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2017 Changes

— Revamped and redesigned Quest Website to be
launched on the 15t April http://quest.bigwave.media/

— Client Dashboard with Online reporting — Tabsys
4.30

— Webinars
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Website link

& Login | . 01582 840078 | & info@questnbs.org

L ) Hom | Online Reporting | Book Training Courses | Right Directions | Leisure Net

Apply For Quest Newsletter

NBS - Facilities Active Communities ~ Training, Events & Conference - Shop ~ Partners About Us -

QUEST NBS & CIMSPA

CONFERENCE 2017

‘Welcome to our 2017 Conference!

Read More >

QUEST NBS & CIMSPA

CONFERENCE 2017

CHESFORD GRANGE: 14-15 MARCH CIMSP

M ines

®00

: 10 Year Award Winners Quest NBS and CIMSPA
Congratulations! e —
October 18 - 2016 ¥ News
Congratulations to the following Centres and Teams on achieving A
their 10 Year Award! 0 Year Award Winners

> Quest Training 2017

10 Year Awards

L eisure-net Right Directions


http://quest.bigwave.media/

gi We bs i te S NATIONAL BENCHMARKING SERVICE

Improvements include:
* Easy to navigate

* Apply on line

* Dashboard access

* Shop

* Training on line

e Easy to find modules
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Leisure-net

Solutions Ltd

NBS - Facilities ~ Active Communities ~

Training, Events & Conference ~ Shop ~ Partners About Us ~

10 YEAR AWARD WINNERS

News 18 October 2016

SuperUser @16 W0

Congratulations to the following Centres and Teams on achieving their 10 Year Award!

Balham Leisure Centre - Places for People Leisure

Bicester Leisure Centre - Legacy Leisure, Parkwood Leisure
Coldharbour Leisure Centre - GLL

Crook Log Leisure Centre - Legacy Leisure, Parkwood Leisure
Crystal Palace National Sports Centre - GLL

Dartmouth Leisure Centre - Fusion Lifestyle

Erith Leisure Centre - Legacy Leisure, Parkwood Leisure
Fareham Leisure Centre - SLM

Hartsdown Leisure Centre - Your Leisure Kent Ltd

Kidlington and Gosford Leisure Centre - Legacy Leisure, Parkwood
Leisure

Kingsmeadow Fitness & Athletics Centre - Places for People
Leisure

Langley Swimming Centre - Sandwell Leisure Trust

Lee Valley Riding Centre - Vibrant Partnerships
Meadowfield Leisure Centre - Durham County Council
Peckham Pulse Healthy Living Centre - SLM

Penzance Leisure Centre - Legacy Leisure, Parkwood Leisure

Congratulations!

10 Year Awards

Places for People Leisure Sports Development Team - Places for People Leisure

Putney Leisure Centre - Places for People Leisure

Riverside Leisure Centre (Norwich) - Places for People Leisure
South Ribble Tennis & Fitness Centre - Serco Leisure Limited
The Pavilions in the Park - Places for People Leisure
Thornton Heath Leisure Centre - Fusion Lifestyle

Tolworth Recreation Centre - Places for People Leisure
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NBS - Facilities - Active Communities ~ Training, Events & Conference ~ Shop ~ Partners About Us ~

MODULE GUIDANCE

Super User Training, Events & Conference 17 October 2016 Hits: 113

Below is a table of our Quest 2016 modules.
To access the Guidance Notes and Assessment Preparation Forms simply click on the issue number for the corresponding module.

Please click here to view the modules for Quest for Facilities 2016.
Please click here to view the modules for Quest for Active Communities 2016.

Please note that if you vish to select 'SPLUS18 ukactive Code of Practice’ or 'SPLUS28 ASA Leam to Swim' we need to know within 7 days of receiving your purchase order
number. This is due to the need for specialist assessors for these modules.

