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Circadian Trust:
Quest official case study

Background The Challenge

Circadian Trust is dedicated to improving Longwell Green Active Lifestyle Centre,

the quality of life for its local South which joined Circadian Leisure Trust in
Gloucestershire community by offering 2007, faced the challenge of maintaining
leisure and wellbeing services at its five the high standards set by the frust while
centres: Kingswood, Thornbury, Yate, pushing boundaries to achieve new levels of
Bradley Stoke and Longwell Green Active operafional excellence.

Lifestyle Centres.
The goal was to ensure the centre notf only

With a commitment to confinuous met customer expectations but exceeded
improvement, Circadian has been part them. To do this, Longwell Green needed

of Sport England’s Quest programme to engage in a process of continuous

for more than 20 years. Quest, the UK's improvement that would drive quality across
leading continuous improvement fool for its enfire service offering, from customer
leisure facilities, has supported Circadian experience to operational management.

in enhancing service delivery, customer
satisfaction and operational excellence.
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The Quest Solution

Circadian Trust, which runs its sifes in
partnership with South Gloucestershire
Council, turned to Quest Plus, the most
comprehensive, in-depth version of the
Quest assessment.

This process provides a rigorous, two-day
assessment of a leisure centre’s overall
performance, taking a deep dive into

key operational areas such as customer
journeys, team management, compliance
and environmentfal management.

For Longwell Green, this meant engaging
in 3 process of self-evaluation and
feedback, using Quest's framework to
identify areas for growth while celebrating
areas of excellence. The cenfre's manager,
Martyn Hinam, and his feam understood
the importance of using Quest to hold
themselves accountable and to stay
committed to continual improvement.
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The Results

In its most recent Quest Plus assessment,
Longwell Green Active Lifestyle Centre

was awarded the prestigious Outstanding
rating. This accolade is given to facilities
that achieve an Excellent score across both
the two-day Quest Plus assessment and a
mystery visit. In September 2024, Longwell
Green was only the fourth centre in England
to achieve this level of excellence.

Hinam commented on the achievement
saying: “The assessor explained that only
12% of centres score Excellent in their
mystery visif, and even fewer receive fop
marks across all areas of the assessment. It’s
a greaf recognition for the team’s dedication
and hard work."

Quest@rightdirections.co.uk
Y

[ 4
Right Directions Moving ¢\ SPORT
Commumtles‘ \Y# ENGLAND


http://www.questaward.org
mailto:Quest%40rightdirections.co.uk?subject=

Quest official case study Q‘ Circadian Trust
e d

Key Success Factors

1.Collaboration Across Centres

Circadian Leisure Trust operates five

Active Lifestyle Centres, each managed
independently but working closely together.
By sharing insights from Quest assessments,
the enfire organisation benefits from a
unified approach to improvement. Hinam
highlights the importance of sharing
learning: “When we pool knowledge from
different centres, we see a positive impact
across all locations, improving the customer
experience and operational standards.”

2.A Comprehensive Approach with
Quest Plus

Longwell Green opted for Quest Plus
because it offers 3 more thorough
evaluation of performance. The two-day
assessment dives deep into areas like
operational management, customer
journeys, tackling inequalities and
compliance. This process allowed the team
to understand their strengths and identify
areas for further development.
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3.Focus on Continual Improvement

While the Outstanding rating is a remarkable
achievement, the centre remains focused
on ongoing progress. Hinam notes: “We're
always looking at what's next. Whether it's
refurbishing our gym, listening to customer
feedback or identifying gaps in our service,
we're committed to gefting befter every
day.”

Lessons Learned

Throughout the process, Quest 3ssessors
have played a vital role in providing
objective, constructive feedback to the team.
The feedback was instrumental in shaping
the centre’s confinuous improvement
strategies, from refining customer journeys
to enhancing accessibility. Hinam adds:

“The assessors provide valuable suggestions
based on their experience. They aren’t
prescriptive but offer helpful recommenda-
tions that we can choose to implement, and
that has been invaluable.”
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Ongoing Commitment to
Excellence

The Quest programme has helped Longwell
Green and the broader Circadian Leisure
Trust stay focused on raising operational
standards. With 3 career spanning major
operators like David Lloyd and Fitness

First, Hinam is now fraining fo become 3
Quest assessor, eager to bring his expertise
to ofher centres across the country. “I've
gained so much from being part of Quest,
and | look forward to helping others achieve
their own success,” says Hinam.

Conclusion

Through its participation in Sport England'’s
Quest programme, Longwell Green Active
Lifestyle Centre has achieved exceptional
levels of service delivery, operational
efficiency, and customer satisfaction. The
Outstanding ratfing is a testament to the hard
work of the team and the robust framework
provided by Quest.
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For Circadian Trust, Quest has proven to

be 3 powerful tool for driving confinuous
improvement and fostering a culture

of excellence across its centres. As the
organisation looks fo the future, it remains
committed to using Quest as the foundation
for ongoing progress, ensuring each centre
provides the highest possible standards of
service fo its community.

Key Takeaways:

- Longwell Green Active Lifestyle
Cenfre achieved an Outstanding
rating in its most recent Quest
Plus assessment.

- Confinuous improvement
and collaboration across
Circadian Leisure Trust’s five
cenfres were crucial fo this
success.

- Quest assessors provided
essential feedback, guiding the
team fowards ongoing
operational improvements.
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