








  
6. Introduction 

 
London Stadium 185 has an obligation to steward all events 
held at The Stadium. 

The method of fulfilling that obligation is 
set out in the following documents: 

• The General Safety Certificate issued to London Stadium 
185 Limited, to cover football events held at The Stadium 
requiring certification under the Safety of Sports Grounds 
Act 1975. 

• The “Guide to Safety at Sports Grounds” 
published by the Home Office (“The Green 
Guide”). 

• The Ground Regulations published by the Football League 
/Premier League / UEFA. 

• London Stadium 185 Operations Manual. 
 
Safety Certificate – Key Points 

The following items are a summary of the key points of the 
Club’s Safety Certificate: 

• The holder shall be responsible for providing Deputy 
Safety Officers and such number of Senior Stewards and 
Stewards as specified in the operations manual. 

• The Safety Officer, Deputy Safety Officer and each Senior 
Steward shall be readily recognisable by the wearing of a 
coat or tabard which is distinctive from that worn by the 
Stewards. 

• No Steward shall leave his/her place of duty without the 
authority of the appropriate Senior Steward. 

• Stewards must be located at key points where 
control is most needed. 

• All exit gates must be staffed during any specified event. 
• Each Steward shall be properly trained in 

his/her duties and aware of their duties in the 
“Green Guide”. 

 
The Stewards shall be: 

- Fit and capable to carry out their duties. 

- Properly trained and instructed. 

- Provided with written instructions as to their duties 
and responsibilities. 

 
What is Effective Stewarding? 

An effective Steward is focused on ensuring that all our 
customers whether they are staff, supporters or business 
partners can be entertained in a safe and customer focused 
environment. Key aims of the organisation are to: 

• Provide a safe environment to all visitors and staff. 

• Prevent overcrowding. 

• Ensure our customers have an enjoyable visit. 

• Reduce the likelihood and incidents of disorder. 

• Disperse spectators in such a way to reduce crowd pressure. 

• Being vigilant and observing your environment. 

• Provide a means to investigate, report, and take early 
action in the event of an emergency. 

• Offer service excellence. 

• Instil confidence in those you are interacting with. 

• Understand and offer assistance to those 
unfamiliar with our venue. 

• Ensure customers can enjoy their day 
free from any term of discrimination.







  
10. Stewards Roles 
Key Roles 
  

• Clear understanding of Club emergency procedures. 

• Controlling or directing members of the public who are entering 
the ground, to help to achieve an even flow of people to the 
viewing areas. To affect the safe dispersal of spectators. 

• To understand the general responsibilities towards the health 
and safety of all spectators and staff. 

• Stewarding entrances, exits, and other strategic areas, 
especially exit doors and gates that are not open whilst the 
ground is in use. 

• Delivering service excellence to our customers. 

• Assisting police as appropriate or as requested with crowd control. 

• Undertaking specific duties in the event of an emergency. 

• Searching spectators on entry to the ground. 

• Enforcing ground regulations. 
 

Other examples 
Examples of tasks and duties, which Stewards will be expected to 
carry out and for which they should be prepared for, are as follows: 

• Keep all gangways and exits clear. 

• To have a good working knowledge of the stadium and the 
names of ALL the areas. 

• To ensure that the right ticket holder is in his/her allocated seat 

• Reporting any damage or defect in the stadium to the Safety 
Officer if you feel it compromises safety at the ground. 

• Preventing spectators from standing in seated areas. 

• Preventing spectators from climbing fences, barriers, or lighting towers 
/ pylons and standing on seats. 

Recognising potential fire hazards, items of interest or suspect 
packages and report such findings to the nearest Senior Steward or 
direct to the Control Room via Radio or emergency phone. 

• Knowing the location of, and be able to operate effectively, the fire-
fighting equipment at the ground. 

• Knowing the location of the First Aid Rooms and the location 
of First Aid Officers strategically placed in the stadium. 

• Preventing overcrowding in gangways and concourses. 

