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Leisure and Environment

CUSTOMER SERVICE STANDARDS Serco

LEISURE CENTRES AND it
SWIMMING POOLS

Web: www.charnwood.gov.uk/leisure/leisurecentres.html
Tel: 01509 634673
Email: info.charnwood@leisure.serco.com

“Leisure and Cultural Opportunities for All” is an important part of
the Council’s overall plan for the Borough. We provide leisure and
sports facilities, parks, playgrounds, allotments; museums, the arts,
and youth sport programmes which provide a healthy living
environment for all.

When you visit or contact our leisure centres or swimming pool:-

We will: Measure /| Target
“Provide an efficient friendly service to all customers, we will Satisfaction rating where
be polite, helpful and treat all customers equally” customers rate us positively

against this standard
(97% target satisfaction rating
increased from 95%)

“Ensure that facilities are maintained to a high standard of Satisfaction rating where
cleanliness at all times” customers rate us positively
against this standard

We have ‘service standards’ for 31 of our services — this is No 19 in the series. See
www.charnwood.gov.ukl/factsheets.html for the whole series. Revised April 2008




We will:

Measure / Target

(92% target satisfaction rating
increased from 90%)

We will:

Measure

“Undertake regular maintenance on customer lockers to
ensure sufficient numbers are available to meet customer
demand”

Lockers available at all times
(97% of lockers available,
increased from 95%)

“Answer all incoming telephone calls within 30 seconds”

Telephones answered within

30 seconds
(90% of calls answered)

“Deal with all enquiries at our reception desk promptly, politely
and efficiently”

Satisfaction rating where
customers rate us positively

against this standard
(95% target satisfaction rating)

“We will aim to maintain the swimming pool water
temperature at the following temperatures +/- [°C”

Soar Valley Leisure Centre, Mountsorrel 30°C
Loughborough Leisure Centre Main pool 29°C
Training Pool 30.5°C

Swimming pool water
temperature maintained

within the stated
(99% target satisfaction rating
increased from 90%)
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