





Quest - Our Aim

Leisure Connection, Quality Manager, Brian Gray said: "Quest
is a very important part of our business and provides an
opportunity for us to benchmark our performance against
other contract management companies and the rest of
the Quest assessed facilities. With Quest assessed sites now
tfopping the 1,000 mark we remain committed to pufting
all our confracted sites info the Quest assessment process
as part of our stratfegy of continual improvement. 43% of
our sites score 75% (highly commended) or more. Our
corporate target is to achieve an average of 75% across all
sites by 2011."

“These targets challenge our delivery teams to continually
improve their standards, service delivery and customer care
across the whole estate which can only benefit clients, team
members and our visitors.To help the teams meet these targets

we have just launched our Quality Improvement Tool which
will allow sites fo self-assess their performance against the
Quest best practice principles. This will help us identify areas
for improvement and provide an action plan fo achieve our
corporate goals.”

If you have any questions or comments
about our Quality Management
System or our commitment to the Quest
assessment process, Brian is happy to
field any questions and demonstrate
how our new improvement tool
will  help us continually improve.
brian.gray@Ileisureconnection.co.uk

Famous Faces re-launch Harpers Fitness at Wyboston

Harpers Fitness at Wyboston situated at Wyboston Lakes,
celebrated the official launch of its new look gym.

The gym was officially opened by Great Britain Olympic
Swimmer and Strictly Come Dancing star Mark Foster. Also
in atftendance were Britain’s Got Talent’s martial arts experts
Strike, who have recently launched a new martial arts based
children’s fitness programme at the centre.

A considerable amount of money has been invested into the
private health club, which now features the latest equipment
from Technogym, the latest Human Sport equipment from
Star Trac, NXT spin bikes as well a boxing fithess zone for those
looking to add something new to their workout.

Helen Jacobs, Contract Manager for Harpers Fithess at
Wyboston said: “The investment has made a great difference
to the club - it looks fantastic. We are committed to delivering
a first class service here at Harpers and this recent investment
supports this. It was great o be able to welcome some famous
faces to our gyms to celebrate the re-launch.”

cmwyboston@leisureconnection.co.uk

www.leisureconnection.co.uk
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Leisure Connection sites hit success with the National
Benchmarking Survey (NBS)

Four Leisure Connection sites which have completed the NBS
process have finished in the top six in the country.

NBS, is the national scheme developed and approved by
Sport England to help leisure centres measure and compare
the service they provide to their community. Itinvolves carrying
out 350 interviews with customers over a 10 day period using
a standardised questionnaire. The survey includes questions
about each individual centre, covering areas such as catering
facilities, cleanliness, good facilities for the community, and
accessibility. Results are analysed by Sheffield University who
then produce a report with national benchmarks.

Leisure Connection supports the use of NBS as a way of
ensuring good quality service and driving improvements.
Throughout each year around 20 of our sites undergo NBS
and to recognise the increasing importance of NBS to us
and our clients we have now teamed up with Leisure-net
Solutions, the sectors leading customer insight and market
research company, to provide a high quality interviewing
service. Leisure-net will provide a team of expert researchers

Cleaning and Catering

For the last few months Leisure Connection has been
proactively investigating its catering and cleaning suppliers
to ensure that we are obtaining the best quality and value for
money. Leisure Connection has also made a commitment
to ensuring that our suppliers product packaging is either
recyclable or bio-degradable.

As part of this initiative the delivery of our catering services
has been a key area of consideration.

Six key suppliers for Leisure Connection;

Bake and Bite provides a comprehensive range of in-store
bakery and food to go products. They have the ability to
offer traditional and specialty breads, continental pastries,
hot savouries and freshly filled hot and chilled sandwiches.

Dynamiq Cleaning - contract cleaning company,
a division of the Cordant Group. With over 20yrs experience
in cleaning services and being accredited to IR Leisure
Connection have been assured that they are committed
to providing services of high quality.

Matthew Clark, formed in 1810, is the largest independently
owned drinks supplier in the UK. As a premier next day
delivery drinks wholesaler serving over 20,000 regular
customers, the company provide an extensive range of
drinks and services.

