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WSLP Team Introductions   

Alison Norman Area Contract Manager 

Craig Budden General Manager

Ashley Miles Assistant General Manager (Health and 

Wellbeing)

Chloe Davanna Active Communities Manager 



EA Presentation 
• Overview - Performance Measures Alison

• Contract KPI’s Craig

• Customer Insight Craig 

• Moving Communities Craig 

• Active Communities Chloe 

• Health and Wellbeing Chloe/Ashley 



Performance Monitoring System  
Quarterly Performance Standards 

Marketing and 
Publicity 

Catering and 
Vending

Customer Service Access  

Activity 
Programme & 

Event Management   

Opening Hours Incident Reporting 
Maintenance & 

Building 
Management  

Equipment 

Legislation & Policy 
Operational & 

Financial Reporting 
Staffing 



Performance Monitoring System
Annual Performance Standards 

Quality 
Management 

Inclusive Fitness 
Mark

Operational & 
Financial Reporting 

Pricing 
Requirements

Sports 
Development/ 

Health and 
Wellbeing 

Authority 
Outcomes 



Contract KPI’s        Contract KPI’s        Contract KPI’s        Contract KPI’s        

Centre Attendances

Fitness Membership

Swimming Membership

Swimming Lessons

Concessions

Accidents & Incidents 

Utilities



• Attendances 187,000 visits (January to March)

• Concessions 51,753 visits (January to March)

• Membership 4820 (January) 4913 (March) + 93

• Swim Only Membership 324 (January) 401 (March)   + 77

• Swimming Lessons 1312 (January) 1332 (March) + 20

• Accidents & Incidents 35 (January to March)
19 Sporting Injuries

2 Natural Causes

0 Pool Rescues

14 Other

0 RIDDOR

Contract KPI’s to date – Q4
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Utility Consumption 
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Customer Insight – Craig   

• Gathered from daily feedback/ written/ verbal

• Quarterly Customer Viewpoint sessions –three informal sessions 

held in reception foyer on 21st , 22nd & 25th June - advertised on 
Facebook

• Club feedback - really positive feedback from clubs on the facilities. 

• Monthly Surveys 

• Mystery Shopper



View Point Feedback summary 
• Swimming – Adjustment to single lanes for medium and fast paced lanes

• Group Exercise – Additional classes early morning

• Defects – Closure of facilities/areas to accommodate

• Gym – Busy at peak times

• Customer Service – Positive feedback on staff across a number of departments

• Closure of pool for aquatic events – Balance of events and community use



Online Monthly Surveys
Customers are asked how satisfied they are with:

1. Gym and group exercise

2. Overall swimming experience

3. Value for money

4. Standards of cleanliness

5. Booking Process

6. Customer Service

7. Overall visit

8. Accessibility

We also ask customers if there is any way in which we could improve their experience.

On average we have around 50 customers completing surveys each month.



Mystery Shoppers
EA use a company called Pro Insight to complete these. Mystery Shoppers 

measure our performance in the following ways:

• Online (responding to queries)

• In person ( how we interact & respond to the shopper)

Results are fed back to GM and Heads of Department as well as individual 

colleagues for any action or additional training that might be needed. 



WSLP Geographical data    

Where are our customers coming from? 

This information helps us target areas of non users 

and helps us maximise marketing opportunities  



Geographical Data

Alresford & Itchen Valley

SO21, SO23, SO24

Badgers Farm & Olivers Battery

SO21,SO22, SO23,SO50, SO51, 
SO53 

Chandlers Ford

SO53

Colden Common &Twyford

SO21, SO50

Hiltingbury

SO53

St Barnabas

SO22

Wonston & Micheldever

SO21, SO22

St Paul

SO22, SO23

The Worthys

SO21, SO22. SO23

Upper Meon Valley

GU32, SO21, SO24, SO32, 

St Bartholomew

SO20, S021, SO22, 
SO23,SO25

St Luke

SO22

St Michael

SO21, SO23



WSLP Geographical Data – EA Database     
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Active Communities Projects
Working with Lanterns 
Nursery around SEND 

provision with the Centre

Prehab pilot programme 
with University Hospital 

Southampton 

Develop an outreach 
programme in priority 

areas- Energise Me 
funding/Allegras 

Ambition  

Pilot Project with The 
Winchester Beacon –

Memberships for service 
users 

SMI Programme 
launching in September 
in partnership with CCG 

Everyone Active Athletes: 