• Identifying and investigating any incident or occurrence among 
spectators, reporting your findings to management. 

If you are involved in any incident at the stadium then you must inform 
the Stand Supervisor. The type of incident may be; 

- Illness or injury. 
- Ticketing issues. 
- Drunkenness / unauthorised drinking in the ground. 
- Disputes. 
- Abuse (racial or otherwise). 
- Smoking. 
- Threatening behaviour. 
- Fighting. 
- Possession or use of drugs. 

Please: make sure any items are recorded as it can save a lot of time 
later and become of great value to the Club. 
 
Remember:  I DO ACT 







  

15. Staff Welfare 
 

Religious prayer 
Should you have any requirements for religious prayer during your on 
duty hours we will try to facilitate this for you. However it must be 
noted that once the ground is open to the public up until the point at 
which you are stood down from your position that it is not possible to 
facilitate this for safety reasons. 

 
Your belongings 
London Stadium 185 will provide all the uniform that is 
required/suitable for the conditions we expect you to work in other 
than the basic provision previously mentioned above. As space is at 
a premium we ask that belongings are kept to a minimum. Bags 
and other items cannot be kept with you on duty. If you have any 
queries or require clarification, please contact the OCS Staffing 
Team. The Stadium does not accept responsibility for loss or 
damage to any belongings. 

Food Packs 
All staff will receive a food pack prior to commencing their duty. This can 
be consumed prior to, or during briefings but please ensure rubbish is not 
discarded in the stands but placed in the numerous bins located around 
the stadium. 

Food Packs must not be consumed on post and in the view of the public. 

 
 

 
 

16. Ground Evacuation 
 

Responsibility for Evacuation 
A decision to evacuate is primarily the responsibility of the Safety 
Management Team. The police or fire service will consult the 
stadium management and in exceptional circumstances may over-
rule the management and initiate evacuation procedures. 

Reasons for Evacuation 
• Fire 
• Structural hazard 
• Explosion 
• Major disaster 
• Bomb threat 
• Flood light failure 

If the Safety Officer, stadium management, police, or fire service 
consider evacuation necessary they will stop the game and abandon the 
match. 

 

Type of Evacuation 
Total out of the ground evacuation including: - 

• Total lighting failure 
• To search for a  bomb 
• Following an explosion 

Partial out of the ground evacuation including: - 

• To combat disorder 
• In the case of fire which can be isolated 
• If a structure collapses 

Total or partial within the ground including: - 

• To avoid contact between rival supporters out of the ground 

Method of Evacuation 









  
programme. 
Retail outlets 
The Stadium has one shop located on the South East corner of 
the Stadium Island, selling replica kit and accessories which is 
fully accessible to disabled spectators. This is operated by West 
Ham United Football Club. 
 
 

22. Lost Property 
All property handed to a Steward MUST be transferred to The 
Security Department as soon as possible. 

If the property has been removed from a spectator for safe 
keeping then a receipt must be issued. 

If the property is readily identifiable then a P.A. announcement 
may be made in order to trace the owner. 

Do not return property if you are not sure, call your Supervisor 
and he / she will deal with the problem. 

Always take the full name and address of the person claiming the 
property after having verified that he/she is who they say they 
are. 

 

23.  Debriefs 
The Event Day operation at London Stadium 185 is subject to 
ongoing review, to this end debriefing is a vital part of making 
sure that we have the right people, in the right places doing the 
right thing.  

If you have any suggestions to improvements in safety or 
stewarding please use the Debriefing Sheets as the management 

team read them after each event. 

If you are involved in an incident then you must make an entry to 
ensure that we have early notification of all incidents. 

Incident Report sheets are held by the Supervisors and are to be 
completed at the end of each game to record the following: 

 
Information regarding incidents 
• Date time and place of incident. 

• Persons concerned in the incident. 

• Details of the incident. 

• Available witnesses. 
 
Examples of incidents to be recorded 
• Crowd disorder. 
• Pitch incursions. 

• Illness. 

• Damage to property. 

