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Why Customer insight

•€££iciency

•Effectiveness

•Sales



€££iciency

• €££iciency is about the efficient use of expenditure, the maximisation of income 
and the generation of usage.



Effectiveness

• Effectiveness looks at how well a centre attracts a representative sample of its 
local community



Customer experience and Sales



Plan



Plan



Do

• User surveys

• Non user surveys

• Customer feedback

• Card swipes

• Local insight – CSP

• Competitors

• Linkage to National, Local and Organisational strategy 



Measure

• National Benchmarking Service

• Active Lives

• Net Promoter Score

• Health profiles



Review

• Closing the loop
• Review Business plan

• Review marketing plan

• Review programme

• Review skills

• Review pricing

• Review trends – nationally and locally



Impact

• What difference have you made

• Programming

• Stories

• Attracting representative user groups



Table prompts

• How are teams aligning to existing data?

• What data collection are you employing?

• How do you make it easy for customers to give you feedback?

• How do you collect ‘impact stories’?

• How do you share the difference you are making?



Thank you


