
SOUTH HOLLAND DISTRICT COUNCIL

Report of: Rob Walker, Executive Director of Place

To: Performance Monitoring Panel Tuesday, 18 June 2019 

(Author: Rachel Rowett Community Development Manager)

Subject Swimming Pool & Leisure Facilities Task Group Update

Purpose: To provide Members with an update on the recommendations

Recommendation(s):

1) That the content of the report is 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 16th May 2017, 
7th November 2018, 2nd May 2018 and 13th November 2018, progress updates on the six 
recommendations were given to Performance Monitoring Panel.

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

1.3 Monthly contract meetings take place to review significant areas across the contract 
including; health & 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 Over the past year the Leisure Contract has been through a competitive tender process. 
The Tender was won by Parkwood Leisure.  The revised contract has clear specifications 
on cleanliness, maintenance and staffing levels.  It has robust sanctions and penalties that 
can be used if needed.

1.6 On 1st March 2019 Parkwood took over the Leisure Management contract from 1Life and 
now manage Castle Sports Centre and Peele Leisure Centre on behalf of the Council.

1.7 Impact of new contractor

1.7.1 The new contractor has been in place for 3 months.  This has been a transition period with 
a focus on getting the basics right.  Action undertaken has included; 

 recruitment,
 staff training in new ways of working and standards
 fully assessing the sites 
 improving the cleaning regime at all 3 sites



 building relationships with key user groups and understanding 
customer needs

 installing updated fitness equipment

The Leisure Contract handover took place on the evening of Thursday 28th February. When 
the centre opened on Friday 1st March it had new signage and a change of name to Castle 
Sports Centre and Swimming Pool. 

All staff were issued with new uniforms that reflect the new management of the facilities.

Contact was made with all the key clubs and groups to provide reassurance on bookings 
and pricing and to develop partnerships.

Parkwood are actively using the Facebook pages and are reviewing the future use of 
Twitter and other social media platforms.

New cardio-vascular equipment was installed at both the Castle Sports Centre and Peele 
Leisure Centre during April which has resulted in positive feedback from customers.

A new contract manager has been appointed and started on 1st May.  All reception 
vacancies have been filled.  

1.7.2    Participation and Usage

A full review of participation figures, memberships and overall will be completed for 
discussion at the first quarterly strategic contract meeting as there has been some 
fluctuation and changes to the recording of usage. 

Participation from the first month to the second month of the contract for the following 
activities have been positive and increased;

Activity Mar-19 Apr-19
50+ Badminton 95 131
Gym Inductions 7 16
GP Referrals 
(new) 9 66
50+ Gym users 4 8
   
Under 5 
Swimming 124 241
Disabled Swim 50 60
Swim school 1980 2123

The Peele Leisure Centre has also seen an increase in participation across its group 
exercise programme

In addition, the Castle Swimming Pool hosted the Tulip Swimming Gala in the first Bank 
Holiday weekend in May and the Dry Side hosted the Spalding Festival over the second 
bank holiday weekend in May. Both were well attended, successful events with extremely 
positive feedback about the leisure centre staff from event organisers.



1.7.3 Availability

Since the first of March, there has been one instance of the Learner Pool being closed for 
half a day due to a staff member becoming unwell on shift. This was rectified by 1pm that 
day. The main pool remained open during that time.

The Sauna has been closed since mid-March due to it being assessed as not conforming to 
industry standards.  Customers have been kept informed and have been invited to provide 
feedback directly to the Council.

1.7.4 Cleanliness and Maintenance

A deep clean of pool changing areas was undertaken in April. Increased levels of cleaning 
have also been implemented at all sites.  All staff have been trained in the new quality 
standards and this is being closely monitored.  All Centres have performed their daily, 
weekly and monthly cleaning duties during this period.

A full maintenance programme is being finalised for all three sites.  Cosmetic maintenance 
improvements have been made as well servicing to major components.