• Injuries to Stewards or spectators. 
• Ticket problems, duplications etc. 

• Lost or found vulnerable persons. 

• Property found. 

• Breaches of ground regulations. 

• Licensing Issues. 
• Customer Service issues. 
 
Reports can be made by any Steward and must be recorded by 
the Stand Supervisor. 



  

24. Ground Regulations 
 
Notice: Entry to The Stadium is expressly subject to acceptance by the 
visitor of these Stadium Regulations and (for football matches) the rules 
and regulations of FIFA, UEFA, The Football Association and The Football 
League in respect of the relevant match and (for other Events) the rules 
and regulations of the relevant governing body or Event organizer. Entry to 
the Stadium shall constitute acceptance of the Stadium Regulations. 
 
"Stadium" means The Stadium, Queen Elizabeth Olympic Park and any 
entry points and access routes to The Stadium through LS185 areas. 
 
"Event" means any event taking place at The Stadium. 
 
“LS185” means London Stadium 185 (The Operators)  
 
1.  Permission to enter or to remain within The Stadium 
(notwithstanding possession of any ticket) is at the absolute discretion of 
LS185, any police officer or authorized steward. On no account will 
admission to any Event be granted to any person not in possession of a 
valid ticket. On no account will admission to a football match be granted to 
a person who is the subject of a current Banning Order. 
 
2  LS185 excludes to the maximum extent permitted by law any 
liability for loss, injury or damage to persons/property in or around The 
Stadium. 
 
3  No guarantees can be given by LS185 that an Event will take 
place at a particular time or on a particular date and LS185 reserves the 
right to reschedule the Event without notice and without any liability 
whatsoever. 
 
4  In the event of the postponement or abandonment of the Event, 
refunds (if any) should be claimed in accordance with the relevant Event 
organiser’s ticket terms and conditions. LS185 will have no other 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. 
 

 
 
5  All persons seeking entrance to The Stadium acknowledge 
LS185's right to search any person and their belongings whether outside 
or inside The Stadium and to refuse entry to or eject from The Stadium any 
person refusing to submit to such a search. 
 
6  To view a full list of ar icles which must not be brought into The 
Stadium see below: Prohibited items include knives, fireworks, explosives, 
smoke canisters, aerosols, air-horns, noisemakers, flares, weapons, 
dangerous or hazardous items, illegal substances, laser devices, bottles, 
glass vessels, cans, poles, or any article that may be used as a weapon 
and/or compromise public safety or which may pose a hazard or nuisance 
to any other person, or any article to be used for a commercial or a 
charitable purpose. Any person in possession of such items will be refused 
entry to or ejected from The Stadium. 
 
7           Threatening, abusive or violent behaviour, and foul or abusive 
language is strictly forbidden and will result in arrest and/or ejection from 
The Stadium. LS185 may impose a ban from The Stadium as a result. 
 
8  Causing damage to, or interfering or tampering with any 
equipment, furniture, fitting or fixture within The Stadium will result in arrest 
and/or ejection from The Stadium. 
 
9  Racial, homophobic or discriminatory abuse, chanting or 
harassment is strictly forbidden and will result in arrest and/or ejection from 
the Stadium. LS185 may impose a ban from The Stadium as a result. 
 

10  The following acts are offences under the Football (Offences) 
Act 1991 (as amended) and convic ion may result in a Banning Order being 
made: 
 
10.1  The throwing of any object within The Stadium without lawful 
authority or excuse; 
 
10.2  The chanting of anything of an indecent or racialist nature; 
 
10.3  The entry onto the playing area or any adjacent area to which 
spectators are not generally admitted without lawful authority or excuse; 



  

 
Such acts will result in arrest and/or ejection from The Stadium whether at a 
football match or otherwise. 
 
11  All persons entering The Stadium may only occupy the seat 
allocated to them by their ticket and must not move from any one part of The 
Stadium to another without the express permission or instruc ion of any 
steward, officer of LS185 and/or any police officer. 
 
