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LEISURE CENTRE SATISFACTION SURVEY 2007
MANAGEMENT SUMMARY

Bromley Mytime commissioned FDS to conduct custosagisfaction research among
customers of their leisure centres in Bromley.th& same time, traffic counts were conducted
to obtain an overview of the customer profile offesenue.

Interviewing and traffic counting took place at Briey’s eight leisure venues betwedhahd
24" November 2007. 366 interviews were completed@iric customers counted over 32 six
hour shifts.

Overall satisfaction ratings are high for Bromleytivhe’s leisure venues, with almost four in
ten giving high scores of 9 or 10 out of 10. A et half give fairly good scores of 7 or 8 out of
10. The mean score of 8.1 compares favourably evi#rall satisfaction ratings obtained for
leisure centres in two recent studies carried guEDS for other councils.

The main suggestions for improvement were for bettanging facilities at Darrick Wood
swimming pool, the Walnuts, West Wickham and tha &pBeckenham, improved catering
facilities at Bromley Tennis Centre and High Elnadf gourse and a cleaner, tidier environment
and more equipment at the Pavilion.

Leisure centres receive high value for money ratingh four in ten giving 9 or 10 and a
further four in ten giving 7 or 8 out of 10. Thesd¢ings are very similar to those obtained in the
two recent surveys conducted by FDS for other citsinc

Comparing Bromley Mytime’s leisure venues with thad other local authorities, half would
rate Bromley’'s venues as better and less thanrotenias worse.

Half say that Bromley Mytime’s leisure venues dre same or better than private leisure
venues in the area.

Bromley Mytime customers are very loyal with haisg they will definitely visit again and
three in ten saying they are very likely to vigiaa. Almost all are at least fairly likely to
recommend Bromley’s venues to friends and collesgue

Six in ten visitors surveyed have membership cardkthere is potential to convert another
third who visit at least twice a week but do natreatly have a membership card.

Brian Westra
Associate Director

December 2007
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1 INTRODUCTION

Bromley Mytime is continuing its customers satisi@t survey programme in 2007 by
conducting satisfaction surveys and traffic coumth customers leaving its eight leisure
venues in Bromley.

Satisfaction and value for money perceptions welphMytime to improve services where
necessary in order to attract new customers, boyslty and encourage visitors to recommend
the venues.

Bromley Mytime is planning to repeat this resedrchubsequent years. A detailed set of tables
has been issued separately.
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2 APPROACH

366 interviews were conducted with customers legeight Bromley Mytime venues between
8" and 24" November 2007.

At each venue, interviewers worked in pairs on tlags. One conducted exit interviews with
visitors aged 16 years or over. The other und&réotraffic count of all visitors, including
under 16s, noting their gender, age and ethnicity.

TABLE 2.1: SHIFTS

Mon Tues Wed Thurs Fri Sat Sun
Pavillion Leisure 1.00pm — 9.00am —
Centre 7.30pm 3.30pm
Walnuts Leisure 12 noon — 10.00am
Centre 6.30pm —4.30pm
The Spa at 11.00am — 11.00am
Beckenham 5:00pm —5.30pm
West Wickham 10.00am — 12noon —
Leisure Centre 4.30pm 6.30pm
Bromley Tennis 10.00am — 10.00am
Centre 4.30pm —4.30pm
High Elms Golf 10.00am — 10.00am
Course 4:30pm —4.30pm
Darrick Wood 11.30am  1lam -
Sports Centre —6.00pm 5.30pm
Darrick Wood 9.00am - 1lam —
Swimming Pool 2.00pm  5.30pm

366 interviews were completed at the eight Brondgsure venues run by Mytime as shown in
the table below. Where we fell short of our tasgatBromley Tennis Centre this was because
of low footfall.

TABLE 2.2: INTERVIEWS ACHIEVED

Target Achieved
Pavilion Leisure Venue 60 60
Walnuts Leisure Venue 60 62
The Spa at Beckenham 60 60
West Wickham Leisure Venue 50 48
Bromley Tennis Centre 50 35
High Elms Golf Course 40 44
Darrick Wood Sports Centre 30 26
Darrick Wood Swimming Pool 30 31

Total 380 366

The survey data are weighted to the traffic coohtsdults (16 or over).
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3 MAIN FINDINGS

Results of the traffic counts conducted during siohour shifts at each venue are shown in theeta
below. They show the Spa at Beckenham, Walnwtateicentre and the Pavilion leisure centre a:
the busiest venues, followed by West Wickham |eisiantre and Darrick Wood sports centre.

