Following our Reopening Survey ppw
- May 2021 o/

We received 481 responses in May 2021
(1181 responses following Lockdown 1 in September 2020)

The results of the survey tell us:

A MASSIVE Following our reopening, the highest

scoring areas for satisfaction are:
9 8 o 9 o/o ¢ Customer service
¢ Implementation of COVID-19 guidelines
Ease of booking
Cleaning and hygiene standards

of our members have
felt safe returning to
our leisure centres
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Have you visited our centres In comparison...
since the third lockdown?

30.4%

After After
Lockdown 1 Lockdown 3

M Yes 7 No B Yes ' No
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Why haven’t you returned to our centres since we reopened?

4.4%
4.4%

person)

| now exercise
outdoors/online/
elsewhere

| do not like the
mandatory booking
system

unavailable at
Northallerton

in activities

of activities
circumstances
standards

| am concerned
about keeping a safe

24/7 is currently
distance from others

Other - 7.6%
| am self shielding I 2.2%
| am in the shielding
category (vulnerable 4.4%
- 9.8%
Membership fee has 7.9%
not been reduced
. 6.3%
No dry-side shower
and changing facilities
Restricted capacities
Restricted availability
There has been a
change in my financial 1.6%
| have concerns about
cleaning and hygiene
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Cleaning
and hygeine
standards

In comparison...

After lockdown 1

1 After lockdown 3
Implementation
of COVID-19
Guidelines

in?
Range of
classes/sessions
available

M Other

After lockdown 1

Availability of
activities

[l Outdoor Group Fitness
B Toning Suite

ies have you taken part
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GOOD customer satisfaction following reopening

After lockdown 1 1 After lockdown 3

Ease of Availability of Range of  Implementation Cleaning Customer
booking activities classes/ of COVID-19  and hygeine Service
sessions Guidelines standards
available

How safe have you felt returning to our venues?

=

[ 4

0.6% 0% 0.6%

Fairly = Not safe
unsafe at all

No reply

In comparison...

After lockdown 1 1 After lockdown 3

Fairly unsafe = Not safe at all




When comparing the results of this survey against the survey we undertook following
Lockdown 1, there are significantly more gym and swim users due to only offering
group fitness classes outdoors.

The biggest reasons that members didn’t return after Lockdown 1 were concerns
regarding keeping a safe distance from others and the standard of cleaning &
hygiene standards. However, the most recent survey highlights that a higher
percentage of members have not returned due to the availability of activities - this
mirrors the lack of group fitness classes when the survey was undertaken.

The data from our second ‘Following our reopening’ survey shows that members
who have returned are more satisfied with the ease of booking and customer service
than previously. They remain highly satisfied with the implementation of COVID-19
guidelines and cleaning & hygiene standards. Understandably availability of activities
and range of activities has dipped slightly, due to group fitness classes being
unavailable when the survey was undertaken.

The graphs also show that even more of our members (75.8%) feel very safe and
overall 98.8% of members feel safe (very or fairly) which is almost identical to the
results of the survey after the first lockdown.
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