12  Nobody may stand in any seating area whilst play is in progress. 
Persistent standing in seated areas during an Event is strictly forbidden and 
may 

13  The obstruction of gangways, access ways, exits and entrances, 
stairways and like places is strictly forbidden. Nobody entering The 
Stadium shall be permitted to climb any structures within The Stadium. 
 
14  Smoking at The Stadium is strictly forbidden and will result in 
ejection from The Stadium. 
 
15  Mobile telephones and other communications devices are 
permitted within The Stadium provided that they are used for personal and 
private use only. 
 
16  Under the Sporting Events (Control of Alcohol etc ) Act 1985 (as 
amended) the following acts are offences for which a person can be 
arrested by a police officer and conviction may result in a Banning Order 
being made 
 
16.1  Attempting to enter The Stadium or being inside The Stadium 
whilst drunk; 
 
16.2  Being in possession of any intoxicating liquor, or bottle, can or 
other portable container and which could cause damage or personal injury 
when entering The Stadium or in a public area of The Stadium from which 
the event can be directly viewed; 
 
Such acts will result in arrest and/or ejection from The Stadium. 
 
17  Any individual who has entered any part of The Stadium 
designated for the use of any group of supporters to which they do not 

belong may be ejected from The Stadium either for the purposes of their 
own safety or for any other reason. 
 

18  No person (other than a person who holds an appropriate 
license) may bring into The Stadium or use within The Stadium any 
equipment which is capable of recording or transmitting (by digital or other 
means) any audio, visual or audio-visual material or any information or data 
in relation to the Event or The Stadium. Copyright in any unauthorised 
recording or transmission is assigned (by way of present assignment of 
future copyright pursuant to section 91 of the Copyright, Designs and 
Patents Act 1988) to LS185. 
 
19  No goods (including literature) of any nature may be offered 
either free or for sale by any person within The Stadium without the express 
written permission of LS185. 
 
20  No sponsorship, promotional or marketing materials may be 
brought into, used or displayed by any person wi hin The Stadium without 
the express written permission of LS185. 
 
21  Tickets are not transferable and may not be offered for sale 
without the prior written permission of LS185 or the specific event host. Any 
tickets offered for sale may be confiscated by any steward, officer of LS185 
or any police officer. LS185 reserves the right to refuse admission to or eject 
from The Stadium any person who has transferred their ticket in 
contravention of the Event icket terms and conditions. Tickets remain the 
property of LS185 or the Event organiser at all times. 
 
22  CCTV cameras are in use around and in The Stadium and 
LS185 may itself use, or pass to the police or any Event organizer or other 
relevant authority, any recordings for use in any proceedings. 
 
23  At all times whilst present in The Stadium, persons must comply 
with any and all instructions of any steward or officer of LS185 and/or any 
police officer. Failure to comply with any instruction may lead to immediate 
ejection from The Stadium. 
 
24  Responsibility for minors remains at all times with a parent or 
guardian. 



  

25  There is no re-admission to The Stadium. 
 
26  LS185 reserves absolutely the right to eject from The Stadium 
any person failing to comply with any of the Stadium Regulations or whose 
presence within The Stadium is, or could reasonably be construed as 
constituting a source of danger, nuisance or annoyance to any other person. 
This could lead to fur her action including, but not limited to, a ban from The 
Stadium or proceedings being taken. 

Guidance for use of flags at the Olympic Stadium 
 
LS185 upholds the highest standards of Health and Safety. The following 
guidance is in line with The Stadium’s regulations.  
 

• LS185 knows hat many supporters like to display flags at 
sporting events and LS185 will always be as accommodating as 
possible. 

 
• Flags are not generally confiscated, however the obstruction of 

gangways, access routes, exits and entrances, health and safety 
signage and stairways is stric ly forbidden. 

 
• In the event of an emergency LS185 must have all access and 

exit points clear. 
 

• LS185 reserves the right to confiscate flags if they are very large 
or may compromise public safety, obscure someone’s view, a 
camera position or if a flag carries offensive, discriminatory or 
inflammatory messaging. 

