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Welcome to Watford Football Club’s Premier League Enterprise 
Programme. You have been selected by your school to become 
a member of a team that will explore everything that goes on 

behind the scenes at Watford FC.

As you will see over the next few weeks, there is plenty more to this 
football club that just matchdays and that is the insight we want to be 
able to share with you. Throughout this programme you will gain an 
understanding on Watford Football Club as a business, focussing on areas 
such as communications, customer service, retail and marketing. 

On behalf of everyone at Watford Football Club, I wish you the best of luck 
on you Enterprise journey and hope that the knowledge and skills you will 
gain serves you will in the future.

Enjoy your experience with us.

Scott Duxbury 
CEO and Executive Chairman

CEO Foreword
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Behind 
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SESSION 1:
INTRODUCTION TO
VICARAGE ROAD



Write the correct skill next to each description.

Resilience

Teamwork

Problem solving

Financial Capability

Confidence

Communication

Initiative

Organisation
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• Believing in your abilities, skills and qualities 
• Motivating yourself towards success

• Planning and  managing your tasks, 
equipment and time

• Working out what’s most urgent or important
• Setting goals

• Listening carefully
• Speaking and writing clearly and concisely
• Understanding or sharing ideas and 

information

• Doing what’s right, not what’s easy, or just the 
minimum

• Making decisions and taking careful risks to 
aim for success

• Collecting information
• Being creative or analysing
• Thinking up solutions

• Working under pressure
• Carrying on when things don’t go so well
• Adapting when things change

• Working together and helping one another
• Sharing ideas and knowledge 
• Managing your personal feelings

• Understanding information about money
• Managing your money well
• Making good decisions about your finances 

Enterprise Skills
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Job Roles and Responsibilities

Fill in the job role the description is describing.

I take care of the 
pitch and the 

surrounding area.

I help fans 
when they are 
at the match 

and support the 
security team.

I support the 
manager at the 
side-line on a 
match day.

I prepare the kit 
for the players on  
a match day and 

during training.

I am in charge of 
the retail store at 
the stadium and 
decide what we 

sell.

I interview the 
players and 

manager at the 
match.

I sell food and 
drink to the fans.

I fetch the ball if it 
goes out of play 
on a match day.

I choose the 
menu and make 
the food for staff, 
fans and guests 
on a match day.

I take photos on a 
match day.

I meet guests at 
reception and let 
them know where 
they need to go.

I announce all 
the players at a 

match and when 
the teams score 

goals.

I manage the first 
team and senior 
players. I pick the 
team that plays.

I provide 
assistance to the 
players if they are 

injured.

I make decisions 
on the pitch to 
make sure the 
game is fair.

I serve the food 
and drinks in the 

restaurant.



Write what you think enterprise is below:
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What is Enterprise?

“ “Who are these entrepreneurs?
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What is Business?

Write what you think business is below:

What are these brands?

“ “



10

Watford Football Club has more 150 than full time members of staff. All of 
which need to deliver outstanding customer service as part of their role and 
ensure the smooth running of a match day. Using the images, explain how 
these members of staff provide a good customer service experience to 
fans.

SESSION 2:

Matchday Steward: Retail Assistant:

Ticket Office Assistant: Receptionist:

CUSTOMER SERVICE  
AND COMPLAINTS



Writing a Complaint

Write your own complaint to Watford Football Club below about an issue 
you feel strongly about.
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COMPLAINT FORM

Name

Email

Complaint
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Examples of Customer Service

Good Customer Service Good Customer Service
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Income
(Money coming in)

Expenditure
(Money going out)

Total: £ Total: £

What could this person do to stay in budget?

SESSION 3:
MONEY MATTERS
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Your Spending Activity

Money In Money Out

£ £

How could you improve your savings?
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Key Words

Match the words on the left to their descriptions on the right.

Tax

Pension

National
Insurance

Student
Loan

The PAYE deduction for 
government services like 

schools and the NHS.

The deduction to 
repay the money you 
borrowed to pay for 

studying at university.

The deduction that  
pays for state pensions 

and other benefits.

