Kirklees Active Leisure

APSE Sport and Leisure Management
22"d March 2011
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9 years on how have we performed
Impact of budget reductions

Increase income and participation
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Leisure Trust formed in 2002

A partnership not a contract with the Council
11 main sites + 4 school sites

e Turnover £11million

e 900 staff / 350 FTEs

* |IP, Quest and Social Enterprise Mark

» One of the 1000 largest Chatrities in England
and Wales

INVESTOR IN PEOPLE

Social
" Enterprise

e
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* From 2 to 3 million: = Providing excellent customer service:
By 2014, customer visits to KAL sites will have increased by 50%, By 2014, KAL will have an overall satisfaction rating of 70%
with at least 109% of these visits being from new customers or more from our customers on the service we provide

Challe nge

Staff — Customers — Partners —

« Positive working environment Improving health « Effeciive delivery

= Training and development Customer excellence = Quality

= Appropriate benefits and pay Quality faciliies = Value for money
Value for mongy

Expectations

Our Vision — More people, more active, more often

Vision

K1: K2: K3: Ka- K5: K6:
People First Improving Health Continuous : . - Demonstrating
and Wellbeing Improvement el R S Success

Aims

K2a - Increasing
ticipati
e
swimming
K2c - Fitness
= ng
Kic - Volunteer besit

development K2e — Tackling
|mquultr in
pariicipation
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Enablers

Corporate Strategies

«  Woaorkforce Development Plan
* Medium Term Financial Plan

= |nformation and Communication
Technology Strategy

+ Capital Davelopment Plan
* Marketing and Communications Strategy

Delivery

Annual Corporate Action Plan

Unit Development Plans

KEY PERFORMANCE INDICATORS
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K1: People First
Customer survey result — satisfaction rating
Complaints per 10,000 visits
KAL staff survey — satisfaction rating
Investors in People accreditation maintained

oo

MNumber of days sick lost per FTE 11.

Staff safisfaction with the training and development

received 12,
Increasing participation levels in regular volunteering 13

(Confribution to MIDOE)

Ka: A Valued Partner

14.

15.

16.

K2: Improving Health and Wellbeing

Total number visits in KAL leisure centras
Total number of new customer visits

. Anincrease in the levels of 16+ participating in sport

and active recreation (Contribution to NI0D8)

Total number of participants taking part in swimming
lessons

Reduced membership attrition rate

Mumber of visits from primary school age children in
Year & (Contribution fo MI0O56 reducing obesity)
Mumber of visits from 13/14 year olds (Contribution to
locallKSRP Y3 indicator)

Percentage of KAL members from areas of
disadvantage

Total number of visits from older people

17.

18.
19,
. Ratio of minor public accidents to RIDDOR (GLM)
21.

K3: Continuous Improvement

All major KAL facilities to have achieved a “highly
commended” level of QUEST assessment (KSRP)
Capital spend per head of population

IFI mark for new fitness suites

Ratio of minor staff accidents o RIDDOR (QLM)

22,

23. Annual 360° peer group performance reviews by

Imvalvement with the Kirklees Partnership, the Kirklees | 24
Sport and Recreation Partnership, localities work and 25.
other key local, regional and national activities 26.

pariners

K5: A Strong Business
Recovery rate
Subsidy grant per customer visit
KC grant as a % of KAL turnover

. Annual surplus achieved
28.

Per capita reduction in CO= emissions (Contribution to
MI186)

K&: Demonstrating Success
KAL is successful at measuring its performance
(staff survey result)
Total number of website visits

. Increased awareness of KAL (customer sunvey

result for brand association)
KAL recognises the achievements of its staff (staff
survey result)
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KC Core Grant as a Percentage of Turnover
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wm Operational Turnover

mmm KC grant

e=mmPercentage

35.0%
30.0%
25.0%
20.0%
15.0%
10.0%
5.0%

0.0%

\94)

kirkleesactiveleisure



DAarfAaArrmanm~Qrn
rFcriouliilialivce
Cumulative Investment
invested in to facilities by KAL and KC
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Performance
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* 32% reduction over three years.
» Back loaded with £720k grant cut in 2013/14

 2011/12 managing a £750k budget pressure
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KAL Card

Holmfirth Fitness Suite
Swimming Lessons
Personal Training
Group Fitness
Managing attendance
Operations Review
lID Leisure Solutions
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KAL Card |

more people
more active

more often
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Target Sales and Marketing through GIS analysis
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« KAL Card

Membership conversions More of what they do

Related different activity
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IID Leisure Solutions
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MYSTERY ...
VISITOR

Become a New Member

Enquiryphorecall  AmwerfResk

Wasa ting given? Name, Centre and "How can I help you” ‘YEW)/MI(“)

Wese your details taken and recorded? | ves (a0) / no (0)

Was 2 suitable time slot offered for your tour of the site or call back amanged? | Yes (20)/ No (0)

Was your esll nswered in = mavimen 8 rings? | ves (20 / o (0)
Total score for the area 100/ 120 (83%)

AncwerfResult
Wuegwyeaedwﬁavmgﬂeumnvmmemedwl ‘VE[E“)/M(“)
Did your membership card allow you i | Yes G20/ o (0)

Did 2 member of staff deal with you within a reasonable time frame? Yes (30} / No (@)
Did the member of staff at reception snswer your quastion compesenthy? es (20)/ N (0)
hy tionist dressed smant Yes (30 / No (0}
Plasse enter the name of the receptionist that desh with your question odsy, | 114
Tatal score for the area 160/ 250 (64%)

Did you receive 2 plazsant farewell when you left the cantra? | Yes 30}/ Mo (@)
Taking all aspects of your vist into sccount, rate your visit on a scabe of 1-10

(1=Vry Pocr, 1 ‘ NA
Any other your visit today? | wa
Total score for the ares| 30/ 50 (60%)

Total Questionnaire Score: 230/ 420 (69%)
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Questions?
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