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1)  Introduction             

The following report comprises the operations management report from Parkwood Leisure Limited for 

Fairfield Pool and Leisure Centre (FPLC) for the period of October 2010.  

2)  Executive Summary         

 
The Centre has displayed the refurbishment boards in the Reception Foyer to obtain customer 
and staff feedback.  All feedback has been received and the Project Manager quotes have also 
been received. Frankhams have been appointed as the Project Manager for the works. 
 
There were 43 customer comments throughout October 2010, following our improved approach 
of communicating with customers more effectively to understand any comments regarding the 
Centre. There were 25 positive comments in the period of October 2010.  The main area for 
complaint was the Spa being out of action. 
 
 

Quest 
 
On 29 March 2010 the Centre had a maintenance cycle for Quest.  This was a one-day visit to 
ascertain how the Centre has progressed since the initial visit in August 2008.  The assessor 
stated that we are approximately a 71%-72% Centre with the potential to move up at least 2%.  
The Centre has received the report and has compiled an action plan. 
 
At present Quest have gone into administration and therefore the Quest assessment has been 
delayed until a time at which the accreditation is back in operation. 
 
The following Internal audits were completed in October 2010: 
 

• Customer relations, marketing & Web 

• Staffing 
 

 
Health & Safety 
 
Health & Safety work plan for October; 
 

• Full food & beverage risk assessment 

• Maintenance inspection of spin bikes 

• ROSPA Inspection on soft play equipment 
 
The Health & Safety Action plan points completed: 
 

• Rules to be displayed for slide usage in Teaching Pool 

• Crèche open & close checklist to be re-instated 

• Health & Safety responsibilities to be more visible for staff  

• Risk reduction plan to be implemented 

• Manual Handling assessments to be reassessed  

• Fire notices to be refreshed  

• VDU assessments to be updated 
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3)  Service Provision             

3.1   Availability              

The teaching pool was unavailable from Monday 4 October - Tuesday 5 October 2010 due to the seal 

being damaged between the teaching pool pump and filtration system, and an item partially blocking 

the pump. 

The Spa has been taken out of action on 31 August 2010 due to the leaks within the Spa Plant Room.     

3.2   Security           

There were not any reported incidents relating to security concerns at FPLC for the month of October 

2010. 

 

3.3 Energy Management and Environmental Management systems              
 

FPLC continues to monitor its utility consumption to highlight the need for reduction in usage, where 
appropriate.  The electricity and gas readings are taken on a daily basis. 
 
The objectives set for the year is to aim to reduce electricity consumption by 3%. One of the ways in 
which we aim to achieve this, is to incorporate a lighting strategy, which will ensure lights that are not 
required, are always turned off.  “Turn off after use” signs are to be placed above all light switches and 
electrical appliances, and vending timers to be implemented on all machines. 
 
Following our EMS audit, we received three non-conformances for site which where, One for no yearly 
objective setting, and the other two in relation to out of date waste transfer notes, and some waste 
management licences not being on file. All non-conformances have been rectified and are waiting to be 
signed off as complete. 
 
In relation to the sites DEC, FPLC is currently rated as a C.  Recent utility readings have, been sent out 
to be analysed to establish our new grading for the new DEC, which is now due. 
 

 
3.4 Maintenance          
 
 
The bollard at the front of the building was previously damaged as a result of a delivery driver reversing 
into it. We have recently received payment for the works, which are due to take place next week. 
 
The compensated heating pumps that supply the radiators have now been repaired and refitted by 
Kent Rebos. 
 
The spa is currently out of action due to the pipe work leaking within the spa plant room. Theobalds 
came and pressure tested the spa on 28 October 2010, which identified various leaks from most of the 
pipe work. We are currently awaiting a full survey report from Theobalds along with quotes for the 
works, which will take between 1-2 weeks to receive. Once this information is received, it will be 
forwarded onto DBC for discussion. 
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3.5 Cleaning 
 
The cleaning schedule has been reviewed and discussed in the weekly management meeting. A 
new matrix system has been completed to ensure cleaning trends are identified and cleaned on a 
regular basis.  
 
The cleaning matrix is efficient as it provides a timescale for each staff member to complete a 
specific cleaning job, by a certain time. 
 
 Cleaning specification for each area is available staff are aware of the standards of cleaning 
required for each job 

3.6 Grounds Maintenance 
 
Daily litter picking of the car park and surrounding areas continue to be carried out. The main area for 
this time of year is the removal of leaves from both grass verges and all pathways. 
 
