stand. We asked how 
you felt about more areas of the 
stadium being future proofed for 
standing. 77% strongly approved 
or approved with just 4% 
disapproving. 

When asked if they’d want to sit 
in an area fitted with integrated 
safety bars at the Tottenham 
Hotspur Stadium, 71% either 
definitely would or probably 
would, with 29% saying they 
definitely or probably would not.

Match day atmosphere

67%

Drinking  
in view of  
the pitch 
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Playing away
The allocation of away tickets at Spurs is a constantly 
hot topic, so we wanted to take some time to ask how 
you would like to see tickets for away games allocated 
in future, and what you would like improved around the 
current process.

We started by asking how 
satisfied you are with the current 
away ticket allocation process 
at Spurs. Some 17% of all UK 
respondents were satisfied, 
increasing to 27% of Season 
Ticket holders and dipping to 
8% of One Hotspur Members. 
Results from all UK respondents 
showed 33% were dissatisfied 
with the current process, rising 
to 41% of Season Ticket holders 
and 30% of One Hotspur 
Members. 

There’s a feeling the away ticket 
allocation system is a closed 
shop but, overwhelmingly, 
that the real issue is those 
abusing the system by buying 
for points and selling on. Those 
who agree with allocating by 
ticketing points in principle 
are opposed to the playing 
of the system by those at the 
top of the pile who stay there 
by selling tickets on. They’d 
like to see the Club take more 
action against the practice of 
“buying for points” in the coming 
season. There’s also disquiet at 
the level of Premium allocations 

and from One Hotspur Members 
who think they should qualify for 
tickets for away games. 

We asked how you’d like to see 
away tickets allocated in future, 
and 27% of all UK respondents 
said by ticketing points, rising to 
35% of Season Ticket holders 
and dipping to 20% of One 
Hotspur Members. A full ballot 
was a less popular option with 
13% of all UK respondents, 
12% of Season Ticket holders 
and 14% of One Hotspur 
Members selecting that option. 
A split between a ballot and 
using ticketing points was the 
most popular option, with 53% 
of UK respondents preferring 
that method, 50% of Season 
Ticket holders and 58% of One 
Hotspur Members.

As always with this set of 
questions, we are conscious 
answers could be based on 
what fans think is objectively fair 
for all fans, or what they think is 
the best way of securing a ticket 
for themselves.

17%

53% 13%

27%

Prefer A  
FULL ballot

ALLOCATION 
BY TICKETING 

POINTS 

satisfied  
with current 

system 

split between 
a ballot and 

points

away ticket  
allocation process
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Playing away
In December 2019, THFC 
introduced a new Sanctions 
and Banning Policy for ticketing 
offences, including the transfer 
or resale of away tickets. 
Sanctions include the removal 
of 50% of ticketing points for 
passing on an away ticket as 
a first offence. We asked how 
familiar fans are with the policy 
and associated tariffs. While the 
Club has told us it is satisfied it 
has done enough to publicise 
the policy, our survey found that 
82% of all UK respondents were 
not familiar with it. 

We asked when considering 
applying for Premier League 
away matches, what factors 
influence your decision? Time 
and day of kick off was the 
first consideration for 71% of 
Season Ticket holders, followed 
by location (62%), travel options 
(49%), ticket availability (45%) 
and work commitments (41%). 
When asked to pick just one 
factor, time and day of kick off 
was the primary consideration 
for Season Ticket holders.

We asked what were your 
most frequent modes of travel 
to away games before the 
pandemic? Car was the first 
choice of 54% of Season Ticket 
holders, with 52% saying the 
train. When asked “Thinking 
about travelling to away games 
after the pandemic, what will 
be your preferred modes of 
transport?” car usage went up 
to 62% and trains up marginally 
to 54% amongst Season Ticket 
holders. 

When asked about use of the 
official subsidised domestic 
travel provided by THFC over 
the past 8 seasons, 18% of 
all respondents had used it. 
However, when asked if the 
Club should continue to offer 
subsidised travel over the 
coming season, 73% of all 
respondents said yes.