The deduction that pays 
into a special savings 

fund for your retirement.
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Mock Payslip

816 Ms. Jayne Smith 22/08/2019 BA482468C

Basic 1.00 2000.00 2000.00 PAYE Tax
National Insurance
Pension Contribution

208.18
158.36
50.00

Holidays: Taken:     0.00 Remaining:     10.0 

Ms. Jayne Smith
24 High Street,
Watford,
Herts

WD18 6NR

Total Gross Pay
Gross for Tax
Earnings for NI

Payment Period
Employer NI

1541.67
1541.67
1540.00

Monthly
113.57

Total Gross Pay TD
Gross for Tax TD
Tax Paid TD
Earnings for NI
National Insurance TD
Employer NI TD

5779.32
5779.32
378.80

3792.00
282.96
325.40

WFC Community S & E Trust
Tax Code: 908L M1      Dept: 1      Tax Period: 4      Payment Method: BACS 1583.46
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SESSION 4:

Identify the products and services that Watford Football Club offer on a 
match day.

Match day programme

PRODUCTS AND SALES
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How much do they Cost?
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Design Challenge

Product or service name .........................................................................

Price point: Low Medium High

Describe your idea in a few words:

Draw a quick sketch of your idea. Label the important features:

Three reasons customers will buy this:
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Advertising is an art, it can make or break a product or company. We 
are exposed to advertising in all aspects of life. List examples of good 
and bad advertising in the table below.

SESSION 5:

Good Advertising Bad Advertising

ATTRACTING AND 
COMMUNICATING  
TO CUSTOMERS



Web Copy

• This should be shorter and more ‘punchy’ than your programme copy.
• Include pretend links to the club website and encourage readers to find 

out more.

21
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Social Media Copy

• Alert your followers to your new products or services!
• Create one of more attention-grabbing social media posts with pretend 

links to where to find out more or buy them.
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SESSION 6:

ST ST

LM

CM CM

RM

LB

CB CB

RB

GK

BEING A MANAGER
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My Perfect Employee

Write the qualities you would want your perfect employee to have.



Managing Customers
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Scenario 1: 
 

An online customer buys a 
personalised signed player photo in 

a frame. When they get it home, they 
realise it’s not a real signature but a 

replica. They bring it with them to the 
next game for a refund. The details 
on the product page make it clear 

it’s not supposed to be a real, 
original signature.

Scenario 2: 
 

A customer buys a burger 
from a stadium catering outlet. 

There’s a big image of the burger on 
the price board. When the customer 
opens their carton, the burger inside 

doesn’t really look like it. All the 
bits are there, but it’s a total mess 

and there is very little burger 
sauce. The burger is also not 

properly hot.

Scenario 3: 
 

A fan is running late. She asks for 
directions to the right part of the stand 

so she can take up her seat before 
the game begins. A new steward 

sends her in the wrong direction. She 
misses the one and only goal of 

the game.
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Managing Staff

Scenario 1: 

Ian is always late for the start 
of his morning shifts in the club 

shop. This means he doesn’t help 
with the first tasks of the day and often 
misses the morning staff meeting. The 
other staff are angry at how Ian isn’t 

part of the team. Sophie, his manager 
has had enough. She calls Ian into a 
meeting to discuss his attendance. 

What should Sophie say to 
Ian?

Scenario 2: 
 

Karen is a good cook, but she 
often doesn’t pay attention or 

complete her kitchen tasks properly. 
She gets order wrong or forgets an 

important cleaning task at the end of the 
day. Ali, the kitchen manager, talks to 
Karen. He needs her to always do her 

job properly!

What should Ali say to  
Karen?

Scenario 3: 
 

Craig is a Match Day Steward. 
His job is to help and guide fans 

on match days. But Craig doesn’t 
like it when fans ask him for help. He’s 
rude to fans or doesn’t really pay them 
any attention. He’d rather chat or try to 
watch the game. Many people have 

complained that Craig can’t be bothered. 
His manager, Yvette, is angry that he is 

giving the club a bad name.

What should Yvette say to 
Craig?
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SESSION 7:

It’s quite simple really - the Football Club needs people’s personal 
information so they can build a relationship with them and they can feel 
part of the club.

What 
data does 
Watford FC 

need to 
collect?

How is 
this data 

collected?

STORING AND
ANALYSING DATA
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Customer Information

This means that customers must be able to trust the football club with that 
information. They want to know that all their personal details, things like 
email addresses, mobile numbers, and bank details will be kept safe. Data 
Protection Law (GDPR) is all about making sure everyone takes proper care 
of people’s data. Businesses must tell them why they need it, how long it will 
be kept, how they keep it secure and who they’ll share it with. If someone 
doesn’t like what we do with their data, they can stop us doing it. It’s all 
about protecting our fans’ information and respecting their rights. 