Glendale currently operates the Grounds Maintenance contract. 
 
There has been an improvement to the Grounds since the introduction of Glendale.  The staff are also 
cleaning the Grounds on a regular basis. 
 

3.7 Pool Water Quality          

Water testing sheets have been reviewed to ensure parameter levels are present. This will provide 
guidance as to what action should be taken and at what stage. 

The Centre Manager reviews the water tests from the previous week on a Monday morning and is 
discussed during the weekly Management Team meeting 

The monthly inspections of bacteriological water testing levels were completed for the Main Pool, 
Teaching Pool on 25 October 2010. The results of October’s water inspection did not show any 
problems for either pool. 

4.  Health and Safety Management         
 

FPLC hosted a National Pool Lifeguard Qualification training session on the first Monday of the month. 

 

As part of Parkwood Leisure’s Health and Safety Work Plan for 2010, FPLC, where applicable, 

performed their respective tasks during the period of October: 

 

• Full Food & Beverage Risk assessment 

• Machine maintenance of spin bikes 

• ROSPA Inspection 
 

 

There were 6 accidents in total for the period of October 2010.  There were no potential trends with 

these accidents. 

 

There was no RIDDORS for the month of October 2010. 

 

There was 1 incident in October 2010.  
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The accidents/incidents have been completed in the new template, which measures against usage; 

October usage was 18581. 

 

 

5. Customer Relations – Customer Care, Satisfaction, Customer Feedback 

 
There were 43 comments regarding FPLC, these were comprised of letters and customer comment 
cards and emails.  All other emails were enquiries for programming. 
 
There were 25 positive comments in October 2010, the main items were: 

 

• Positive staffing comments - 4 

• Refurb positives (Fitness Suite)  - 4 

• Pool relative positive comments – 5 

• Spin classes – 3 

• Childrens Parties - 6 

• Please see customer comment analysis for further information. 
 
 
The main areas of complaint in October 2010 were as follows: 

 

• Spa being out of use - 6 

• Diving board being out of use - 2 

• Cleanliness and smell of changing rooms - 3 

• Please see customer comment analysis for further information. 
 

6.  Marketing, Programming, PR and Customer Communication    
 
In October 2010, FPLC had an article in the local new shopper, which focused on centre improvements 
to cleanliness and maintenance. 

 
FPLC is drafting a press release for November 2010 in relation to a customer’s positive experience 
since joining the gym here at FPLC, and how it has benefited her. 
 
The Centre has displayed the investment boards within the Reception Foyer and has requested views 
and ideas from the customers and staff.  Customer forms are located at Reception for people to submit 
their ideas as to what is required at the Centre.  The Marketing department have emailed a copy of the 
form to all customers that have email addresses on the system. 
 
In October 2010 there was a one-day promotion called “Frightening Offers”. For one day only, 
customers were able to join our expressions membership, and pay only £15 until December 2010. The 
customer did not have to pay a joining fee nor did they need to make any interim payment other that 
the initial £15. 
 
 For October 2010 we exceeded our sales target by achieving 51 sales for the month. 
 
Parkwood leisure is working towards promoting bookings made online. In order to attract customers to 
this methods of booking, we will be promoting various offers, which will only be available for those 
customers that have booked online. 
 
 Novembers offer will be a squash court price reduction during our quieter periods. This will be 
reviewed next year. 
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 Parkwood Leisure are currently working on an action plan to promote FPLC to increase usage.  The 
action plan was created to promote the installation of the new Fitness Suite and the refurbishment of 
the following areas: 
 

• Reception Foyer 

• Three Changing Rooms 

• Changing Room Corridor 

• WC’s and Toilets 
 

 
 

7. Community and Sport Development Initiatives     

 

Parkwood Leisure is continuing to develop the under 16-target group with activities such as Teen gym 

and Teen circuits. 

MEND is a 10 week course run at FPLC, which focuses on lifestyle changes for obese children ages 7-

13years. Due to low participation levels, the next course will be running in the New Year. 

FPLC are keen to look at promoting disability usage within the centre, and are currently in discussions 

with DBC and our sports development officer to try and arrange BOCCIA sessions. BOCCIA is a sport 

specifically designed for people with a severe physical disability, and is a similar to an adapted version 

of bowls. 

 