FACTORS INFLUENCING 
APPLYING FOR AWAY TICKETS 

71%

45% 41%

62%

work 
commitments

location of 
the fixture

Time and day  
of kick off

ticket 
availability
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Spurs are on the telly
With an increasing amount of our work being carried 
out around broadcast issues, and with some significant 
developments in the area during the pandemic, we asked 
a number of questions about current and future practice. 
Results are drawn from UK-based respondents only as it 
isn’t possible to draw comparisons between different TV 
markets on the basis of this survey.

The pandemic
With fans being locked out 
of grounds last season, the 
broadcasting of games had 
become an even bigger topic 
than usual, so we wanted to 
take the time to explore how the 
changes to the broadcasting 
of Premier League games in 
particular had changed views 
and behaviours as we emerge 
from lockdown.

Throughout the pandemic, every 
match was televised in the UK 
thanks to the #LetUsWatch 
campaign, founded and 
spearheaded by THST. Asked how 
many Spurs games did you watch 
last season as a result, 60% said 
more than usual; 33% about the 
same; and 6% fewer than usual.

Stars of TV
Asked if you would still like every 
Spurs game to be televised in 
the UK when fans returned to 
grounds, 80% said you definitely 
or probably would; 15% definitely 
or probably would not.
If every game was televised, 
13% said they would attend 
fewer games in person; 2% 
would attend more games, with 
83% saying they would attend 
the same number.

We asked whether you’d 
approve of football clubs 
directly televising their own 
matches, 64% approved or 
strongly approved, with 14% 
disapproving.

80%

every Spurs  game to be televised in the UK
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Some 52% said they were likely 
or very likely to watch women’s, 
academy, or youth games that 
currently sit outside broadcast 
packages if the Club televised 
them, with 28% saying it was 
unlikely or very unlikely. 

Way to watch
We asked which broadcasters 
you subscribed to. Some 75% 
said Sky; 67% BT Sport and 
76% Amazon Prime. You spent 
an average of £53 per month on 
TV subscriptions for football, and 
42% of you admitted to watching 
an illegal stream last season.

At the start of the 2020-21 
season, the Premier League 
and the broadcasters decided 
to charge extra to watch games 
not selected within the usual 
broadcast packs by BT Sport, 
Sky and Amazon Prime in the 
UK. An overwhelming 87% 
were either dissatisfied or very 
dissatisfied with the decision to 
charge for those games on a 
pay-per-view basis. The average 
price you said you would be 
willing to pay per game in future 
was £4.

We also asked if you approved 
of the continuation of the 3pm 
Saturday blackout, whereby 
no games can be televised at 
that time in the UK. Just 23% 
supported the blackout; while 
59% disapproved of it. 

Impact on kick-off
Perhaps unsurprisingly, 
93% agreed that “far more 
consideration should be given to 
match going fans when moving 
matches for TV”.

Asked if it would be of practical 
help to better align on sale dates 
or application deadlines with TV 
pick announcements, 66% said 
yes, while 48% said the offer of 
flexible rail tickets for matches 
moved for broadcast would 
influence any decision to take 
trains to domestic away games.   

Spurs are on the telly

87%
dissatisfied with PPV
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dissatisfied with the 

on-field performance
94%

Football performance
THST focuses mainly on off-field matters, but there is 
no denying that the most important aspect for any fan 
is how the team performs on the pitch. After a turbulent 
season, we were keen to gauge supporter feelings around 
the quality of football during the campaign just gone. The 
figures quoted in this section are based on all survey 
respondents.

We started by asking how 
satisfied you were with 
Tottenham Hotspur's on-field 
performance over the 2020-
21 campaign. The results are 
staggering. Only 2% of the total 
number of respondents were 
either satisfied or very satisfied. 
This dropped to 1% of Season 
Ticket holders. 

The 94% across-the-board 
dissatisfaction rating is a stunning 
decline from the 92% satisfaction 
rating in 2019 and the 98% 
satisfaction rating in 2018.

We asked what should THFC’s 
priorities be next season? 
The Premier League was the 
overwhelming top priority, with 
the FA Cup second, the UEFA 
Europa Conference League  
third and the League  
Cup fourth.

Some 81% of respondents said 
winning a trophy was important 
to them, with 16% saying it was 
somewhat important. Just 3% 
stated it was of no importance.