 
• Flags more than 250cm in size at their widest or longest sec ion 

will not be allowed and flagpoles greater than 1m in length will 
not allowed. 

 
• Any articles that could potentially be used as a weapon and/or 

compromise public safety are strictly prohibited. 
 

• Permission must be sought in advance from The Stadium and 
event owner to arrange use of he very large supporter flags that 

are designed to be passed over people's heads. In such cases 
the flag must be flame retardant and the organiser bringing the 
flag into The Stadium will need to provide the appropriate H&S 
certification. 

 
• Entry to The Stadium shall constitute acceptance of the Stadium 

Regulations. Published by LS185 in 2016.  
 

Prohibited Items 
The following articles must not be brought wi hin the Stadium:  
knives, fireworks, smoke canisters, air-horns, flares, weapons, 
dangerous or hazardous items, laser devices, bottles, glass vessels, 
cans, poles 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 
Stadium. 
 
Any ar icle that might be used as a weapon, be deemed to be offensive or 
abusive, or compromise public safety, will be confiscated and or reported to 
the police. 
 
Unlicensed musical instruments: trumpets, drums and other devices capable 
of causing a disturbance or nuisance. 
Flag poles greater than 1m in length and flares. Bottles, glass vessels, cans, 
flasks. Frisbees and similar items, dangerous or hazardous items, illegal 
substances, explosives or ammunition; fireworks, knives, blades or other 
weapons, firearms, scooters, skateboards or other skates. Laser devices, 
smoke canisters, signs or items with corporate or inappropriate branding, 
unauthorised fliers, spray paint, large industrial style “permanent“ marker 
pens, prams / push chairs, transmitting devices, professional cameras & 
recording devices (This applies to cameras that have interchangeable 
lenses), large suitcases, lap tops, and back packs (trip hazards), illegal 
merchandise items, water bottles (need to have the ability to decant), illegal 
charity collection utensils, motor bike helmets, umbrellas, darts, hampers 
and cold boxes, air horns, alcohol and animals (except service dogs & guide 
dogs). 
 

 















  

 
If the casualty is unconscious remember 
 
D   DANGERS. You’re no good to anyone injured 

R   RISK ASSESSMENT. What can you do to minimize the risk to 
you and the patient? 

A   AIRWAY. Ensure it is clear. 

B   BREATHING. Check for signs of breathing. 

C   CIRCULATION. Check for a pulse. 

 
Commence CPR if required and you feel competent to do so. 
  
 
REMEMBER THE KEY WORD  
 
“RESPONSE” 
 
You are not a first aider. You are to give RESPONSE. 

Always seek medical assistance immediately from the EXPERTS.  

Get all details in a SUMMARY as in LIST on previous page. 

If casualty is unconscious place them in the recovery POSITION.  

Loosen tight clothing so that the casualty can breathe EASILY.  

Reassure casualty that all will be O.K. 

Remain with the casualty until told by medical experts you are required NO 
LONGER. 

Pass all details to the medical SERVICES. 

 
 

32. Welfare & Customer Care.  
 
Why should we provide excellent customer care? 

• To help, advise and assist spectators to the stadium, 
• Because spectators will have high expectations of us and the 

service we provide. 
• To build a positive reputa ion. 

 
What will customers expect of us? 

• To value and respect them. 
• To help them feel welcome and comfortable. 
• To assist and direct them. 
• Provide information hey need. 
• Be there for every customer, willing to listen to what they want 

and do our best to solve any problems. 
• Minimise risk of exposure to harm 

 
What to do to ensure we provide the best customer care: 
Be welcoming 

• Greet everyone with a smile. 
• Have a polite, caring approach. 

 
Be knowledgeable and informed 

• Know the answers to the most frequently asked questions. 
• Give clear, concise, accurate directions and information. 

 
Be visible and proactive 

• Position yourself so that you are easily accessible and can be 
approached for assistance. 

• Anticipate spectators’ needs and offer assistance. 








