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Å Introductions
Å Content:

o Quest module stats to set the scene
o Places Leisure approach
o Some quick wins
o Ideas from the floor
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Customer Experience module bandings:

MV ïgood
Plan ïvery good
Do ïvery good
Measure ïvery good
Review ïgood
Impact - good
One of our only modules that does have an 
excellent in there somewhere!
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Customer Experience module results:

Plan - How do you plan to deliver an excellent 

customer service?

Excellent - 22%

Very Good - 46% 

Good - 25%

Satisfactory - 7%

Unsatisfactory - Less 

than 1%

Do - How do you use and communicate your 

findings in relation to improving the service for 

both customers and staff?

Excellent - 13%

Very Good - 48% 

Good - 31%

Satisfactory - 8%

Unsatisfactory - Less than 

1%

Do - How are you trained and informed of the 

service standards you are to deliver?

Excellent - 23%

Very Good - 45% 

Good - 27%

Satisfactory - 5%

Unsatisfactory - Less than 

1%

Do - What resources are allocated to ensure that 

you can deliver the defined service standards?

Excellent - 30%

Very Good - 43% 

Good - 22%

Satisfactory - 5%

Unsatisfactory - Less than 

1%

Measure - How do you measure?
Excellent - 17%

Very Good - 54% 

Good - 23%

Satisfactory - 6%

Unsatisfactory - 0%

Review - How do you review what you measure?
Excellent - 7%

Very Good - 57%

Good - 28%

Satisfactory - 8%

Unsatisfactory - Less than 

1%

Impact - Has what you have done made a 

difference?

Excellent - 6%

Very Good - 53%

Good - 32%

Satisfactory - 9%

Unsatisfactory - Less 1%
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MV 
results:

Reception Area - Is the reception team and area welcoming and 

user friendly?

Excellent - 27%

Very Good - 38% 

Good - 24%

Satisfactory - 10%

Unsatisfactory - 1%

Sales and enquiry opportunities - Are sales and enquires 

responded to positively?

Excellent - 9%

Very Good - 27% 

Good - 34%

Satisfactory - 23%

Unsatisfactory - 7%

Is information available to all customers?
Excellent - 24%

Very Good - 41% 

Good - 29%

Satisfactory - 6%

Unsatisfactory - Less than 

1%

Is feedback proactively sought, actioned and responded to in a 

timely manner?

Excellent - 9%

Very Good - 19% 

Good - 33%

Satisfactory - 32%

Unsatisfactory - 7% 

Are all staff observed and spoken to, friendly, helpful and 

knowledgeable?

Excellent - 58%

Very Good - 22% 

Good - 13%

Satisfactory - 5%

Unsatisfactory - 2% 

Are the facilities and programme accessible for all?
Excellent - 33%

Very Good - 33% 

Good - 26%

Satisfactory - 7%

Unsatisfactory - 1% 

Are facilities baby and child friendly?
Excellent - 40%

Very Good - 36% 

Good - 14%

Satisfactory - 8%

Unsatisfactory - 4% 

Are enquires made via the telephone proactively dealt with?
Excellent - 16%

Very Good - 29% 

Good - 31%

Satisfactory - 19%

Unsatisfactory - 5% 

Are enquires made via online proactively dealt with?
Excellent - 24%

Very Good - 21% 

Good - 25%

Satisfactory - 15%

Unsatisfactory - 15% 
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What can we do to raise our 
customer satisfaction?

Over to James to discuss the Places 
Leisure approach..
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Why worry about customer 
satisfaction?

é. We want to be the best we can
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Yeah, but why??

Å Because we want to be the best, we can
Å.ŜŎŀǳǎŜ ƛǘΩǎ ǿƘŀǘ ƛǎ ŜȄǇŜŎǘŜŘ ŦǊƻƳ ǘƘŜ 

customer
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Yeah, but why, still??

Å Because we want to be the best, we can
Å.ŜŎŀǳǎŜ ƛǘΩǎ ǿƘŀǘ ƛǎ ŜȄǇŜŎǘŜŘ ŦǊƻƳ ǘƘŜ 

customer
Å.ŜŎŀǳǎŜ ȅƻǳ Ƨǳǎǘ ŎŀƴΩǘ ǎǘŀƴŘ ǎǘƛƭƭ ƛƴ ŀ 

challenging market-place & you need to 
stand out from the crowd.
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Yeah, but why, what is the point??