Also please note:

* SPLUS18 ukactive Code of Practice cannot be selected alongside SPLUS48 Health and Safety Management
* Centres wishing to select SPLUS28 ASA Leam to Swim must also select SPLUS20 Swimming Lessons

Finally please note, if we do not receive your modules choices for Quest Plus or your Directional Review two weeks before your assessment date, they will be chosen for you using
our generic fist

QUEST FOR FACILITIES

Below is a table of our Quest for Facility 2016 modules.
To access the Guidance Notes and Assessment Preparation Forms simply click on the issue number for the corresponding module.

Module Code ‘ Module Name ‘ Guidance Notes ‘ Assessment Preparation Forms ‘ Quest for Facilities ‘ Non Scored Module

Day One Core Modules (Entry and Plus) Quest for Facilities

Operations 1 ‘ Cleaning and Housekeeping ‘ Five ‘ Five ‘ v ‘ *
Operations 2 ‘ Maintenance and Equipment i Five ‘ Five ‘ 7 ‘ *
Operations 3 ‘ Environment ‘ Five ‘ Five ‘ v ‘ x
Operations 4 | Health and Safely Declaration | Nine | Nine | % | x
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NATIONAL BENCHHARKING SERVICE

&Login | % 01582 840078 | & info@questnbs.org

Home | Online Reporting | Book Training Courses | Right Directions | Leisure Net

NBS - Facilities ~ Active Communities ~ Training, Events & Conference ~ Shop ~ Partners About Us ~
PARTNERS
Right Directions @ Leisure-net ?' SPORT

Right Directions
www.rightdirections.co.uk

Right Directions provides a dynamic, realistic
and sensible approach of providing Quality
Management, Health and Safety,
Environmental support and training to
organisations in the Sports and Leisure
Industry. We work closely with private

organisations, local authorities, contract

Leisure Net
www.leisure-net.org

Leisure-net Solutions have worked as part of
the consortium to manage and deliver the
NBS Service since the companies formation in
1999. Leisure-net has nearly 20 years of
leading customer insight and market
intelligence knowledge that has made them
into the first choice to deliver the Sport

Sport England

www.sportengland.org

Sport England are firmly committed to
promoting Quest and the National
Benchmarking Service as key tools going
forward to help drive the improvement
agenda in public sector leisure.

anda England NBS Service.
network of sports and leisure trusts around
the UK.
spordiales sportscotland
Chware e.o,\..rt.,..‘wn.m
Sport Wales Sport Scotland Sport Northern Ireland
sportwales www.sportscotland.org.uk www.sportni.net

Quest is a valuable tool to promote quality
service to customers and is delivered in an
efficient and effective way. It enables
operators to gain feedback on the way their
service is provided and offers suggestions on
service improvement.

At sportscotland we recognise Quest as a key
part of the continuous improvement toolkit
that can be used by those involved in the
management of all sports facilities.

SNI recognise the many benefits of the Quest

scheme and believe it have an important role

in the delivery and development of sport and

physical activity throughout Northern Iretand
over the next decade.

NATIONAL BENCHMARKING SERVICE
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App Development

HANWORTH AIR PARK LEISURE CEN

Unannounced Directig
SUBMITTED

PARK POOL

Unannounced Direg
IN PROGR{

SHEPPEY LEISURE COMP

Unannounced Directional Revieww~<S N = == — .
IN PROGRESS EEEEEEEEE Sheddocksley Sports Centre

Started Pending
01 Feb, 2017 0

Unannounced Directional Review
General Observations

SHEDDOCKSLEY SPORTS CENTRE

Unannounced Directional Review
COMPLETED

COMPLETED

FARNWORTH LEISURE CENTRE

Unannounced Directional Review a Review of Duty Management

COMPLETED

Operational Staff

COMPLETED
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Development

Overall Banding /
Areas for lmpmVemem

The 2 LB Danny Paterson
53 ’:?Ezc. & 70t greqy, 1 = Sl A e ELEN Jonathan Jones (An Example)
driver was th lors of - Centre Contact Email address uk
nother e told ¢t bewq, Tepairs gn, SheddocksleySportsCentre@sportaberdeen.co.s
o PEICENT R EEENEEEUE 8 05 October, 2016 - 09:34
LRt URO BRIl September 2017 - Renewal Assessment

John (Dinguwall), the Centre Supervisor was wnameare the Unannownced

Good customer care was demonstrated the Unannownond Directional
-"~~ :ﬂ.~~~
being short

The Gentre: cleaun diuring the viie, expecially as the Centre had a steady
“-—d-np-” “_“l_

comversing with each other.