1.7.5 Customer Feedback

Onsite customer feedback recorded since Parkwood took over is as follows:

Castle Sports

Month Total Comments Positive Negative Programme Other
      
March 6 0 2 4 0
April 1 0 0 0 1

The negative comments were regarding an instance of staff attitude and the closure of the 
sauna. The other comments were suggestions around centre opening times and requesting 
a ladies only class. The comment under other was a general feedback form completed by a 
customer which rated their experience as positive.

Peele Leisure

Month Total Comments Positive Negative Programme Other
      
March 4 1 2 1 0
April 0 0 0 0 0

The negative comments were regarding cleanliness and age of equipment prior to the new 
gym equipment being installed. The positive comment was that the staff were friendly and 
the programme feedback requested more variety of classes.

Since 1 March there has been an increase in positive customer comments on social media 
and in person.

“…I have been very impressed with the improvements made after the takeover. The pool is 
cleaner, the water is warmer, the staff are lovely and the general feeling of the facilities is 
much nicer and more welcoming. Thank you for all your hard work, it is paying off!”



“Upon visiting the Castle swimming pool today, I’m really pleased with how well things are 
being run. And the cleanliness has improved so much. Even in the changing rooms.”

“The ladies changing area smells lovely – must be the new cleaning products.”

Customer feedback is important and actively encouraged.  Comments can be made at site 
or online. Negative feedback is addressed quickly, logged on Parkwood’s internal system 
and included in monthly monitoring reports.

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 this report are noted and that members of the 
Performance Monitoring Panel have assurance that the management of the leisure contract 
has strengthened with a new management company and new contract now in place.

4.0 EXPECTED BENEFITS

4.1 A new management company and improved contract monitoring will result in an improved 
service with increased customer satisfaction, which in turn will increase usage figures.

4.2 Improved and more detailed reporting giving assurances of performance monitoring of the 
contract.

5.0 IMPLICATIONS

In preparing this report, the report author has considered the likely implications of the 
decision - particularly in terms of Carbon Footprint / Environmental Issues; 
Constitutional & Legal; Contracts; Corporate Priorities; Crime & Disorder; Data Protection; 
Equality & Diversity/Human Rights; Financial; Health & Wellbeing; Reputation; Risk 
Management; Safeguarding; Staffing; Stakeholders/Consultation/Timescales; 
Transformation Programme; Other. Where the report author considers that there may be 
implications under one or more of these headings, these are identified below.

5.1 Contracts

5.1.1 A new 5 year contract is now in place with Parkwood Leisure

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



5.1.3 A new Contract Manual has been produced to enable clear and effective monitoring of the 
contract

5.2 Corporate Priorities

5.2.1 The provision of a Leisure offer contributes to the Council’s Corporate Priorities of:
 Your Place – Lead, enable and embed the provision of a range of improved local 

community, cultural, arts, and newly contracted leisure facilities that support the 
enhanced wellbeing of South Holland’s Communities

 Your Health & Wellbeing – Target our leisure facilities to provide a programme of 
activities to tackle obesity and inactivity in South Holland.

5.3 Financial

5.3.1 There is a robust contract performance mechanism in the contract. Financial penalties can 
be applied if there is poor performance.

5.4 Risk Management

5.4.1 Health & Safety management is reported in monthly reports provided by Parkwood and 
discussed in the contract monitoring meetings.

5.4.2 A full health and safety inspection is scheduled to be carried out every six months by the 
Council’s contract manager, Health & Safety Manager and a member of the Property & 
Assets team.

5.5 Staffing

5.5.1 Staff who were transferred over to Parkwood from 1Life have received training as part of 
their induction into the company to ensure they are fully briefed on Parkwood’s policies, 
procedures, values and standards.

5.5.2 A new Contract Manager has been appointed and started at the beginning of May and a 
new Duty Manager has been recruited. Recruitment continues for a number of roles 
including Lifeguards and Swim Teachers.

5.5.3 The member of staff responsible for sales has received additional training and is performing 
well, recently achieving the highest number of sales in one day across all the Parkwood 
sites for this period.

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
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