Finally, we asked “How do 
you feel Tottenham Hotspur 
has performed over the last 
decade on the pitch?”. A tough 
question as it’s been a decade 
of some fantastic highs, but it’s 
fair to say it started poorly and 
finished poorly. The responses 
reflect that, with 36% saying 
that overall it had exceeded 
their expectations, 24% feeling it 
had met their expectations and 
37% stating it had been below 
expectations.

1
4

2 3
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75%
felt ENIC’s 
stewardship had 
declined over 
the past year

Ownership and governance
We always ask questions about the ownership and 
governance of our Club, so this section is not included 
in response to recent events. Data quoted is from all 
respondents.

ENIC
Just 9% of all respondents 
believed ENIC's stewardship of 
the Club had improved over the 
past year. That breaks down to 
8% of UK-based supporters and 
13% of overseas supporters. 
Some 75% said it had declined. 
The split shows 76% of UK 
respondents, 71% of overseas 
respondents, 77% of One 
Hotspur members and 71% of 
Season Ticket holders taking 
the view that the way the Club is 
being run has got worse.

When we asked the same 
question in 2019, 61% thought 
ENIC’s stewardship had 
improved, 29% thought it had 
stayed the same and just 6% 
thought it had declined. 
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Ownership and governance
Verbatims from respondents 
listed the following as 
positives of the ENIC regime: 

•  Investment in infrastructure 
put the Club in a very sound 
position for future investment 
in the team

•  The Club survived the 
pandemic because it is run 
very soundly in financial terms

•  New stadium and training 
facilities

•  Involvement with local 
community

•  Strong team performance and 
improved league positions 
under Mauricio Pochettino

 
•  Champions League 

qualification and reaching the 
final

•  The appointment of a Director 
of Football may mean 
footballing decisions are 
better, with less interference 
from those without footballing 
knowledge

And listed negatives as 
follows:

•  Profit seen as more important 
than on-field success

•  European Super League 
fiasco

•  Failure to build on Mauricio 
Pochettino’s achievements

•  Appointment of José Mourinho 
and his style of football

•  Timing of José Mourinho’s 
sacking and lack of 
replacement and strategy

•  Indecisive and ineffectual in 
transfer market

•  Insufficient investment in 
players

•  Only one trophy in twenty 
years

•  Over-reliance on Chairman for 
decision making

•  Price of tickets, e.g. £60 for 
last home match of season

• Lack of fan consultation

•  Poor PR and decision-making, 
e.g. furloughing of staff

Asked how confident you are in 
ENIC’s long term strategy for 
the Club, 5% of UK respondents 
were confident, compared to 
9% overseas; 17% (21%) were 
somewhat confident and 77% 
(70%) were not confident. This 
peaked at 79% no confidence 
amongst One Hotspur members 
and 75% for Season Ticket 
holders.

Again, for comparison, when 
we asked this question in 2019, 
just 12% of respondents lacked 
confidence. Another huge 
decline in a short space of time.

We asked how satisfied you 
are with THFC’s transfer policy, 
and 82% of all respondents said 
they were dissatisfied or very 
dissatisfied; up from 61% in 
2019.

And we asked how satisfied 
respondents were with THFC’s 
academy and homegrown 
player policy. Some 53% of total 
respondents were satisfied or 
very satisfied; down from 81% in 
2019.

82%
77%

THFC’s 
transfer 
policy

ENIC’s 
long term 
strategy
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Ownership and governance
European Super League 
We then asked about the attempt 
to join a breakaway league in 
April. Just 3% of all respondents 
said they supported the 
proposal; 32% said they didn’t 
support it but if it was going to 
happen then Spurs needed to be 
involved; and 63% did not agree 
with the proposal at all.

The suggestion that there would 
be a significant difference of 
opinion depending on whether 
fans were UK-based or not is not 
backed up by the results of our 
survey. Some 58% of overseas-
based fans did not agree with 
the attempt to join the ESL, 
compared to 64% of UK-based 
supporters.

Asked which elements you 
disagreed with:

•  83% disagreed with the closed 
nature of the league;

•  80% disagreed with the lack 
of consultation with fans and 
other key football stakeholders; 

•  74% disagreed with the 
motivation of wealthy owners to 
increase the value of their assets;

•  61% disagreed because of the 
financial impact on the rest of 
the pyramid; 

•  41% disagreed with the 
exclusion of clubs with a better 
record in European competition 
than Tottenham.

