
SOUTH HOLLAND DISTRICT COUNCIL

Report of: Rob Walker, Executive Director Place

To: Performance Monitoring Panel Tuesday, 13 November 2018 

(Author: Emily Holmes Communities Manager)

Subject Swimming Pool and Leisure Facilities Contract Task Group – update on 
progress of recommendations

Purpose: To provide Members with an update on the recommendations 

Recommendation(s): 

1) That the content of the report be noted

1.0 BACKGROUND

1.1 In November 2016, the recommendations from the Final Report of the Swimming Pool and 
Leisure Facilities Contract Task Group were approved by the Cabinet.  On 16 May 2017, 7 
November 2017 and 2 May 2018, progress updates on the six recommendations were 
given to the Performance Monitoring Panel.

1.2 The updates given at these meetings covered the measures taken to improve monitoring 
inspections to focus on cleanliness and maintenance, contractual action taken and 
remedial action that has been put in to place.

1.3 Monthly contract meetings take place to review significant areas across the contract 
including; health and safety, customer feedback, staffing, performance, corrective action 
and safeguarding.

1.4 Regular site visit inspections take place to monitor contract compliance and service 
standards.

1.5 SUMMARY OF ACTIVITY

1.5.1 Participation and Usage

There are 38 classes a week on offer at the Castle Sports Complex (Dry Side) and 10 
classes a week at Pool Side.  

The circuits class regularly has over 50 attend and Body Balance also has over 30 regularly 
attend.

Swimming lessons and school swim sessions take place each week.  Swimming lessons 
are offered from age 3 months through to adults.  The most popular stages are pre-school 



through to Stage 5.  At this level parents are often happy that their children can swim to a 
suitable standard, or may deem school swimming as sufficient to continue their 
development, whilst others will leave to join the competitive swimming club. Direct Debit 
spreads the cost of lessons over a 12 month period rather than a re-enrolment scheme 
every 16 weeks.  The percentage of customers on Direct Debit has risen from 64.5% to 
89.7%.  

Castle Sports Complex (Dry Side) Usage Comparison

Castle Swimming Pool – Usage Comparison

 2016 2017 2018
April 14,558 12,687 12,455
May 14,278 15,217 15,961
June 15,847 16,066 14,575
July 13,420 17,240 14,658
August 11,973 11,427 10,908
September 15,320 15,034 13,742

 
Peele Leisure Centre – Usage Comparison

 2016 2017 2018
April 2778 2881 3252
May 3341 3335 3616
June 3519 2755 3584
July 3311 3031 3355
August 2676 2914 2960
September 3496 3244 4913

Usage at all centres has been challenging through this period due to the hottest Summer 
on record, with large groups of people seen playing sports on the field in the evenings and 
on weekends, whilst the casual usage in the sports hall in particular was at its lowest in 
years. 

 2016 2017 2018
April 14,558 12,687 12,455
May 14,278 15,217 15,961
June 15,847 16,066 14,575
July 13,420 17,240 14,658
August 11,973 11,427 10,908
September 15,320 15,034 13,742



Usage at the pool was solid through May and August, although not the figures seen in 2017 
or the increase in participation that was wanted.

As such, increasing participation and usage continues to be an area of focus for contract 
meetings.  

New bookings and initiative have been sought to engage new customers. An example of 
this is Safe Places Sports; inviting clients from a local mental health group to enjoy various 
activities as well as meeting socially.  

Customer insight shows that family decisions for weekend activities are usually made on a 
Wednesday or Thursday and often through digital reviews or top trending things to do.  As 
such, an increased focus on social media marketing has been developed.

A social media and marketing calendar was created to plan for promoting all the services 
on offer at the sites.  There are also site specific social media posts and marketing activity 
through the mobile app, promoting children’s activities through outreach and information 
leaflets and from attending and providing engagement events.  

There have been enhanced marketing plans in place to encourage new customers.  The 
Summer Campaign included a no joining fee for all 12 month membership options to 
promote long term lifestyle change. 

Engagement and outreach events were also used to promote the offer at the facilities.  The 
3rd 1Life Festival open day was held on Sunday 22nd July and bought over 165 new guests 
to the facility in total through the day.  The Zoggs ‘Oceans of Fun’ day was also held on the 
morning of 22nd July with an international swimmer and synchro swimmer in attendance. 
Positive Feedback was received and the pool was extremely busy that day.

There have been 2 charity bike rides during this reporting period - the 2nd Tour of South 
Holland and Boston cycle ride, raising money for local charity Anna’s Hope and one raising 
funds for Great Ormond Street Hospital with over 20 riders taking place.

Plans for increased engagement and links with the community and developing initiatives 
are in place to support increased use of the facilities.

The Peele School returned to using the Peele Leisure Centre at the beginning of June, with 
lessons taking place in the dance studio and the main hall with a small group of students 
also using the fitness suite.

1.5.2 Customer Feedback

All customer feedback – including comment cards, verbal or online are logged on a new 
online platform Efocus.  This is an online platform that is a more efficient way of monitoring 
the feedback that comes in and complies with data protection by removing personal details 
left on paper comments.  The action taken following the feedback is also recorded 
alongside the comment.



Additional measures to encourage increased feedback are in place with increased visibility 
of the Centre manager at site, on social media and directly with clubs using the facility.  As 
such an increase in the feedback is expected. 

In this reporting period, there were 55 instances of the feedback received can.  This can be 
summarised as; 

Positive comments were received about new Aquafit instructors, personal trainer support 
cleanliness and the Zoggs Oceans of Fun event.