26 HTAS 

21 Sporting Champions 

Look to support the 
expansion on the 

Paralympic Personal Best 
Event across other 

Everyone Active sites 

Working with 
Southampton Hospital on 
a 6 week summer project 

Launch Goodboost
aquatic sessions in W/C 

12 September  



Active Communities Memberships 

Ukrainian Refugee  11 – 15 year 
olds

31 memberships 

Ukrainian Refugee Adult 

144 memberships 

Ukrainian Refugee Under 10s

51 memberships 

Parkinson’s

19 Memberships 



Active Communities Figures 

7
3

2

4
0

3
4

2
8

6

8
3

4

1
0

4

S C H O OL  

H O L I D A Y 

PRO GRA M M E  

U ND E R 5 S  

A C T I VE  A NT Z  

J U NI O R GY M  

I ND U C T I ONS 

J U NI O R A C T I VE  

S E S S I O NS 

BE E  NE T BA L L  

CHILDREN AND YOUNG PEOPLE  

Children and Young People

1
3

1

6
7

3

D I S A BI L IT Y  

F O O T BA L L  

WI NC H E S TE R 

GO  L D  

DISABILITY PROVISION 

Disability Provision



Active Communities Figures 
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Club Development

WSLP has 14 Sports Clubs using facilities. The following club sports are 

represented at WSLP:
• Swimming 

• Water Polo

• Cricket 

• Martial Arts – 2 New Clubs 

• Dodgeball 

• Basketball 

• Volleyball 

• Athletics 

• Triathlon 

• Squash 

• U of W Sports Teams (swimming, netball, basketball, trampolining, cheerleading) 



Club Development Future Plans

Club Engagement 
Evening 

Club involvement 
in events 

Formulate
swimming clubs/ 
EA development 

plan 



Health and Wellbeing 

Winchester Health and 
Wellbeing Programme 

179 Referrals, 48 Active, 10 
waiting to process, 84 

completed and 34 did not 
participate.

238 Referral members 
17.7% increase  

100 DD - 47% increase

6 specialised exercise 
classes a week 

36 health professionals  
currently referring into the 

programme 

Healthcare Provision using 
the centre: 

• Royal Hampshire County Hospital 
departments Cardiac Team and 
Pain Management. 

• Southern Health – Health Visitors 



Health and Wellbeing Programme
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Referrals by Decile Deprivation 
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Health & Wellbeing Referrals 
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Health and Wellbeing Development

Development Opportunities 

• Launch our health and wellbeing booklet 

for the contract within all health 

professional settings. 

• Develop a wider programme supporting 

dementia 

• Organise a health and wellbeing event for 

providers and health professionals 

• Look to deliver health classes within the 

community 



The Pinder Suite  

Hydro Occupancy

90% Mon – Fri

60% Sat/ Sun

Pinder Trust and Hobbs 
delivering 1:1 and 

group Hydro  sessions
Osborne School 

Hydro Group Sessions: 
Back Care, CFS 

Alliance, Next Step 
Physio, UoW, MoD

Hydro Private Hire 

(10 hours pw)

Hydro Self directed 
exercise 

(8 sessions per week) 

U of W Physiotherapy 
Service 

Private GP Service

NHS Health Visitors 

Hampshire Hospital 
Midwives  

SEN Swimming 
Sessions (2 per week)



The Pinder Suite 
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Development Opportunities 

• Expand MoD usage throughout the week

• Secure long-term commitment for 

treatment room hire with the midwives 

• Develop better partnerships with special 

educational need schools/departments to 

use the facility for students 

• Increase usage at the weekends. 



Big Splash 





Hampshire School Games

• Over 1,000 school children

• 100 school’s across Hampshire & Isle of Wight 