TABLE 3.1: TRAFFIC COUNT RESULTS

Pavilion = Walnuts The West BTC High Darrick Darrick
Spa  Wickham Elms Wood Wood
Sports  Swimming
Total 1147 1296 1586 711 219 216 639 302
Male 542 570 664 345 98 194 358 164
47% 44% 42% 49% 45% 90% 56% 54%
Female 605 726 922 366 121 22 281 138
53% 56% 58% 51% 55% 10% 44% 46%
Under 16 356 472 496 195 74 13 269 152
31% 36% 31% 28% 34% 6% 42% 50%
16-24 185 216 243 121 34 12 65 1
16% 17% 15% 17% 16% 6% 10% 0%
25-34 228 226 270 114 16 12 118 36
20% 18% 17% 16% 7% 6% 19% 12%
35-49 228 232 319 120 63 37 141 86
20% 18% 20% 17% 29% 17% 22% 29%
50-59 76 57 108 73 25 46 28 6
7% 4% 7% 10% 11% 21% 4% 2%
60+ 74 93 150 88 7 96 18 21
6% 7% 10% 12% 3% 44% 3% 7%
White 954 1140 1328 639 185 216 491 282
83% 88% 84% 90% 84% 100% 77% 93%
Black 88 33 167 30 19 0 23 4
8% 2% 11% 4% 9% 0% 4% 1%
Asian 58 48 51 25 13 0 10 11
5% 4% 3% 3% 6% 0% 1% 4%
Chinese 18 52 22 12 2 0 76 0
2% 4% 1% 2% 1% 0% 12% 0%
Other 29 23 18 5 0 0 39 5
(Including mixed) 2% 2% 1% 1% 0% 0% 6% 2%

At the Pavilion, Walnuts, the Spa and the tennigree the profile of visitors was slightly
skewed towards females while at Darrick Wood spamnts swimming venues it was slightly
skewed towards males. The vast majority of visitorHigh EIms golf course are men.

Venues with the highest proportion of visitors lgeimder 16 are Darrick Wood swimming pool
and Darrick Wood sports centre. The age profifegsitors to the Pavilion, Walnuts, the Spa and
West Wickham are similar with roughly three in teged under 16, a third aged 16-34, just over a
guarter aged 35-59 and one in ten aged 60 or dvaur in ten visitors to the Tennis Centre are
aged 35-59 and over four in ten visitors to thé golrse are aged 60 or over.

By ethnicity, white people make up the vast mayooit customers to Bromley’s leisure venues
(ranging from 77% at Darrick Wood sports centr&@% at High EIms golf course). One in

ten visitors to the Spa in Beckenham and the tezensre are of black ethnicity, while one in

eight at Darrick Wood sports centre are Chinese.
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MAIN FINDINGS

Overall, five percent of adult visitors to Bromlsyeisure venues had a disability. This rises to
one in six of those aged 50 or over, one in eigitaarick Wood swimming pool and one in ten
swimmers.

Chart 3.2: Whether have disability
Base: All

%

Total (366) ] 5

Aged 50+

(108) o

Swimmers
(93) 10

Darrick Wood
Swimming 13
Pool (31)

Most visitors to Mytime’s leisure venues live indBnley (78%) with the exception of High
Elms golf course where over half (54%) live outsidi¢he borough.

Chart 3.3: Whether live in borough of Bromley
Base: All

%

All (366) | 78

Pavilion (60) 71

Walnuts (62) 81

The Spa (60) | 82

West Wickham |
(48)

Bromely Tennis
Centre (35)

High Elms (44) | 46

Darrick Wood |
Sports (26)

Darrick Wood
Swimming (31)
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MAIN FINDINGS

Across all venues, over four in ten (43%) travehart distance (up to 1 mile) to get to the
venue and a further 20% travel between 1.1 andésmirhe average distance travelled to
venues is 2.5 miles.