Brakes Group, the UK’s leading supplier to the catering
industry is Leisure Connection’s main catering supplier.
They offer a large range of quality own-brand products as
well as a comprehensive portfolio of brands. They also offer
support from qualified nutritionists and dieticians as well as
a dedicated team of development chefs.

Ecover supply chemicals and are an independent
washroom and janitorial company. They provide unrivalled
customer service and quality products.They are the world’s
largest producer of ecological detergents and eco-friendly

www.leisureconnection.co.uk

to carry out the 350 interviews at any Leisure Connection site
that uses NBS, ensuring that the approved procedures are
followed and the information gathered is as accurate and
robust as possible.

Mike Hill, MD of Leisure-net commented:

*It is a sign of Leisure Connection’s commitment fo the
improvement agenda and fo providing feedback and
information to their clients that they have decided to focus
on delivering NBS to a high a standard as possible. We look
forward to working with them and their clients over the next
few years”.

The sites that achieved top 6 status are:
For Access
Great Dunmow Leisure Centre

For Financial Performance
Harpenden Sports Centre
Lord Butler Leisure Centre
Great Dunmow Leisure Centre

cleaning and laundry products - an environmentally
sustainable product range proven to work.

Key Catering supply disposables to the catering and allied
frades and are the largest independent national distributor
in the UK with 17,000 product lines.
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Leisure Connection launch new fitness initiative
designed to help children find the fun in exercise

Leisure Connection has linked up exclusively with Liam
Richards and Danny Ball, better known as ‘Strike’, to provide
a fun-based martial arts programme for children.

*Strike” were made famous last year when they impressed the
audience and the three judges - especially Amanda Holden,
in the final of 'Britain’s Got Talent”. They became an inspiration
tfo thousands of children (and adults) up and down the
country with their innovative and breathtaking martial arts
moves and choreography to music.

Recognising their appeal, Leisure Connection approached
Liam and Danny to launch an innovative new programme
aimed at 5-16 year olds in a bid to encourage more young
people to enjoy exercise and physical activity as part of their
everyday lifestyle.

The performance martial arts programme, which launched in
January 2009 is called *Harpers Strike” and offers a fun based
infroduction to performance martial arts, which Liam and
Danny so effortlessly demonstrated on our screens earlier
this year.

ﬂ

Chris Sharman, National Programming Manager for Leisure
Connection said: *I am really looking forward to exiting new

programme. The enthusiasm for *Harpers Strike’ is felt by all the
staff at Harpers and we are looking forward to passing this new
and exciting way to keep fit and active onto the children. If
‘Harpers Strike’ is successful at the eight launch sites we hope
to roll it out at more Harpers centres later in the year.”

New Faces for Party Animails

Leisure Connection have re-launched the Party Animal
programme hosting parties for 10 or more children. The party
co-ordinators will take specific requests and organise the
children’s party, all we ask of the participants is they select the
activity and we do the rest! A variety of activities are offered,
flexible to the age group and requirements of the party
child. The parties are suitable for 2-14 year olds with choices
available from one of the following fun-packed parties or a
tailor made party can be arranged; Splash, Football Frenzy,
High School Musical, Soft Play, Multi Sports and Pirates.

Kickz at Downham Leisure Centre goes from strength

to strength

Twoyearssinceitslaunch,DownhamHealth and Leisure Centre
has established a powerful partnership, which is tackling anti-
social behaviour in and around the locality of the centre on
Moorside Road with The Lewisham KICKZ Project.

“There was no where for young people to ‘hang out’ in the
area and they had begun fo use the centre as a meeting
place, which at times was intfimidating for our users and
families.” says Rachel Scholes-Hamilton, Regional Manager
for Downham Leisure Centre. “Kickz seemed like the perfect
answer. It's a nationwide project originally developed by the
Metropolitan Police and the Premier League and is aimed to
help create safer, stronger and more respectful communities
through the development of young people’s potential on the
football pitch.”