The threat of expulsion from the 
Premier League also concerned 
fans and the description of long-
standing, loyal match-going fans 
as “Legacy Fans” really did not 
sit well with our respondents. 
More European away games 
and the impossible cost to fans 
were also frequently mentioned 
as criticisms in our ‘Other 
comments’ section. 

UEFA changes
Separate to, but in parallel 
with the ESL proposal, UEFA 
announced changes to the 
Champions League which 
would increase the number of 
participants from 32 to 36 and 
allow two clubs that did not 
qualify in a particular year to 
be admitted based on previous 
European performance. We 
asked your views on those 
changes.

•   9% of all respondents 
support the changes to 
the Champions League as 
currently approved; 

•   12% support the changes 
provided there is no impact 
on English domestic 
competition; 

•   11% support the changes 
without the two additional 
places for non-qualifiers;

 
•  57% oppose the changes to 

the C hampions League;

•  13% don’t know enough 
about the new Champions 
League format to comment.

SUPPORT FOR  
THE European 
Super League 

3%
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Ownership and governance
THST governance  
reform proposals
We wanted to test support 
among our members for the 
proposals we have put forward 
to give fans greater influence in 
the boardroom. 

•  81% of THST Members 
supported our call for 
independent member(s) of the 
Executive Board to represent 
fans in the decision-making of 
the Club

•  65% of THST Members 
supported our call for a 
newly-constituted elected 
Supervisory Board with veto 
power over decisions central 
to the Club’s identity  
(e.g. club colours, 
geographical location, 
competitions entered)

•  58% of THST Members 
supported an equity offering to 
allow a wider cross-section of 
supporters to participate in the 
share ownership of the Club

•  15% needed more information 
before committing; 2% had 
no opinion and 2% of THST 
members did not support 
any changes to the current 
governance arrangements  
of the Club

81%
INEDS ON THE CLUB'S  

EXECUTIVE BOARD  
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Together THFC

19%

Satisfaction  
with THFC’s 
communications  
with fans

We wanted to find out how Season Ticket holders and One 
Hotspur members viewed their relationship with the Club.

Just 19% of Season Ticket 
holders and 18% of One Hotspur 
members were satisfied or 
very satisfied with THFC’s 
engagement and communication 
with supporters, with 57% of 
Season Ticket holders and 
55% of One Hotspur members 
dissatisfied or very dissatisfied. 

For comparison, 47% were 
satisfied in 2019 and 24% 
dissatisfied: another significant 
decline.

Just 7% of Season Ticket 
holders and One Hotspur 
members thought engagement 
and communication with 
supporters had improved, with 
35% of Season Ticket holders 
and 37% of One Hotspur 
members thinking it has stayed 
the same. 54% of Season Ticket 
holders and 50% of One Hotspur 
members think communication 
and engagement with supporters 
has declined over the last year.
Just 15% thought it had declined 
in 2019. Yet another marked 
drop.

Communications
We asked what fans liked best 
about THFC’s communications. 
The social media content ranked 
highly, especially player content 
and videos; the free digital 
programme for last season was 
much appreciated; there’s a 
special shout out to the Twitter 
admin(s); regularity of updates; 
email comms; N17 Live on 
match days; and Daniel Levy’s 
personal messages or videos.

We asked what could be done to 
improve THFC’s communication 
with supporters. Popular 
responses included fewer 
sales pitches; more surveys 
and updates on what’s done 
with the data afterwards; more 
transparency; more access to 
Joe Lewis and Daniel Levy; 
less reactive PR; involve THST 
more; more consideration of 
fans’ views; more honesty 
and humility; more focus on 
the work of the Foundation; 
better reading of the room; 
show some leadership; Fan 
Forums; more integrity and more 
regular updates on significant 
workstreams.

of Season  

Ticket holders 
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Together THFC
Official, Club-run social media 
accounts for customer service 
and ticketing queries would 
be welcomed by 43% of all 
respondents, with a further 34% 
saying they might find such 
services useful.

We asked how familiar you 
are with the Club information 
website Ask Spurs, and 56% of 
all respondents were not familiar 
with it. Just 12% said they 
were extremely familiar or very 
familiar and 33% said they were 
somewhat familiar with the site.