Å Because we want to be the best, we can
Å .ŜŎŀǳǎŜ ƛǘΩǎ ǿƘŀǘ ƛǎ ŜȄǇŜŎǘŜŘ ŦǊƻƳ ǘƘŜ ŎǳǎǘƻƳŜǊ
Å .ŜŎŀǳǎŜ ȅƻǳ Ƨǳǎǘ ŎŀƴΩǘ ǎǘŀƴŘ ǎǘƛƭƭ ƛƴ ŀ ŎƘŀƭƭŜƴƎƛƴƎ 

market-place & you need to stand out from the 
crowd

Å So our customers keep returning ςand, 
probably more importantly tell their friends to 
come along too.
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Wanting customers to be satisfied and loyal:

Å Loyal behaviour
Å Loyal attitudes
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! ƭƻȅŀƭ ōŜƘŀǾƛƻǳǊƛǎǘ ǿƛǘƘ ΨunloyalΩattitudes:

Å Customer is a member for a several months J
Å Repeatedly books in for classes JJ

Å ¸ƻǳ ƭŜŀǊƴ ǘƘŀǘ ȅƻǳΩǊŜ Ƨǳǎǘ ƻƴ ǘƘŜƛǊ ŘƻƻǊǎǘŜǇ Joh, wait a minuteΧ
Å They get a discount for coming to you KƻƪŀȅΧ
Å ¢ƘŜȅ ŀǊŜƴΩǘ ǊŜŀƭƭȅ ǘŜƭƭƛƴƎ ǘƘŜƛǊ ŦǊƛŜƴŘǎLLL
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Loyalty is our goal ςǿƘŀǘΩǎ ǘƘŜ ƭƛƴƪ ǘƻ 
customer satisfaction? 

Loyal Behaviour + High Satisfaction

= 
Loyal Attitudes
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4 great ways to improve your customer 
satisfaction:

1. Treat every customer as if they were a VIP
2. Keep measuring customer satisfaction
3. Know how you should survey your customers ς

the right way
4. Keep an eye on what customers say about you 
ƻƴ ǎƻŎƛŀƭ ƳŜŘƛŀΧ



Measuring Customer 

Experience



Places Pulse

Our mystery customer programme

Includes;

Joining ïSales enquiry

Pay as you move swim

Café visit

Retail Enquiry

Recognition . Coaching . Improvement 

A little about our insight teamé

Customer Surveys

Leisure Centres

Membership type

Swimming lessons

Places Gyms

Member surveys



We knowé

78% 
of people trust 

recommendations

14%
of people trust 

advertisements



So we measure

our customers

likelihood to 

recommend

Net promoter Score



Getting to know 
someone is THE 
most  important 
thing for our 
new members



Your 1 minute 

Coaching Session

Number of PNA questions 
being asked

²ƘŀǘΩǎ ǘƘŜƛǊ ƭƛƪŜƭƛƘƻƻŘ ƻŦ 
purchasing? 

Would they recommend 
you? (out of 10)

0 9% 3.4

1 to 4 53% 6.5

5 to 9 89% 8.2

10+ 94% 9.1

When a needs 

analysis becomes an 

outstanding 

conversation great 

things happen

When customers feel 

you are genuinely 

interested, they trust 

you enough to 

recommend you to 

friends and family

Source : Places Pulse visits



SWIMTAG
Usage and awareness of free benefits drive recommendation

National 
NPS

+8

+1

-9

-30

38
NPS Point swing between using 

SWIMTAG and not being able to use 
it due to availability

NPS +/-



Products drive recommendation

Customers who use óallô of their membership are more likely to recommendé

Premium (swim)

Premium (classes)

Premium (gym)

Premium (gym & swim)

Premium (ALL)

Premium (Gym & Classes)

Premium (Swim & Classes)

Premium (Gym, Swim & Classes)



Class customers
In 2020 wasting ótimeô is as bad as wasting customers money

Fortunately this doesnôt happen often, and weôre working hard to ensure it doesnôt happen at allé..

Customers who said 
cancellations 

happen 
frequently

Customers 
experiencing a class 
cancellation feeling 
ǘƘŜȅ ŘƛŘƴΩǘ ƘŀǾŜ 
enough notice

Customer feeling 
it was 

handled 
unfairly

NPS 
-27.9

NPS 
-36.5

NPS 
-15.0



Data is nothing 

without delivery

Our surveys show the most 

important drivers of 

satisfaction by producté.

And whatôs at the top of their 

list, has to be at the top of 

oursé



Title

Sub title

Gosport Leisure Centre

ñI would say everyone I come into 

contact at the Leisure are up beat 

and cheerful, always helpful and 

polite. And offer great advice. A 

very friendly and knowledgeable 

group of individuals. Well Done Allò

Membership Survey �±November 2019


