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Overview- Feedback by Department!
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Complaints

A summary of the complaints that were made through the second quarter include:- 
· Please do not reserve lanes for individuals
· Cancellation of Tuesday night yoga class (Dianne Hitchcock) 

· Showers leading to main pool too hot

· 27 people in gym only 10 had their towels with them

· Too hot in resting area- Sauna/Steam room

Comments / Suggestions

A summary of the comments / suggestions that were made through the second quarter include:-

· Can you display a poster that says people should swim in the appropriate lane for their swimming ability?
· Scrap the band system 

· Can we have a coffee machine for when the cafe is closed?

· Body odour in gym- get better air fresheners or spray everyone that comes in

· Turn shop into beauty salon for mums in crèche?
Compliments

A summary of the compliments that were made through the second quarter include:-

· Adele Stanley is a great instructor
· Whole facility I feel is great!!

· Reception staff are always friendly and helpful

· Varied and comprehensive programme over the Easter holidays (Caroline Jefferson) 

· Thanks to all staff with help in regards to university lifesaving competition
· Excellent Party (Jack Stanley) 

· Kids Activities- Ban Callis 
Responses / Improvements:
· Poster on poolside displaying that people should be in their appropriate lanes for their capabilities 
· Found air ducts closed in area itself- no further issues with air temperature in sauna/steam room area 
· Dianne Hitchcock- SW rang and is happy with response. 
Previous User forum minutes:
	Notes from last Meeting 

· Blinds for Gym windows by July end

· Cancellation on line is being tested currently planned for release end of September

· Speed of cars , Ramps to be installed + new signs by July End

· Lane in general swim Saturday 2.30-4.00 pm

· External signage issue flagged by audits

· Towel policy – a revised notice has been agreed due to H&S issues 

· Equipment to be sanitised twice per day by Gym Team 

· Sauna sign re personalising seating in sauna – put new one (in & out)

Members Feedback

          LLC

· Gym Notices to be font 14 if possible

· Gym instructors would be helpful if they floor walked more often to assist members 

· Security checks received positively

· Music policy much better , cleanliness better

· Good Management of late attendees in class 

· Disabled toilet Handrying towel not available –café

· Studio air con at LO – one unit needs repair

· Sports Hall temperature an Issue 

· Zumba Gold – concern over joints (twisting) for older members 60+

· Ladies toilet door not working – café toilets

· Lucy doing washing in disabled change

· 2nd time of issue re Thursday (lane closed) yet students coming in – lifeguards not challenging

· Lifeguards rotation at LCC – are they complying with ½ hr

· Wetside urinals still an issue + soap dispenser 

· Café looks good and prices. staffing  positive feedback

SVLC
· Music in pool and woggles good 
· Encourage customers to shower before use (Aqua Tuesday specific issue)

· Step Blocks at SV repairs to top rubber sections

· Exit gate at SVLC remove auto access

· Confirm date of ‘no show debt ‘

· One  studio light out above clock in studio 

· Pool lights replaced but gone again

Forthcoming Events / Promotions 
· Swim fit now available at both sites 

                – Tues 6.30-7.30pm Loughborough and  Soar Valley 

· Children’s Holiday activities commences 18th July and will include an Olympic themed week = crash courses for swimming lessons 

· Synchronised swimming will be trailed at Loughborough after successful lessons at SV

· Membership offers include ‘try before you buy’ 3 months at £49.00 and £89.00 Isospa 

New contractor notification
· Fusion awarded as new contractor 

· Initial meetings with council took place 04.07.11 and further start up meetings will follow imminently 

· Communications will be forthcoming on any changes 

User forum feedback on transition
· Staffing confirmed will remain

· Will cost saving effect service ?- No, savings have been made through charitable trust status and no profits and shareholder dividends 

· Will prices go up- No , Prices are still controlled by CBC

· Will fixed price/ membership be retained ? TBC

AOB

      User forum extended their thanks to the staff at both centres for 

       delivering a great service over many years 

Date of next meeting to be confirmed by Fusion 
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2010 Customer Feed back

· Maintenance of Spin Bikes needs to be kept on top of

· Catering improvement at LO

· Cleanliness ‘OK’ big increase in 2010 less good

· Mat required in changing Village – following a look into the need for this, no safety incidents reported and unhygienic. 
· Pigeon issue at LO reception- KM and JC completed 
· No nappy changing in café at LO – disabled café toilets 
· Replace , recover furniture at LO café – KM completed      
· Upstairs showers – notice required on when back in use

· Pool underwater lights need replacement/ working correctly (deep end pool lights)

Overall Visit Satisfaction – April to June 2011
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Of the 54 “Talkbacks” we received this quarter, 33 completed the satisfaction tally.

Code

	1. Customer Service

	2. Car Parking

	3. Cleanliness of changing rooms/toilets

	4. Quality of activity programme

	5. Speed of service at reception desk

	6. Facility maintenance

	7. Telephone answering service

	8. Catering/ vending

	9. Overall 
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