As over half of visitors to High EIm golf coursedi outside of the borough of Bromley, it is not
surprising that the mean distance travelled tatiiecourse is highest among all the leisure
venues are 6.8 miles.

Chart 3.4: How far travelled to venue today

Base: All
BUptolmile  ®1lto2mies H2.1to5 miles
o | 5.1 or more miles M Refused Mean distance
, (miles)
All (366) 43 I 26 10 2 25
Pavilion (60) | 40 | 17 ] 27 [ 15 0 3.1
Walnuts (62) ] 55 [ 17 ] 26 EE] 18
The Spa (60) ] 51 | 22 | 20 |70 1.9
West Wickham (48) | 40 | 25 | 22 [s]8] 2.2
Bromely Tennis Centre (35) | 20 [8] 42 \ 30 () 45
High Elms (44) 74 9 | 45 \ 35 |9 | 6.8
Darrick Wood Sports (26) | 29 28 | 33 (100 2.9
Darrick Wood Swimming (31) ] 69 14 [ 17 0 1.3
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MAIN FINDINGS

Visitors to Bromley Mytime’s leisure venues aregiuent visitors with over a third visiting their
venue three or more times a week and just ovenimting once or twice a week. Over half of
visitors to the Walnuts centre are the most reguikators (54% attend three or ore times a
week), followed by West Wickham (43%) and the SpBeckenham (41%).

Chart 3.5: Frequency of visiting venues
Base: All

[ 3 or more times a week B Once or twice a week [ Once a fortnight or less B First visit

All (366)
Pavilion (60) [ 9 ]
Walnuts (62) 2
The Spa (60) 6]
West Wickham (48) ﬂ
Bromely Tennis Centre (35) | 8 |
High Elms (44)

Darrick Wood Sports (26) I

Darrick Wood Swimming (31) 0

Those attending gyms are the most frequent visitoMytime’s venues. Half attend three or
more times a week. Most swimmers, tennis playedsgolfers visit their venue once or twice a
week.

Chart 3.6: Frequency of visiting venues by activity
Base: All

@ 3 or more times a week @ Once or twice a week

O Once a fortnight or less I First visit

All (366)

Swimming (93)

Gym (45)

Tennis (35)

Golf (44)
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MAIN FINDINGS

All visitors were asked to take everything into @aet and say how satisfied they are with the
overall service provided by their leisure venueaastale of 1 to 10 where 10 means totally
satisfied and 1 means totally dissatisfied.

Overall, satisfaction ratings are high for BromMytime’s leisure venues with almost four in
ten (37%) giving a the highest scores of 9 or 100610 and a further half giving a fairly good
score of 7 or 8 out of 10. The mean satisfactatimg across all venues stands at 8.1 out of 10.
Recent studies carried out by FDS among visitofsisnire venues in other towns gave mean
overall satisfaction ratings of 7.8 and 7.9.

West Wickham leisure centre receives the highestnnsatisfaction rating (8.6). Overall, there
are hardly any dissatisfied customers giving scofds3 out of 10. The Pavilion leisure centre
has the highest proportion of customers who atheesatisfied nor dissatisfied giving scores
of 4, 5 or 6 out of 10 (16%).

Chart 3.7: Overall satisfaction with leisure venue

Base: All
O Very satisfied (9 or 10) M Fairly satisfied (7 or 8) Mean Score
% O Neither/nor (4-6) [ Dissatisfied (1-3) out of 10
All (366) 37 \ 52 11l s1
Pavilion (60) 26 \ 56 | 18 B 77
Walnuts (62) 24| 70 60 80
The Spa (60) 53 \ 32 14 1] 8.3
West Wickham (48) 49 \ 44 (70 86
Bromely Tennis Centre (35) 50 ‘ 37 ‘ 13 ¢ 8.2
High Elms (44) a4 \ 49 (80 8.3
Darrick Wood Sports (26) | 13 | 78 [ 100 7.6
Darrick Wood Swimming (31) 47 53 ¢ 8.5
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MAIN FINDINGS

There is little difference in levels of satisfactibetween men and women or across different
age groups, although younger people (16-34) aghtstimore satisfied than older people.

