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What do Mystery Visitors look for? 

Staff are carrying out their duties in a professional manner? 

Do the staff work as a team and appear to be well managed?

Are the activities delivered well by staff, including the standard of 
coaching and instruction? 



Strengths % Weakness % 

Staff are carrying out their duties 

in a professional manner?

Excellent - 55%

Very Good - 25%

Good - 13%

Satisfactory - 6%

Unsatisfactory - 1%

Do the staff work as a team and 

appear to be well managed?

Excellent - 47%

Very Good - 25%

Good - 16%

Satisfactory - 9%

Unsatisfactory - 3%

Mystery Visit Findings 



Mystery Visit Findings 

Strengths % Weakness % 

Are the activities delivered well by 

staff, including the standard of 

coaching and instruction? 

Excellent - 66%

Very Good - 20%

Good - 10%

Satisfactory - 4%

Unsatisfactory - <1%

Are the activities delivered well by 

staff, including the standard of 

coaching and instruction? 

Excellent - 55%

Very Good - 16%

Good - 8%

Satisfactory - 3%

Unsatisfactory - 1%

N/A - 17%



Effective 
communication 

systems 

Staff appearance

Staff visibility

Interaction; 
every contact 

counts

Team work Professionalism

Quality of 
instruction / 

teaching



Key areas of training 

ÅLifeguard training 

ÅCustomer care training 

Å Induction

Å Instructor CPD



Strengths % Weaknesses %

How do you plan your 

staffing to deliver a well -

managed service

Excellent - 41%

Very Good - 39%

Good - 17%

Satisfactory - 3%

Unsatisfactory - <1%

Assessment Visit Findings - Plan 



Plan

Succession planning

Training cchemes

Proactive recruitment Supervision requirements 

Needs analysis

Appraisals

Other partners

Communication 



Strengths % Weaknesses % 

How are you kept up to 

date and informed? 
(Challenge for the staff)

Excellent - 32%

Very Good - 45%

Good - 19%

Satisfactory - 4%

Unsatisfactory - 0%

How are you trained? 
(Challenge for the staff)

Excellent - 31%

Very Good - 55%

Good - 13%

Satisfactory - 1%

Unsatisfactory - 0%

Assessment Visit Findings - Do 



Strengths % Weaknesses % 

What processes, 

procedures, regulations and 

legislation are you aware of 

that inform the delivery of 

a highly trained team?
(Challenge for the manager and staff)

Excellent - 68%

Very Good -24%

Good - 6%

Satisfactory - 2%

Unsatisfactory - 0%

Assessment Visit Findings - Do 



Strengths % Weaknesses % 

What resources are 

allocated to ensure the 

staff is knowledgeable 

professional and friendly?

Excellent - 43%

Very Good -41%

Good - 14%

Satisfactory - 2%

Unsatisfactory - 0%

How do leaders promote 

innovation/creativity/enterp

rise and develop high 

morale?

Excellent - 42%

Very Good -39%

Good - 16%

Satisfactory - 2%

Unsatisfactory - 1%

Assessment Visit Findings - Do 



Do

Reward and recognition 

Methods of communication

Consultations and surveys

Training - suitability

Training ïfrequency 

Do staff & customers know? 

Procedures

Resources



Strengths % Weaknesses % 

How do you measure?

Excellent - 35%

Very Good - 46%

Good - 17%

Satisfactory - 2%

Unsatisfactory - 1%

Assessment Visit Findings ïMeasure  



Measure

External awards

Productivity 

KPIs

Evaluation 

Attendance

Staff survey results

Monitored

Competency tests



Strengths % Weaknesses % 

How do you review what 

you measure?

Excellent - 20%

Very Good -56%

Good - 20%

Satisfactory - 4%

Unsatisfactory - 0%

Assessment Visit Findings ïReview  



Review

Continuous improvement

Business plan objective

Budgets

Evaluation 

KPIs

Needs analysis

Processes

Staff survey



Strengths % Weaknesses % 

Has what you have done 

made a difference?

Excellent - 11%

Very Good -59%

Good - 25%

Satisfactory - 5%

Unsatisfactory - <1%

Assessment Visit Findings ïImpact  



Impact

Feedback improvements

Career development

Local community

Staff retention 

Funding

Participation

Less service disruption

KPIs