We asked respondents to rate 
the user experience (UX) of the 
main Club website. Some 29% 
found it easy or very easy to use; 
42% neither difficult nor easy 
and 29% found it difficult or very 
difficult. Interestingly, that last 
figure increases to 41% amongst 
Season Ticket holders. 

Of those who’d been in touch 
with the Supporter Services 
team over the past year, 65% 
were either satisfied or very 
satisfied with the response they 
got; 17% were very dissatisfied 
or dissatisfied.

We asked if you were aware of 
or familiar with the Supporter 
Liaison Officer at Tottenham 
Hotspur, and 80% of all 
respondents said No, with 8% 
unsure and just 12% saying 
they were familiar with the SLO 
role. That broke down to 77% of 
Season Ticket holders who were 
not familiar and 83% of One 
Hotspur Members who were not 
familiar with the SLO role. 

Fan Forums with members of the 
Board, players and the manager 
would be of interest to 56% of 
respondents.

We asked if you’d ever entered 
a One Hotspur Moments 
competition: THFC's exclusive 
member rewards programme. 
Just 15% said yes, 61% no  
and 24% were unaware of  
One Hotspur Moments.

not familiar  

with the SLO role
80%
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National issues
We started by asking whether 
respondents thought legislation 
is needed to reform the way 
football is run, and 76% of 
THST members agreed that 
it was necessary with just 7% 
disagreeing.

We then asked if you agreed 
with the following statement: 
"Football Club Boards should 
be required by legislation to 
have independent supporter 
representatives as members". 
Some 88% of THST members 
were in agreement, with 85% 
of respondents worldwide 
also in agreement and just 5% 
disagreeing. 

We then asked some top-level 
questions about VAR. We 
deliberately kept this light touch 
as the FSA had just concluded 
a detailed survey on VAR which 
garnered 33,000 responses, 
including many THST members. 

We asked how much do you feel 
VAR has improved the quality of 
decisions. We split the data to 
differentiate between UK-based 
respondents and overseas 

respondents to find out whether 
there was any variance between 
those more likely to have 
attended matches and those 
more likely to be watching on TV. 

The vast majority of both data 
sets said VAR had not improved 
the quality of decisions at all 
(47% UK/ 36% Overseas).

We then asked how much 
VAR has improved your overall 
enjoyment and experience of the 
game, and found 0% of UK fans 
and just 1% of overseas fans 
said a great deal. Some 83% 
of UK-based respondents and 
71% of overseas respondents 
said VAR had not improved 
their overall enjoyment and 
experience of the game at all.

Asked if you would like to see 
VAR continue for future seasons, 
65% of UK-based respondents 
and 53% of overseas 
respondents would not. 

N O  G O A L

O F F S I D E

83%
Of UK-based 
respondents 
said VAR had not 
improved their 
overall enjoyment 
and experience of 
the game at all
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THST: How are we doing?
For answers to these questions, which we’ve asked in 
every survey, we’re quoting data from THST members who 
responded, as our members are the people we have a duty 
to keep happy first and foremost.

Some 80% of THST members 
were either satisfied or very 
satisfied with our work this year, 
with 67% of all respondents 
indicating the same. In an 
extremely difficult year, these are 
brilliant figures, so thank you. 

We asked how much success 
you felt we have had on the 
issues we have campaigned on 
in the past year and found that 
78% of members think we've 
had at least a moderate amount 
of success and 88% think we've 
had at least some success.

THST Members chose the 
following order of priorities for us 
to focus on next season:

1. Ticket pricing
2. THFC Board restructure
3. Broadcast issues
4. Retaining the English pyramid 
5. Input into the Government's 
Fan-Led Review 

This varied slightly from the top 
five priorities of all respondents, 
which were Ticket pricing; THFC 
Board restructure; Broadcast 
issues; Safe standing and input 
into the Government's Fan-Led 
Review.

When we look back to our last 
survey in 2019, those priorities 
were somewhat different! Ticket 
pricing remained top with fixture 
rescheduling for TV second, 
fan/club relationship third, 
atmosphere fourth and safe 
standing fifth.

Monthly newsletters, our website 
and both our social media and 
general social media were the 
ways most of you stayed in 
touch with us. Don’t forget our 
own podcasts and our Forum for 
full members!

