
Sleepers to Keepers!
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   Julie Allen

   Business Development Director, Active Insight

    

   Sarah Lobo

   Head of External Accreditations, Right Directions

 

   



Lapsed Members



Consumer Insight

23% “Go if I want to”

16% “Encourage me to be more active at some 
point in the future”

11% “It will motivate me to exercise, eventually”



When you first joined, did you have support?

21% Yes, I had support
18% Yes, but I would have liked more
19% No, but I would have liked more 

Helping Hand

39% More support, motivation and guidance



Consumer Insight



Measure what 

you manage



 
   

Quest – Continuous Improvement!

Key modules that specifically help facilities identify and prioritise actions to improve their approach to 
delivering excellent standards of customer service include;

• Mystery Visit (covers all core modules). 

• Customer Journey.  

• Tackling Inequalities.

• ‘Engaging with…’ (Children 0-11 years, Older People, Young People 12-19 years, Clubs and Women & 
Girls).

• Exercise Referral Standard. 

• Swimming Lessons/Learn to Swim Accreditation. 

• Fitness Suites (Including Group Exercise). 

• Sales and Retention. 



 
   

Pre-Visit…

What do the Quest results and observations tell us: What does a customer see when they look at your 
website or social media?
• 45% of facilities’ social media sites are not up to date with relevant and engaging information. 
• Stock images that do not reflect the community. 
• Out-of-date timetables and information.
• Price or membership packages with no ‘added value’ or USP information. 

Back to basics – what are some of the simple steps can you take to improve in this area: 
• Staff training on marketing brand standards and accessible branding. 
• Weekly spot-check or audit your social media. What does good look like?
• Monthly spot-check or audit of your website. Set a target or KPI.
• Develop a suite of site-specific images. 
• Virtual tours and videos. 
• Work out what your USP is and ‘shout about it’
• Sell on experience and not price (case studies, video tours, activations, quality classes…)



First Visit…
What do the Quest results and observations tell us:
• The onboarding process for Swim Lesson attendees is on the website, detailed, well-managed and 

communicated. 
• 14% of facilities do not have a written Customer Journey or onboarding process for Fitness and 

Studios.
• Often, only Assistant and General Managers and above completed full product training. 
• The Swimming Product is very limited. 

Back to basics – what are some of the simple steps can you take to improve in this area: 
• Written pathways for all types of customers (swimmers, class attendees, sports players and gym 

users.)
• In-person staff training for ALL customer-facing staff on Products. 
• In-person staff training for ALL customer-facing staff on ‘how to sell’ and ‘overcome objections.’
• Set targets and KPIs for the sales process. 
• In-house review of noticeboards and customer information. 
• Full review of the swim timetable and session variety. 



Ongoing Support…
What do the Quest results and observations tell us:
• Lack of defined product after the first 12 weeks of joining. 
• Lack of data or analysis of activities different customers take part in. 
• Focus on throughput not unique customer visits. 
• Limited Junior Products. 
• Management of the Studio is better linked to target/KPI than swimming and fitness. 

Back to basics – what are some of the simple steps you can take to improve in this area: 
• Planned touchpoints, in-person and digital for all customers. 
• Full data review of participation and programming.
• Better use of digital/online classes (Taster Sessions/New Customers) 
• Review of drop-off points for different customer types, use this to plan interactions. 
• Open session entry criteria where possible. 

• Activity-specific questionnaires/surveys.
• Measure via NPS and benchmark.



LET'S 
CONNECT !
07940 937 866

julieallen@active-net.org

activeinsight

Julie Allen Sarah Lobo
07850 927991
Sarah@rightdirections.co.uk
      Right Directions (Management Ltd)
      Quest

mailto:julieallen@active-net.org
mailto:Sarah@rightdirections.co.uk


25th September 2024
28th January 2025

22 October 2024



Step into Excellence with Quest…
Quest is an opportunity to have the quality of your work recognised and 
nationally accredited!

The scheme has been designed primarily to help facilities restrengthen their core 
operational standards, as well as demonstrate the positive impact they have on 
their local communities.

Recent feedback from clients:
“XX was very friendly and explained every question perfectly. They outlined the 
requirements for improving, and gave some great advice/feedback. They were 
thorough but fair. Just want to thank XX and Right Directions for their time and hard 
work. We appreciated all the comments and will put in place the things we need to 
work on.”

Head over to the Quest website HERE for more information. Or get in 
touch at quest@rightdirections.co.uk or 01582 840078!

https://questaward.org/images/AssessmentPreparation/Quest2022/What_is_Quest_-_September_2023.pdf
mailto:quest@rightdirections.co.uk
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