When spoaking o John and customers, the Centre Gppears to have a strong.
e e e i e e
and the changes of corporate planning and fime ine

The car park is mot in good condition, indeed the taxi driver.
 ver the radio, om the way from my
i driver aw ot oo oy ot

The reply time for Customer Responses on the Customer Promise shones the
a ‘During the Axscasment
ot remabie 1y i e ey o o rr s

o
R e e
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My Favourite Quest Things!

 (Cleaning
« Customer Experience
« Community Outcomes
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« “Cleanliness is next to Godliness”- we need quality
delivery/an attractive offer!

« Customers pay the rent and there are lots of business
development/market development opportunities out
there! What is our offer and how do we
reach/engage/motivate and delight?

« Community Outcomes are what makes the Sector
different - so tell the story!
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@ Progress in 2016

* New Active Communities Model launched - well aligned
to National Strategy/Local Agendas

« Better Guidance and Range of New Modules across AC
and FM - promoting best practice!

« 2 main FM players leading the way
» Perfect for LAs/Intelligent Clients

« Improvement and development vehicle for smaller/local
trust operators
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Active Community Outcomes

C
-‘—F

"Plan backwards"

)

NATIONAL BENCHMARKING SERVICE

Inputs Outputs Outcomes - Impact
‘ Activities Participation ShortTerm MediumTerm  LongTerm |

E What What do we | Who must be What What What is the
é resources do need to do in | reached for preconditions | preconditions | ultimate
R we nead? arder for the short- must be met | must be met | goal?
+ those term for the far the
IIE individuals! | outcomes to medium term | ultimate goal
5 groups to be achieved? outcomes to |to be

accomplish be achieved?| reached?

the short-

term

outcome?

. Assumptions External Factors

I: “Implement forward® J

Right Directions
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@ Plans for 2017

Training for Assessors
Generic and Bespoke Training for Clients

New Audit and Self Assessment processes for
New Clients

Roll out of linked Accreditation Schemes to help
join up work

« AC Conference on 3" Qctober in Stoke
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Summary of
Key Changes to FM Assessments in 2017

e Safeguarding Questions in the H&S Dec

* New module — Streetgames — Doorstep
Sports

* New module — EFDS — IFI
* Ongoing review of modules

L eisure-net Right Dirctions

Solutions Lid quality



#NRBS

iy

Follow u
p on Cas
from 2014e Study

NATI
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T
GCSIl;ere was a 6ft 8in boy

e BT o 2o

OMG... starting April

British Trials in April

College
ge to do BTEC in Sport & Lei
eisure

e

o Group - Ap 26th December 2017
Rank Meet Name Venue Level pate Time
1 Harry Con granting Hatfield ) Bedfordsh‘\re BSA 2017 Age Group & County hamp Luton 1 DS:"D'Z.-"W 5201
cam Dailtey F‘\yn’\oum Lea mn S’tandard Enerdy Cup 201 & Lignana® 1 40/0411 & 5316
Eliesmers Co m British ummer Champian ghips gheffield ! 2pf07/16 53.69

Adam Metcalf
quality and safety
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 Work with SE to create the single Customer
Experience Award

* Launch the new modules and offer training

* Review the new and improved dashboard stats
* Client webinars on new and unscored modules
* Cope without Jen for a year.....

 Get my son through GCSE’s without
failing all of them
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Support Network

through 2016 & into 2017

NATIONAL BENCHMARKING SERVICE

As last year & the year before & the year before that.....

Sport England
The Quest Board
The sector (working group)

Partners — CIMSPA, ukactive, EDFS, CIMSPA, NSPCC,

IQL, ASA

Assessors and Mystery Visitors
Management and Organisations
Quest Team

Leisure-net

Solutions Ltd
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And again a big, big
thank you for all your
support again this
vear.....
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