Kickz offers 12-18 year olds the opportunity to participate in
free activities three nights a week, 48 weeks of the year. The
project brings healthy and active lifestyle changes to the
forefront of the group sessions and also allows some room to
educate the youngsters on the dangers of getting involved in
drugs. crime and other anti-social activities.

www.leisureconnection.co.uk

The Lewisham Kickz Project has been so successful that it
recently won the National Kickz Award for Team Achievement
at a presentation at Wembley Stadium with Lewisham Kickz
finishing fop out of a total of 39 professional clubs. Andy
Burnham MP was particularly impressed with the progress and
growth Downham had achieved through the Kickz Project
and thanked Kay Skelton personally for Leisure Connection’s
continued involvement and commitment to the project.

Millwall Community Scheme, the Lewisham Library Service,
PCT, Met Police SNT, Lewisham Council, Lewisham Youth
Service, Lewisham ASBAT and Lewisham Community Drug
Education Project .

worked alongside
staff at Downham
tfo contribute to
The Kickz Project.
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Leisure in the Credit Crunch - Mark Botha:
Sales and Marketing Director

The credit crunch is affecting every business sector in the
UK and the leisure industry certainly hasn’t escaped its grip.
Despite challenging economic condifions Harpers Fithess
has seen new memberships increase by 18% compared to
January 2008 ensuring Leisure Connection’s commitment to
helping more people become more active, more often. It is
important for us o support our partners’ objectives of working
tfowards decreasing the ever rising levels of heart disease
and obesity we see across the UK and the infroduction of
several new initiafives sees us making great inroads into
encouraging activity.

Despite the credit crunch our first priority is to look after our
existing members by offering them a range of new products
and services. To deliver this we made the Harpers Experience
available to all, offering five personal training sessions at
affordable prices to help members achieve their goals.

Personal training has been a great success story for Harpers
Fitness over the past year. This offers our members affordable
priced personal fraining sessions fo encourage regular and
effective exercise.

Leisure Connection has recently
welcomed Adrian Fisher as Human
Resources Director who brings
over 20 vyears’ experience of
Human Resource Management
from avariety of organisations across
all sectors.

Adrian said, “The enthusiasm,
professionalissm and commitment
of our stoff, as well as the
range of courses which are
available, is excellent. | have
been particularly impressed by
the scale of our management
development programme and our
apprenticeship scheme.

Leisure Connection is unique in being the only Leisure
Management Company to hold a contract with the Learning
Skills Council, which enables us to offer a wide selection of
NVQ and Apprenticeships to all feam members. All of these
elements give our feam members the confidence and

We have also launched a new look welbsite making it easier
for our communities to find out about what Harpers and
Leisure Connection has o offer.

We are investing heavily in our centres and products to offer
private sector quality in a public sector environment and look
forwardtoworking closely withyouto ensure ourjoint objectives
of helping create a healthier nation are achieved!

mark.botha@leisureconnection.co.uk
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Training

knowledge to carry out their roles, whilst also giving them
a registered qualification. We currently have over 300 team
members progressing through our NVQ programme.

I will now be working with the HR team to build a strategy so
that we continue to develop systems, structures and a culture
that reflects our company value of being passionate about
our people”.

Claire Owen, Training & Development Manager, said, "We
consider training to be a fundamental part of our business
and the development of our team members paramount to
empowering them to offering excellent customer service with
knowledge and confidence”.

As well as statutory required courses, the following topics are
a selection of what we offer:

Customer Care, Personnel Management, Health & Safety and
IOSH, Pool Plant Operations, Harpers Fitness & Sales, Incident &
Emergency Management Training, Supervisory Management
Training and Communication Skills.

adrian.fisher@leisureconnection.co.uk

Council Employee Special Offer
Join now and save 20% on 'Unlimited Active’ Memberships,

harpers

Plus there’s no contract®,

Enjoy access to the gym, swimming and group exercise classes.

Contact your nearest Leisure Connection "Harpers Fitness”,

Visit www. harpersfitness.co.uk
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