The most frequent visitors to venues and membeisrgh holders are more satisfied than less
frequent visitors and non card holders. Gym-usehile still satisfied, are not as satisfied as
swimmers, tennis players and golfers.

Chart 3.8: Mean Overall Satisfaction by demographic sub groups
Base: All

%

Total (366) | 8.1

Male (191) | 8.0
Female (175) | 8.2

16-34 (89) | 183
35-49 (167) 7.9
50+ (108) 8.0

Visit 3+ times a w eek (105) | 8.4
Visit once or twice a week ] 8.0
(218) 8.

Visit less often (43) [ 7.6

Membership cardholder (205) | | 8.2
Non cardholder (161) 7.9

Venue rated in relation to
swimming (93) I

Gym (45) 7.7

Tennis (35) | 8.2

Golf (44) 8.3

8.2
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MAIN FINDINGS

All visitors were asked how the leisure centre thag just visited could be improved. The
table on the next page gives the most popular stiggs for improvement for each venue.
Suggestions made by at least one in ten visitors &g follows:-

Make thePavilion leisure centre cleaner and tidier, have more eqeiy there and more
room/space.

Improve the changing facilities at thi¢alnuts (30%) and make it cleaner/tidier.

Improve the changing facilities at tBpa at Beckenhammake it cleaner and tidier and have
more helpful staff.

Improve the changing facilities ¥est Wickham.

Improve the catering facilities Bromley Tennis Centre have more helpful staff and more
seating/ rest areas.

Improve the catering facilities at tikegh EIms golf course and improve maintenance.

Have more space amharrick Wood sports centre, make it cleaner/ tidier, have more helpful
staff, improve the toilet and changing facilitiexlamprove maintenance.

Improve the changing facilities Biarrick Wood swimming pool (almost half suggested this)
refurbish and decorate and have more room/ space.
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MAIN FINDINGS

TABLE 3.9: SUGGESTED IMPROVEMENTS

Pavilion (60) Bromley Tennis Centre (35)
Make it cleaner/tidier 16% Improve catering facilities 22%
More equipment 13% More helpful staff/better customer
More room/space 12% services 12%
Improve toilet facilities 9% More seating/rest areas 10%
Improve changing facilities 8% Better sports facilities 9%
Improve catering facilities 5% More equipment 8%
More activities/classes 5% Warmer/more heating 6%
More staff 6%
Adult sessions only 5%
Walnuts (62) High Elms Golf Course (44)
Improve changing facilities 30% Improve catering facilities 27%
Make it cleaner/tidier 14% More maintenance 18%
More helpful staff/better customer More helpful staff/better customer
services 8% services 9%
Improve toilet facilities 5% Can get too busy 9%
Air blowers to clean shoes/clubs etc
5%
The Spa (60) Darrick Wood Sports Centre (26)
Improve changing facilities 22% More room/space 14%
Make it cleaner/tidier 10% Make it cleaner/tidier 13%
More helpful staff/better customer More helpful staff/better customer
services 10% services 12%
More room/space 7% Improve toilet facilities 11%
Improve toilet facilities 7% Improve changing facilities 10%
More maintenance 10%
Refurbish/face lift/decorate 7%
Improve catering facilities 7%
Better equipment 5%
West Wickham (48) Darrick Wood Swimming Pool (31)
Improve changing facilities 18% Improve changing facilities 47%
Make it cleaner/tidier 9% Refurbish/face lift/decorate 27%
Refurbish/face lift/decorate 9% More room/space 13%
More helpful staff/better customer Improve toilet facilities 8%
services 7% More staff 6%
More equipment 7% Make it cleaner/tidier 5%
Make it cheaper 6% Longer opening hours 5%
Better sports facilities 6%
More seating/rest areas 5%

10
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MAIN FINDINGS

Bromley Mytime’ s leisure venues receive high vaimemoney ratings with 41% giving value
for money scores of 9 or 10 out of 10 and a fur88%6 giving 7 or 8 out of 10.

Venues receiving the highest mean value for moagggs are West Wickham (8.6) and
Darrick Wood swimming pool (8.5). Those receivthg lowest are Darrick Wood sports
centre (7.6) and the Pavilion.

