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Outcomes

· Customer satisfaction improves each year

· More customers become, more active, more often

· Customers actively recommend the centre to friends and family
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	Heading:
	What do we currently do:
	What  action can we take:


People 1 – Customer Experience 

	Challenge
	Heading 
	What do we currently do:
	What action can we take:



	MV
	
	
	

	Reception Area
	· Is  the reception area welcoming and user friendly
	
	

	Sales and enquiry opportunities
	· Are sales and enquiries responded to positively
	
	

	Are enquiries made via the telephone proactively dealt with?
	·  Contact with member(s)  of staff  is a positive experience
	
	

	Information is available
	· Policies and rules are displayed in a professional  and clear manner

· Programming and promotion information is readily available 
· Display of external and internal awards

· Internal directional signage
	
	

	Is feedback proactively sought?
	· Are there a variety of feedback methods available and responses displayed
	
	

	Is feedback actioned and responded to in a timely  manner
	· Is feedback received dealt with proactively and effectively for a positive outcome   
	
	

	Are the facilities and programme accessible for all?
	· Is there equality of access for all
	
	

	PLAN
	
	
	

	How do you plan to deliver an excellent customer service?
	· Customer care plan or policy (promise or pledge)                  

· Customer feedback procedures   

· Reception standards

· Research plans
· Business plan objectives
	
	

	DO
	
	
	

	How are you trained and informed of the service standards you are to deliver? (Challenge for the operational staff)
	· Charter                                                       

· Empowerment                                      

· Customer care 
· Dealing with difficult customers
· Reception training

· Procedure and policy systems

· Sales training
	
	

	What regulations and legislation are you aware of that inform the delivery of service standards? (Challenge for the operational staff)
	· Data Protection Act                                                                                

· Trading Standards                                     

· CCTV        

· Licensing 
· Photography
	
	

	What resources are allocated to ensure that you can deliver the defined service standards? (Challenge for the operational staff)
	· Rotas and shift planning

· Response to busy periods                  

· Booking and hire terms and conditions
	
	

	MEASURE
	
	
	

	How do you measure?
	· Customer surveys                                 

· Customer feedback                                                                                 

· Charter KPIs                                    

· Evaluation of promotions                            

· Training evaluation                            
	
	

	REVIEW
	
	
	

	How do you review what you measure?
	· Communication with customers

· Procedures and policy systems                      

· Updated training plan                             

· External advice                                  

· Investment
· Feedback on training evaluation
	
	

	IMPACT
	
	
	

	Has what you have done made a difference?
	· Improved customer satisfaction

· Greater number of customer compliments

· Improved audit and mystery visit scores

· Promotional activity
· Improved Key Performance Indicator’s
· Increased customer and membership referrals
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