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@ Interesting Statistics
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* For every customer who complains 26 others don’t let
you know they were unhappy

* Only 10% of dissatisfied customers will give you the
opportunity to put things right; 90% just leave

* The average unhappy customer will tell 8-16 people
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@ Round Tables
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In your round table let’s talk about two of the following

topics in running a good centre....
* H&S Declaration

* Customer Experience

* Sales and Retention

e Cleanliness & Housekeeping

* Maintenance
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@ H&S Declaration
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Let’s talk about H&S ... still the same issues....
* Fixed Electrical especially CAT 1 and CAT 2
* Emergency Lighting

* Fire Risk Assessment

* Fire Alarms

* Legionella

e Passenger Lifts

What will happen if we get this wrong — and how can we
put it right, how can we manage our Statutory Compliance
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@ Customer Experience
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Let’s talk about service ... still the same issues....
* Phone service

* Front desk operations

e Lack of knowledge

* Friendliness

* Right number of staff

* IT..

What will happen if we get this wrong — and how can we
put it right, how can we deliver an excellent Customer

Journey .
Right Directions g - L




Sales and Retention
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Let’s talk about sales ... still the same issues....

Is pricing used effectively?
Do you request Customer details to follow up enquiries?
Do you offer tours of your facilities ?

How much information do your staff have to hand for
membership enquiries — both face to face and over the
telephone?

Is clear and precise information provided?
How do your staff build rapport during a enquiry?

What will happen if we get this wrong —and how can we put it
right, how can we ensure enquiries are converted to members
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@ Cleanliness and Housekeeping
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Let’s talk about cleaning and housekeeping ... still the
same issues....
* How clean are your changing rooms and toilets?

* Have you defined standards of cleanliness and housekeeping and
do your staff know them?

* Are sufficient resources available, including trained staff and
equipment

* Do you analysis your customer feedback with regard to
cleanliness?

What will happen if we get this wrong — and how can we

put it right, how can we ensure are facilities are Clean
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Maintenance
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Let’s talk about maintenance ... still the same issues....

How well maintained is your facility?

Are sufficient resources available to maintain your facility,
including trained staff and equipment?

Is there a comprehensive Planned Preventative Maintenance
(PPE) in place?

Is there an Asset Register in place that links back to budgets, to
ensure the replacement of plant, equipment and refurbishment?

What will happen if we get this wrong — and how can we
put it right, how can we ensure our facilities are well
maintained
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In Summary.........
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Let’s talk about easy wins ... and what makes a difference
e Staff who are helpful and listen

e Staff who are knowledgeable and professional

* Friendly and caring staff even when stressed

e Staff who take ownership

e Staff who communicate

e Staff who under promise and over deliver

e Staff who are trained

e Staff who are empowered and involved

e Staff who are given the resources to do their job
e Staff who are mentored

e Staff who are challenged

Great leaders really do make the difference
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Thank you for listening — any
ideas, thoughts or questions?
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