We concluded by asking what 
you thought about our overall 
approach to dealing with the 
Club. Some 69% of THST 
members thought it was about 
right, with 14% considering it 
too soft and 8% too combative. 

Again, in an extremely 
challenging year, we’re really 
delighted with such strong 
support.

THST: How are we doing?

80%
Trust  

members 
satisfied 
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CONCLUSION
After a pause last summer owing to the pandemic, the return 
of our annual survey saw almost twice as many fans as last 
time complete what was already the largest independent, 
regular survey of fan opinion at Tottenham Hotspur. The 
8,358 respondents have provided a wealth of information 
and, combined with the trends that can be identified from 
six previous surveys over eight years, this constitutes an 
extremely robust dataset on supporter opinion. So, a huge 
thank you to everyone who participated in the survey and 
encouraged others to share their views, too.

The standout finding from the 
2021 survey is the overwhelming 
lack of confidence respondents 
have in the way the Club is being 
run or the performance on the 
pitch. To turn a 92% satisfaction 
rating for on-pitch performance 
into a 94% dissatisfaction rating 
within two seasons takes some 
doing. As does achieving a 
1% satisfaction rating among 
Season Ticket holders. Add 
this to 75% considering ENIC’s 
stewardship of the Club to have 
declined in the last year, down 
from just 6% in 2019, and 77% 
lacking confidence in its strategy 
and the verdict is unmistakable. 

A total of 62% of Season Ticket 
holders were unhappy with the 
price of tickets, more than double 
the number who were dissatisfied 
in our last survey, and of the 
33% of One Hotspur members 
who either did not renew or 
were considering not renewing 

their memberships this summer, 
a significant number cited the 
reason for that as “poor decision 
making” by the Club. Add in the 
finding that 61% of UK-based 
One Hotspur Members would 
not take up the offer of a Season 
Ticket, and it is clear the Club 
Board’s actions are having a 
negative financial impact.

That is not a message the Club’s 
Board will like hearing, but a 
wise Board would recognise that 
much needs to change. It also 
needs to take note of the fact 
that the way it is communicating 
with fans is not working. Over 
half of all respondents thought 
communication and engagement 
had got worse, with satisfaction 
levels among Season Ticket 
holders running at just 19%. 
Some 80% of all respondents 
are unaware the Club employs a 
Supporter Liaison Officer. 
The findings are, quite simply, 

damning. And the Club Board 
needs to change its ways if 
it is to regain the trust and 
confidence of its supporters and 
its most committed customers, in 
particular. 

There’s plenty in the rich data 
provided by participants to 
indicate how ratings could be 
improved and, as always, we will 
pass our survey findings on to the 
Club. We remain committed to 
achieving solutions, but this will 
not be at the expense of clarity 
about the mood among fans.

In such difficult circumstances, 
we really value the fact that so 
many of you still backed what 
THST is doing and the way we 
are doing it. While levels of 
satisfaction with our work have 
also declined, overall satisfaction 
among members is still running 
in the 80% band. And it’s also 
heartening that 67% of all 
respondents, that’s members 
and non-members, say they are 
satisfied or very satisfied with 
our approach. We’re pleased, 
but not complacent, and we’ll 
be looking to improve on those 
ratings in the coming years.

One of the most encouraging 
results of the survey was that 
governance issues were rated as 

one of the top five priorities by 
both Trust members and non-
members. It’s traditionally been 
a hard issue to get people to 
understand and embrace, but the 
fact that so many now see this 
area as a priority tells its own 
story and sends another strong 
signal to our Club Board and to 
the football authorities. 

The huge increase in the 
number of respondents is further 
indication that fans are finding 
their voice and becoming more 
confident about using it. This is 
what we set out to achieve as a 
Trust, and it is the result of years 
of hard work by many people. 
We’d like to thank everyone 
who has contributed. But we 
need to keep going. We need 
more members to strengthen 
our voice, and we need 
more supporters to gain the 
confidence to understand and 
contribute to work that can make 
our Club better. 

You can join THST here. Or if 
you’re already a member, please 
try to recruit a friend. Join us as 
we strive to put fans and football 
first, at the heart of our Club.

THST Board 
AUGUST 2021 

https://www.thstofficial.com/membership.html
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THANK YOU
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