Questions Classmate 1 Classmate 2 Classmate 3

1. Name?

2. Age?

3. Address?

4. Favourite Food?

5.

6.



Customer Records
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Using the information you have collected, present the data of location in a 
pie chart. 

Watford

Outside  
of Watford

How will knowing this type of information about its customers help the club?

What would you do with this information if you were the club?
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Analysing Performance

Month

Sales  
Income

£ £ £ £ £ £

Costs £ £ £ £ £ £

Profit  
(or Loss)

£ £ £ £ £ £



31

SESSION 8:

Statements
None of 
the Time Rarely Some of 

the Time Often All of  
the Time

1. I’ve been feeling optimistic 
about the future 1 2 3 4 5

2. I’ve been feeling useful 1 2 3 4 5

3. I’ve been feeling relaxed 1 2 3 4 5

4. I’ve been feeling interested in 
other people 1 2 3 4 5

5. I’ve had energy to spare 1 2 3 4 5

6. I’ve been dealing with  
problems well 1 2 3 4 5

7. I’ve been thinking clearly 1 2 3 4 5

8. I’ve been feeling good about 
myself 1 2 3 4 5

9. I’ve been feeling close to 
other people 1 2 3 4 5

10. I’ve been feeling confident 1 2 3 4 5

11. I’ve been able to make up 
my own mind about things 1 2 3 4 5

12. I’ve been feeling loved 1 2 3 4 5

13. I’ve been interested in new 
things 1 2 3 4 5

14. I’ve been feeling cheerful 1 2 3 4 5

MINI REVIEW
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Skills Review

How well did you use your enterprise skills in this lesson?

Choose one skill you most want to improve. Suggest how you could do this.

Skill I want to use Better How I will do This

Communication Confidence

😍🙂😐😔😩 😍🙂😐😔😩

Financial Capability Initiative

😍🙂😐😔😩 😍🙂😐😔😩

Organisation Problem Solving

😍🙂😐😔😩 😍🙂😐😔😩

Resilience Teamwork

😍🙂😐😔😩 😍🙂😐😔😩



2Off  
the Pitch 

Skills
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SESSION 1:

Give an example of when you have used good communication.

😍 🙂 😐 😔 😩

Rate your communication skills:

34

COMMUNICATION

What is the definition of communication?



Different Forms of Communication
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Create a spider diagram of the different forms of communication.

Forms of  
Communication

Choose two forms of communication and outline the positives and 
negatives for each.

Communication Form 1: Communication Form 2:

Positives

Negatives
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Tell us About Yourself

Most interviews involve the question ‘tell us about yourself’. Write your 
answer below including information about your background, education, 
personality and passions.
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SESSION 2:

Write an example of when you have worked well in a team.

What does teamwork mean to you?

😍 🙂 😐 😔 😩

Rate your teamwork skills:

Players must work well in a team throughout training and games, list the advantages of 
working in a team.

TEAMWORK

What is the definition of teamwork?
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Working in a Team

Not all teams are successful, there are times when teams dace difficulties. 
Give examples of problems that can occur when working in a team.

Teamwork can be found off the pitch too. Think about your own lives and 
give two situations where teamwork has been essential. 

Situation 1:

Situation 2:



Roles and Responsibilities

All teams include a range of roles and responsibilities. Think about the 
different roles present in the following scenarios:
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Different Roles in Football Team Different Roles in a School Team

Conflict can often arise when working in a team and individuals need to 
use a range of skills in order to resolve this. List ways in which conflict can 
be resolved within a team.



SESSION 3:

Identify signs of stress:

1. 2. 3.

Everyone experiences stress at some point, and it is important to identify 
what your triggers are. Using the stress bucket, list triggers that make you 
feel stressed and coping strategies for these.

Stress is...