When asked how perceptions of value for money cbal@nproved, a quarter (23%) mention
lowering prices and offering discounts.

Bromley Mytime’s value for money ratings are vemyigar to those obtained by other leisure
providers in recent surveys conducted by FDS.

Chart 3.10: Value for money rating of leisure venue s

Base: All
= tarly %%%%Vv%lf&%‘f%rr Toney 7 ort) Mean Score
% O Neither/nor (4-6)
: B Poor value for money (1-3) out of 10
All (366) 41 \ 38 | 18 81
Pavilion (60) ] 39 \ 29 \ 32 1 7.7
Walnuts (62) | 29 \ 51 | 14 [5] 8.0
The Spa (60) | 54 \ 33 | 13 1 83
West Wickham (48) | 49 Bl 22 8] 86
Bromely Tennis Centre (35) ] 24 ‘ 45 ‘ 27 4] 8.2
High Elms (44) | 46 46 [80 83
Darrick Wood Sports (26) ] 27 \ 55 | 18 0 76
Darrick Wood Sw imming (31) | 46 54 q) 8.5

11
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MAIN FINDINGS

Value for money perceptions do not vary markedlydlbgnographic sub groups. More frequent
visitors and membership card holders give high&reséor money ratings compared to less
frequent visitors and non card holders. Golfeve ghe highest value for money ratings (8.3)

Chart 3.11: Mean value for money ratings by demogra  phic sub groups

Base: All
%
Total (366) | 17.9
Male (191) | 17.9
Female (175) | 7.9
16-34 (89) | 8.0
35-49 (167) | 7.7
50+ (108) | 8.0
Visit 3+ times a w eek (105) | 8.4
Visit once or twice a week 78
(218) J |7
Visit less often (43) | 7.0
Membership cardholder (205) | | 8.0
Non cardholder (161) | 7.5
Venue rated in relation to 1 7.7
swimming (93) i '
Gym (45) | 7.8
Tennis (35) | 7.4
Golf (44) | 8.3

12
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MAIN FINDINGS

We asked visitors to Mytime’s leisure venues hoeytbompare with other local authority
venues. A large minority (43%) could not make a parnson, presumably because they have
had no recent experience of other local authoetywes and are therefore excluded from the
chart below.

Among those who could make a comparison, thosegayliytime’s venue are better than other
local authority venues (53%) outnumber those wiydlsay are worse (8%) by over 6 to 1.
Four in ten say they are about the same. Thes#gese similar to those obtained for another
London borough this year and better than thosamdador a rural council. The only venues
where a sizeable minority felt that other localhauity venues are better, were the Pavilion
(17%) and Bromley Tennis Centre (17%).

Chart 3.12: Bromley leisure venues compared with ot~ her local authority leisure venues
Base: All (excluding don’t knows)

5, | =Much better E Slightly better £ About the same & Worse
All (366) | 21| 32 \ 40 [ 8
Pavilion (60) | 2 | 29 \ 32 | 17 ]
Walnuts (62) | 18 | 36 \ 44 i
The Spa (60) | 19 | 31 \ 45 4]
West Wickham (48) | 34 \ 37 | 18 [ 11|
Bromely Tennis Centre (35) | 25 \ 24 33 | 17 ]
High Elms (44) | 0] 23 | 63 4]
Darrick Wood Sports (26) ] 19 | 41 40 0
Darrick Wood Swimming (31) ) 22 \ 66 | 12 |

13
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MAIN FINDINGS

Asked how they compare with private venues in tle@a,aagain, a large minority (40%) could
not make a comparison. This time those ratinggpeivenues as better out number those rating
Mytime’s venues as better by a ratio of almost 4.tcApproaching four in ten rate them as
about the same.

The Spa at Beckenham has the highest proporticastbmers rating it as better or about the
same as private venues in the area.

