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INTRODUCTIONS  
 • John Amatt – Head of Service, GLL West Region  

• Paul Shearman – Partnership Manager, West 
Oxfordshire  

 



CONTRACT BACKGROUND  
 
 
 
 



MEETING THE COUNCIL PRIORITIES 
 

• Quality of Life and Health  
• Protect the Environment 
• Local Economic Benefit  
• Value for Money and Quality of Service 
 



QUALITY OF LIFE AND HEALTH 
    GLL IN THE COMMUNITY   
  
 

WALKING FOOTBALL AT CHARLBURY 
•  Held at Charlbury Community Centre 
•  Specifically targeting more rural areas of the District 
•  The third session to be introduced across the District         
•  Over 50 participants now playing regularly each week  
 

SLIPPER SOCCER AT PENSHURST GARDENS CARE HOME 
•  Held at Penshurst Gardens Care Home 
•  Provided free of charge by GLL 
•  Session now regularly delivered as part of GLL’s 

Dementia Awareness programme   
•  5 GLL West Oxfordshire staff have now received 

specialist training in the ’Dementia Friends’ scheme 



QUALITY OF LIFE AND HEALTH 
     GLL IN THE COMMUNITY   
  
 

MAKE A DIFFERENCE (MAD) WEEK 
• A scheme to raise the profile of volunteering among  
      young people 
•  15 students from Bartholomew School became MAD Week 
      volunteers   
•  9 different community sports sessions were delivered to  
       over 500 participants  

THE BETTER CLUB GAMES 
• Held at The Copper Box Arena and London 

Aquatics Centre  
• 700 participants competed in eight different sports 
• Team West Oxfordshire won the Swimming Event 

for the second year in succession   



GO ACTIVE GET HEALTHY 
•  A free to join programme 
•  Aimed to increase participation in physical activity  
      and sport in people who are inactive 
• Activities and sports sessions delivered all across 
      the District  
          2017 Participants Achieved:  1,115 
 
   
 
 
        
 
  2017 Participants Target: 1,000  
 
 
 

QUALITY OF LIFE AND HEALTH 
   GLL IN THE COMMUNITY 



LOCAL ECONOMIC BENEFIT 
     GLL SPORT FOUNDATION   
  
 

THE GLL SPORT FOUNDATION 
• The largest independent athlete support programme in the UK 
• Provides athletes with financial, training and  
      sport science support 

40 

NUMBER OF  
FUNDED ATHLETES  

2017  

£21,500 

VALUE OF 
FUNDING   

2017  



QUARTERLY PERFORMANCE MONITORING 
REPORT  
QUARTER 1 (AUGUST - OCTOBER 2017) 
 



CUSTOMER FEEDBACK AND COMPLAINTS SUMMARY 
 

• No comparator variance from 
previous year due to change in 
customer experience survey 
data provider 

• Bartholomew NPS within top 3 
of GLL West Region  



CUSTOMER FEEDBACK AND COMPLAINTS SUMMARY 
 



COMPLAINTS QUARTER 1 AUGUST – OCTOBER 2017  

     46  
 
 
 
 

VALUE FOR MONEY AND QUALITY OF SERVICE 
    

7% 
Vs. 

Previous 
Quarter 

28% 
Vs. 

Previous 
Year 



MEMBERSHIP AND UTILISATION DATA 
 • Woodstock closed for 

season during this 
reporting quarter  

• Strong Swim School 
attendances at start of 
September have 
contributed to 
participation growth at 
Carterton 

• Strong member growth at 
Bartholomew   

 



MEMBERSHIP AND UTILISATION DATA 
 

• Significant growth in Junior memberships due to successful summer campaign 
• Pre-paid H&F members have hit highest ever levels during 2017 
• Good growth in Swim Only memberships due to September uptake levels 
• Excellent growth in Healthwise (GP Referral) new starters onto membership 

scheme 



MAJOR ACCIDENTS AND INCIDENTS 
 



OPERATIONAL EXPENDITURE AND INCOME 
 



OPERATIONAL EXPENDITURE AND INCOME 
 



QUALITY ASSURANCE 
 



ENVIRONMENTAL AND ENERGY MANAGEMENT 
 

• Contract Year 
Q1 crosses 
summer and 
autumn – 
this creates 
variations in 
the quarterly 
comparisons   



PROTECT THE ENVIRONMENT 
 ENERGY CONSUMPTION  
 QUARTER 1 AUGUST – SEPTEMBER 2017 

 
 
TOTAL ELECTRICITY  

CONSUMPTION  

4% 
Vs. 

Previous 
Quarter 

11% 
Vs. 

Previous 
Year 

TOTAL WATER  
CONSUMPTION  

11% 
Vs. 

Previous 
Quarter 

34% 
Vs. 

Previous 
Year  

TOTAL GAS  
CONSUMPTION  

10% 
Vs. 

Previous 
Quarter 

26% 
Vs. 

Previous 
Quarter 



STAFF UPDATE 
 



CENTRE UPDATES 
 



KPI’S 
 



KPI’S 
 



KPI’S 
 



VALUE FOR MONEY AND QUALITY OF SERVICE 
QUEST 
• Nationally recognised industry standard for 

leisure 
• Measures continuous improvement and service 

excellence  
• The OFSTED of the leisure industry  
• A full 1 or 2 day assessment plus an 

unannounced customer experience   
 



VALUE FOR MONEY AND QUALITY OF SERVICE 
   QUEST SCORES 
 



VALUE FOR MONEY AND QUALITY OF SERVICE 
   WINDRUSH LEISURE CENTRE QUEST  
 MYSTERY VISIT FEEDBACK 

• Unannounced visit 
• Full customer journey undertaken and assessed 
• Represents 25% of total Quest score  
• Windrush achieved the second highest Mystery 

Visit score for the  entire UK in 2017 
• Windrush staff have been invited to the 

CIMSPA/NBS conference in February to receive a 
recognition award for this achievement  

 



QUESTIONS…. 
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