40

STRESS MANAGEMENT



Stress Triggers

Individuals in the workplace experience a wide range of emotions 
including stress. List as many stress triggers for the following as you can:

41

Football Manager
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Stress Triggers

Individuals in the workplace experience a wide range of emotions 
including stress. List as many stress triggers for the following as you can:

.............................................
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SESSION 4:

Making a first impression is key when attending interviews. Identify ways 
which create a positive first impression:

Positive Body Language Negative Body Language

BODY LANGUAGE  
AND FIRST IMPRESSIONS
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Describing Behaviours

There are many ways in which people behave. Describe and explain the 
following behaviours:

Aggressive 
Behaviour

Assertive
Behaviour

Passive
Behaviour
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SESSION 5:

Write an example of when you have used good resilience.

What does resilience mean to you?

😍 🙂 😐 😔 😩

Rate your resilience:

Choose one of the scenarios discussed and explain how you would cope with this situation 
and overcome the problem.

RESILIENCE

What is the definition of resilience?



SESSION 6:

Time management is important because...

46

😍 🙂 😐 😔 😩

Rate your time management:

Your daily routine:

Arrive at 
School

Wake  
Up

Kick
Off

Build up to kick off:

TIME MANAGEMENT



Roles and Responsibilities
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Create a spider diagram on how you could improve your time management.

How can I 
Improve my time 

Management?

Prioritising is a key part of time management. In this scenario you are 
preparing for an exam tomorrow, rank your evening plans in priority order 
from 1 - 5.

Walking
the Dog

Having
Dinner

Revision
Invite to the

Cinema from
a Friend

Sleep



SESSION 7:
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Key responsibilities:

Key skills:

Potential Questions:

1.

2.

3.

4.

Job Title

............................................................................

APPLICATION PROCESS



Types of Interviews
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Interview Type Process

1.

2.

3.

4.

5.

6.
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Mock Interview Feedback
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SESSION 8:

Imagine this is you below. Write all your key skills, achievements, 
personality traits and passions around the outside.

What is your ambition?

Where do you aim to be in 5 years’ time?

PERSONAL SKILLS 
AND DEVELOPMENT
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Skills Review

Rate your interpersonal and self-management skills.

Choose one skill you most want to improve. Suggest how you could do this.

Skill I want to use Better How I will do This

Communication Listening

😍🙂😐😔😩 😍🙂😐😔😩

Negotiation Managing Feelings

😍🙂😐😔😩 😍🙂😐😔😩

Decision Making Problem Solving

😍🙂😐😔😩 😍🙂😐😔😩

Assertiveness Time Management

😍🙂😐😔😩 😍🙂😐😔😩



Applying for a Role

Identify a job role you are interested in. Research and write down the 
following:
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Skills required:

What makes you interested in this role:

Where could you progress to:

Working hours: Individual or teamwork:

Any contacts you already have: Potential contacts required:
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Ready
for

Kick-off



SESSION 1: 
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Cost

Total: £

Project idea:

Objectives:
1.

2.

3.

COMMUNITY  
ACTION PROJECT
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Skills Review

Your feedback to another team member:

Your feedback to another team member:

Group roles: Example of good teamwork:

Skills you developed: Ways you could have improved:

Your Role

............................................................................

Your feedback from another team member:
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SESSION 2:

Statements
None of 
the Time Rarely Some of 

the Time Often All of  
the Time

1. I’ve been feeling optimistic 
about the future 1 2 3 4 5

2. I’ve been feeling useful 1 2 3 4 5

3. I’ve been feeling relaxed 1 2 3 4 5

4. I’ve been dealing with  
problems well 1 2 3 4 5

5. I’ve been thinking clearly 1 2 3 4 5

6. I’ve been feeling close to 
other people 1 2 3 4 5

7. I’ve been able to make up 
my own mind about things 1 2 3 4 5

END REVIEW
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Skills Review

Rate your interpersonal and self-management skills.

Choose one skill you most want to improve. Suggest how you could do this.

Skill I want to use Better How I will do This

Communication Listening

😍🙂😐😔😩 😍🙂😐😔😩

Negotiation Managing Feelings

😍🙂😐😔😩 😍🙂😐😔😩

Decision Making Problem Solving

😍🙂😐😔😩 😍🙂😐😔😩

Assertiveness Time Management

😍🙂😐😔😩 😍🙂😐😔😩
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Contact Details:

Lucy Tearle
Community Projects Officer (Young People)

Lucy.Tearle@watfordfc.com

01923 496378



Vicarage Road Stadium, Vicarage Road, Watford, WD18 0ER

www.watfordcsetrust.com
community@watfordfc.com

WFCTrust