Chart 3.13: Bromley leisure venues compared with pr  ivate venues in the area
Base: All

O Better @ About the same O Slightly worse @ Much worse

%

All(366) | 14 | 37 40 | 10 ]

Pavilion (60) [4] 24 \ 53 | 18 |

Walnuts (62) 24 | 33 \ 42 1

The Spa(60) | 14 | 57 \ 26 E

West Wickham (48) 25 | 18 47 | 10 |

Bromely Tennis Centre (35) | 7 ‘ 52 32 ‘ 9 ‘

HighEms (44) | 17 |21 | 55 [7]

Darrick Wood Sports (26) 2

35 \ 40 | 23 |

Darrick Wood Swimming (31) |5 ‘ 17 ‘ 45 ‘ 33 ‘

14
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MAIN FINDINGS

Bromley Mytime customers are very loyal with hai/gg they will definitely visit the venue
again and three in ten saying they are very likely

Only four percent say they are unlikely to visi thenue again.

Loyalty is high for all venues. The venue with thghest proportion saying they are unlikely
to visit the venue again, is High Elms however juse percent say this.

Chart 3.14: Likelihood of still using venue in twel ve months time

Base: All
E Definitely  Very likely [ Fairly likely
o | EUnlikely H Don't know
Al (366) ] 50 \ 30 | 14 [4fg]
Pavilion (60) | 52 | 238 | 20 [3p
Walnuts (62)7 48 \ 33 EEE
The Spa (60) | 40 \ 33 [ 19 71
West Wickham (48) | 39 \ 42 | 13 [70
Bromely Tennis Centre (35) ] 60 \ 27 12 0
High Elms (44) ] 56 \ 26 (7] 9 B
Darrick Wood Sports (26)7 65 | 20 |10 [3@
Darrick Wood Swimming (31) | 91 (90

15
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MAIN FINDINGS

Visitors to Bromley Mytime’s leisure venues willo@nmend these venues to friends or
colleagues. Across all venues 44% say they wilhdely recommend the facilities of the
venue they have just visited and a further 35%tlsay are very likely to recommend the venue.
Customers are consistently faithful across all esnwith only the Pavilion centre having a
sizeable minority saying they would be only failikely to recommend.

Chart 3.15: Likelihood of recommending the faciliti es of venue to friends or colleagues

Base: All
© Definitely B Very likely DIFairly likely
9 | BUnlikely B Don't know
All (366) | 44 \ 35 e
Pavilion (60) | 37 \ 27 \ 33 EY
Walnuts (62) ] 48 \ 34 | 15 B
The Spa (60) ] 38 \ 40 | 16 4P
West Wickham (48) | 39 \ 44 | 12 [40
Bromely Tennis Centre (35) ] 49 \ 39 4|52
High Elms (44) | 61 | 23 [ 12 [»
Darrick Wood Sports (26) | 45 38 | 9 [ 80
Darrick Wood Swimming (31) | 76 [ 14 [ 110

16



LEISURE CENTRE SATISFACTION SURVEY 2007
MAIN FINDINGS

i

A third of visitors to Bromley Mytime leisure ceasr have noticed improvements to the venue
they were visiting over the last year. Customéidigh EIms golf course were particularly
likely to have noticed improvements (80%), thesadpenainly refurbishment, improved
maintenance and improved catering.

Three quarters of visitors to the Walnuts leiswgetee have also noticed changes for the better,
mainly new and more equipment, refurbishment arngraved changing facilities.

Almost half at West Wickham have noticed improvetagrarticularly the more helpful attitude
of staff.

Chart 3.16: Whether noticed any improvements at ven  ue over last year
Base: All

%

All (366) 34
Pavilion (60) 28
R New/more equipment 42%
Walnuts (62) 76 Refurbishment 37%

Improved changing facilities 25%

The Spa (60) | | 8

West Wickham (48) 46 More helpful staff 78%

Bromely Tennis Centre (35) 18

1 Refurbishment 52%
High Elms (44) 80 Improved maintenance 40%
Improved catering facilities  17%

Darrick Wood Sports (26) :| 12

arrick Wood Swimming (31) 18

17
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MAIN FINDINGS

Six in ten visitors to Mytime venues have a Mytimembership card. This is highest at High
Elms (67%) and lowest at Bromley Tennis Centre (17%

Chart 3.17: Whether have Mytime membership card
Base: All

%

All (366) 58

Pavilion (60) | 59

Walnuts (62) 55

The Spa (60) | 66

West Wickham (48) 53

Bromely Tennis Centre (35) 47

High Elms (44) 67

Darrick Wood Sports (26) 49
Darrick Wood Swimming (31) 55

Asked why they don’t have a membership card, meataons related to lack of perceived need.
One in ten are actually considering getting one.