Negative comments were received about the fault with the showers in the male change, 
charging for lockers, not being able to use the online booking, sauna size, cleanliness, 
concerns about other customers and temperature in the gym.

Programming comments relate to opening hours at the Complex, an extra lane being used 
for Aquafit classes resulting in a smaller general swim area, advertising adult swim times, 
learner pool hours and the inflatable session.

Cleaning issues were dealt with on site at the time of the complaint and additional deep 
cleans are also programmed across the site.

1.5.3 Availability

There has been 1 whole pool building closure within this reporting period.  This was in 
August, from 8pm to close.  This was due to a lighting issue.

On 27th September and 11th October, the Learner Pool was unavailable from 12pm – 2pm 
due to insufficient staff numbers.  The main pool was available.

In October an Aqua-fit class was cancelled as no instructor was available.

These issues have been addressed and three new full-time Life Guards have been trained 
and a new Operations manager recruited to for additional support and management 
supervision.

1.5.4 Maintenance

Since May’s report there has been ongoing maintenance.  This includes;

 A new ceiling has been installed and lighting replaced in the bowls lounge.
 A new Air Conditioning system has been installed in the fitness suite. 
 New lighting has been installed around the main pool.
 The bowls air handling unit replacement
 The ramp surface has been replaced at Castle pool

 Total comments Positive Negative Programme Comment

Q1 36 13 18 5 0

Q2 19 3 12 3 1



 Repairs and redecoration after the damage caused by heavy rain in July.
 Repairs to equipment in the school change
 Replacement of booster pumps in the male and female showers at pool

New digital platforms have been implemented across the estate to streamline operations, 
with a new system fully operational across the contract. This brings all the daily 
management documents into a digital format.

Maintenance continues to be a focus on inspection visits and contract monitoring.

1.5.5 Health and wellbeing

A Health and Wellbeing post was introduced by the contractor and covers South Holland 
and South Kesteven. This role is to deliver schemes including Walking for Health and 
Exercise Referral programme and also to make new links in the community to encourage 
new users to the centres.  Activity to date includes the introduction of Safe Places Sport, 
work with Lincolnshire County Council on a scheme to provide access to foster families in 
South Lincolnshire, a new evening health walk starting from the Castle Sports Complex, 
providing health checks at community engagement events and developing an affordable in-
house option for activity camps during the school holidays.

2.0 OPTIONS

2.1 Do nothing.

2.2 Note the contents of the report.

3.0 REASONS FOR RECOMMENDATION(S)

3.1 It is recommended that the contents of the report are noted and that members of the 
Performance Monitoring Panel have assurance that management of the leisure contract is 
in place and the task group recommendations have been implemented.

4.0 EXPECTED BENEFITS

4.1 Improved contract monitoring will improve service standards and  give assurances of 
performance monitoring of the contract.

5.0 IMPLICATIONS

5.1 Contracts

5.1.1 Improved contract monitoring procedures have been implemented.  Sanctions on the 
contract are used when necessary.

5.1.2 Information from the task group findings has informed the development of the new contract 
specification.



5.2 Corporate Priorities

5.2.1 The provision of a Leisure offer contributes to the Council’s Corporate priorities of;
- To develop safer, stronger, healthier and more independent communities while 

protecting the most vulnerable
- To have pride in South Holland by supporting the district and residents to develop and 

thrive
- To encourage the local economy to be vibrant with continued growth

The improved contract monitoring arrangements in place supports the provision of the right 
services, at the right time and in the right way.

5.3 Financial

5.3.1 There have been no default notices with financial penalties issues in 2018/19 to date.

5.4 Reputation

5.4.1 There is commitment from both the council and the contractor to maintain the 
improvements made to date and to continue with progress.  The service delivered through 
the contract will continue to be monitored and address compliance issues.

5.5 Risk Management

5.5.1 Health and Safety risks are monitored and managed through the contract monitoring 
meetings.

5.5.2 The centres are well used and at peak times there is a higher risk of customer concerns 
about cleanliness due to the increased use.  This is mitigated against by additional cleaning 
resources deployed at this time to maintain appropriate standards.  This is an additional 
risk with the change in season with wet weather and mud could cause customer 
complaints.  This has already been addressed in contract meetings and the blue overshoe 
policy will be re-enforced.

5.6 Staffing

5.6.1 SHDC officer time continues to be allocated to regular unannounced site inspections.

5.6.2 Staffing levels and staff conduct is reviewed as part of the contract monitoring.  Work is 
ongoing and closely monitored.

5.6.3 In this contract period, there have been short periods where inadequate staffing levels have 
resulted in parts of the site being unavailable and resulted in customer complaints. Action 
has been taken to remedy this.

5.7 Stakeholders / Constitution / Timescales



5.7.1 User feedback is important for monitoring customer satisfaction.  Site have actively 
encouraged more direct feedback to new management at the centre in order to resolve any 
concerns quickly and satisfactorily.

6.0 WARDS/COMMUNITIES AFFECTED

6.1 Services are provided for all those living, working or visiting the district.

7.0 ACRONYMS

7.1 None used.

Background papers:- Final Report of the Swimming Pool and Leisure Facilities Contract 
Task Group

Minutes of the Performance Monitoring Panel 

Lead Contact Officer
Name and Post: Emily Holmes Communities Manager
Telephone Number 01775 76 44 69
Email: eholmes@sholland.gov.uk

Key Decision: No

Exempt Decision: No 

This report refers to a Discretionary Service 

Appendices attached to this report: 
Appendix A Leisure Centre Task Group Update