Chart 3.18: Why don’t have membership card
Base: All without membership card (161)

%

Don't use enough to make it worth while 25

Don't need one 10

I'm considering one 9

Not much of asaving [ |7

Not thought aboutit | ] 7

First visit/newcomer 7

Never bathered/laziness/just not got round to it |_] 5

Don'tlive inthearea [ ] 5

Too expensive j 3

Come with accompanying card holder j 3
Not aware of it j 3

Unsure how long will in be the area [] 2

Expired/not yet renewed [] 2

18
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MAIN FINDINGS

A third of visitors to Mytime’s venues (32%) areduent visitors (i.e. they visit at least twice a
week) and do not hold a membership card. Thegaoe candidates for conversion to
membership.

This potential is particularly high at Bromley Ten&entre, Darrick Wood swimming pool and
Darrick Wood sports centre.

Chart 3.19: Potential to increase membership card p  enetration
Base: All frequent visitors without membership

%

Al@@es) | |32

Pavilion (60) | |28
Walnuts (62) : 34

The Spa (60) : 28
West Wickham (48) : 34

Bromely Tennis Centre (35) 7:| 48
High Elms (44) j 13
Darrick Wood Sports (26) 7:| 40
Darrick Wood Swimming (31) 7:| 41

19
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APPENDIX —
THE QUESTIONNAIRE
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FDS

FDS International Ltd

Hill House, Highgate Hill CiL|C2|C3|C4|C5|C6| C7
London N19 5NA 7 4 1 2
Tel: 020 7272 7766 Fax: 020 7272 4468
BROMLEY MY TIME
LEISURE VENUE SATISFACTION SURVEY 2007
7412/SGT/SL
Leisure venue: (8) | Type of Tenure: (12)
Pavilion Leisure venue| 1 Owner Occupied 1
Walnuts Leisure venue| 2 | Council/Local Authority Rented 2
The Spa at Beckenhan| 3 Private Rented 3
West Wickham Leisure venug 4 Other 4
Bromley Tennis Centre| 5 Refused 5
High Elms Golf Course | 6
Darrick Wood Sports Centre| 7
Darrick Wood Swimming Pool | 8
Sex: (9) | Resp. Working Status: 13)
Male 1 Full-time (30+hrs per week 1
Female | 2 Part-time (8-29 hrs) 2
Not working (0-7 hrs) 3
Refused 4
Age: (10) | No. Adults (16 or over) in (14-15)
household:
16-19 1
20-24 2
25-34 3
35-49 4
50-59 5
60-64 6
65orolder | 7
Refused | 8 Refused X
Occupation of CIE (write in) (11) | No. Children (Under 16) in (16-17)
Household:
AB 1
C1 2
C2 3
DE 4
Ref 5 Refused X
7412 — Bromley My Time Customer Satisfaction 21
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LEISURE CENTRE SATISFACTION SURVEY 2007
APPENDICES

INTRODUCTION
Good morning/afternoon/evening. My name is .from FDS International. We are

conducting a short survey on behalf of Bromley Mm@ into your views of this leisure
venue/facility. Can you spare 5 minutes?

Col Route |
Q1  Taking all things into account, how satisfied gou with the (18)
overall service provided by this leisure venue?
Please use a scale of 1 to 10, where 10 meatly satsfied
and 1 means totally dissatisfied.
Totally satisfied 10
9
8
7
6
5
4
3
2
Totally dissatisfied 1
Don’t know X
Q2 How could this leisure venue be improved in yopinion. (19)
PROBE what needs to be done to improve your satief&?
PROBE FULLY Is there anything else?
ASK ALL.
Q3 Again using a score from 1 to 10 but this timkere 10 means| (20)
extremely good value for money and 1 means extrepur
value for money, how would you rate this leisurawein terms
of value for money?
Extremely good value for money 10
9
8
7
6
5
4
3
2
Extremely poor value for money 1
Don’t know X
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APPENDICES
Col Route
Q4  What could be done to improve your perceptionadfie for (21)
money at this centre/facility?ROBE What more could they
do to improve value for money?
FOR CENTRES WITH MORE THAN ONE ACTIVITY (22)
(PAVILION, WALNUTS, SPA AT BECKENHAM, WEST
WICKHAM, DARRICK WOOD SPORTS CENTRE)
Q5 Do your scores for satisfaction and value relatgour
overall impression of this centre or to the fa@btfor one
particular sport or activity here
Overall impression 1
The facilities for one particular sport/ activity 2
IF ONE PARTICULAR SPORT ACTIVITY
Q6  What sport/activity did you have in mind wheruyegere
rating this centre?
Swimming
Gym
Exercise classes
Squash
Tennis
Football
Badminton
Sauna/ steam/ spa
Golf
Sunbed/ booth
Other (Specify)
Don’t know
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Col Route

ASK ALL

Q7 In general, how do you think Bromley leisure wes compare¢ (24)
with other local authority leisure venues? Areythe.. READ
ouT

Much better
Slightly better
About the same
Slightly worse
Much worse
Don’t know

XOMWNER

Q8 And how do you think Bromley's leisure venue qame with| (25)
private centres in the area? Are they.READ OUT

Much better
Slightly better
About the same
Slightly worse
Much worse
Don’t know

XODMWNER

Q9 How likely are you to still be using this cenimgwelve months | (26)
time? READ OUT

Definitely 1
Very likely 2
Fairly likely 3
Not very likely 4
Not at all likely 5
Don’t know X

Q10 How likely are you to recommend the faciliteéghis centre to | (27)
friends or colleaguesREAD OUT

Definitely
Very likely
Fairly likely
Not very likely
Not at all likely
Don’t know

XahwWNP
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Col Route

Q11 How often do you visit this centre? (28)
DO NOT READ OUT

5 or more times a week
3 or 4 times a week
Once or twice a week
Once a fortnight
Once a month
Less than once a month
1st visit
Don’t know

X~NO O WNEE

IF REGULAR VISITOR (AT LEAST ONCE A MONTH AT
Q11A, ASK Q11B; OTHERS GO TO Q12
Q11b Have you noticed any improvements at thisifeisenue over

the last year?
Yes

No
Don’t know

wWN P

IF NOTICED IMPROVEMENTS ASK Q11C; OTHERWISE
GO TO Q12
Ql1llc What improvements have you noticed? PROBELFUL
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Col Route

Q12 Do you currently have a My Time membership ¢ardhis
centre?

~—

XNERN
N

Yes
No
Don’t know

Q13 Why don't you have a membership card? (30)

First visit/newcomer
Not thought about it
Never bothered/laziness/not got round to (it
Not aware of it
Don't live in area/borough
Unsure how long will be in area/going awa
Not much of a saving
Too expensive
Don’t use enough to make worthwhile
Come with/accompanying card owne
Not available here/apply elsewhers

- ~
XOOWoOo~NOOOaN~NWNER

A\1”4

(31)

Don’t need one
Expired/not yet renewed
Considering
Other answers
Don’'t know

apbhwnN Bk
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Col Route
Q14 How far did you travel to this leisure venuday? (32-34)
WRITE IN TO NEAREST 0.5 MILE
Miles
+ Refused X
DK Y
Q15 Do you live in the Borough of Bromley? (35)
Yes %
No
Don’t know 3
Q16 Finally, to ensure the equal opportunity pofegctised by the
Council is effective and to assist us in markebng services,
we need to know if we are reaching the entire comtyu
The following information, which is optional, witle treated
with the strictest confidence.
Do you consider yourself to have a disability? (36)
Yes 1
No 2
Refused 3
(37)
Q17 CODE ETHNICITY.
White 1
Black (inc mixed race) 2
Chinese 3
Asian 4
Other 5
Refused 6

INTERVIEWER’S DECLARATION

| hereby declare that | have conducted this ineamnin full, with the person named below in
accordance with your instructions and within the $&bde of conduct.

Interviewer’'s Name: Interviewv&ignature:
Interviewer No: Date:
Start time: End time:
RESPONDENTS NAME:
ADDRESS:
TEL NO:
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