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KEY STATISTICS

92% respondents 92% respondents

ok & are likely to recommend the e are satisfied*
centre to Others *measured range from slightly satisfied to very satisfied

34% respondents 34% respondents

visit between 9am-noon experienced a problem at the centre

95% respondents 61% respondents
drive in a personal car visit with family / friends

Top 3 Activities

Lap Swim ® Learn to Swim Leisure Swim
Q. 41% respondents @ 34% respondents & 9% respondents
— d T
[ ¥
Top CSQ Benchmark Weak CSQ Benchmark
Performance Attributes Performance Attributes

A0.5 Have suitable parking V -0.4 GEVCERGEREI: W

knowledgeable instructors
A0.4 Be well-maintaned \ 2\ sl Provide adequate child minding
A0.3 Have clean pool water 0.0 EVCLGESCUNIE staff

*Detailed view of Centre’s Performance vs. Expectation and comparison to CERM-PI Benchmark can be found on Pages 7-9
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What your customers said*:
“Easy access and parking. Good showers with lots of room. Bars available to aid walking”

“I find your Swimming lessons reservation system confusing and have heard complaints from other parents about
it being disorganed and poorly communicated.”

“| enjoy the ambience of the pool, the staff are respectful and friendly. The cafe has great coffee”
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* All customer comments and suggestions are attached in Section 5
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Introduction and Methodology

INTRODUCTION

In choosing CERM PI as a research partner you have secured the application of stringently tested, secure and
industry specific methods of evaluating your centre’s performance. CERM PI manages the only national
benchmarks for public sports and leisure facilities, run annually to ensure currency and evaluated regularly in
partnership with industry to ensure relevance.

This report incorporates results from these benchmarking exercises with your centre’s results. Compare your
results against last year’s survey, and the CERM PI benchmarks for a quick and reliable check of your centre’s
performance over time, and compared to industry. CERM PI protocols, developed to meet strict UniSA ethics
standards, allow the opportunity to compare with external industry benchmarks, whilst ensuring the security
and privacy of sensitive information.

This report uses three separate sets of performance indicators (Pls) developed for sports and leisure centre
management. These Pls were derived from industry input including focus groups across Australia & NZ, as well
as the international research literature; and are reviewed on an on-going basis.

This report comprises five (5) main sections:

Customer Relations and Satisfaction

The first section of the report presents respondents’ overall level of satisfaction with the centre, as well as the
level of likelihood they would recommend the centre to others. The survey included some additional comment
opportunities for respondents which are presented in the final section of the report.

Customer Service Quality (CSQ) Indicators

The CERM PI CSQ model, tailored to leisure centres, incorporates two main dimensions of service quality: 17
items that focus on facility and provision aspects of the centre and another 5 items that explored aspects of
staffing in the centre.

Benefit indicators

A second major focus of the CERM PI indicators is the benefits the end user or customer receives from their visit
to the centre. This section presents respondents rating of importance and achievement of 9 benefit attributes.

Customer demographics

Demographics of respondents will enable the centre to have an in-depth view of who their customers are, looking
at age, gender, and usage preferences of the customers. The section also reports the key activities customers
participate in at the centre.

Comments and Suggestions

The final section of the survey presents the additional comments and suggestions from customers of the centre.
These include any problems faced during their visit to the centre and overall suggestions for the centre.



METHODOLOGY

Data for this report was collected using an online questionnaire under the guidance of the appropriate
protocols issued by CERM PI®, University of South Australia.

Customers to the centre were asked to complete the survey online. Those customers who were members of
the centre were sent a link to an online survey. The survey measured: customer satisfaction with
facilities/operations and staff, benefits from centre usage, their level of satisfaction & advocacy and questions
relating to their usage and their demographics.

Analysis

The questionnaire was developed to provide Council and centre staff and management with diagnostic value in
the area of customer profiles and service quality management. Council and centre staff have an in-depth
understanding of the wider environmental context in which the facility operates and are best placed to
interpret the results provided in this report. The study should not be treated in isolation but be used as part of
the total information on which management decisions are based.

Note: Percentage totals may not equal (+ or -) 100% due to rounding.

Note: CERM PI 202x benchmark is a cumlitative median of the data collected across all centres from
202x-202x.

Confidentiality

The information contained in the report is the property of the client and CERM PI, and may not be reproduced
or transmitted in any form without their consent. CERM PI may utilise information gathered for further
research and education and is committed to do so whilst protecting the confidentiality of the client. Outcomes
of research efforts can be reported in professional forums.




1. Customer Satisfaction and Relation

CUSTOMER SATISFACTION
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e 92% of all of respondents suggested they were somewhat to very satisfied with the
centre overall.

e The mean satsfication for Aquatic Centre is 6.1 (slightly above “Satisfied”) out

of a 7-point scale.

e 34% of respondents experienced a problem at the centre, which is lower than the
CERM Pl benchmark

e 92% of all respondents suggested either “Maybe”, “Likely” or “Very Likely” to
recommend Aquatic Centre to others.

LIKELY TO RECOMMEND THE CENTRE
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Very likely Likely Maybe Neutral Maybe not Unlikely Very unlikely

PROBLEM RESOLUTION

202x CERMPI
% %
Problems experienced 34 39
Problems reported 46 62
Problems resolved 35 28




2. Customer Service Quality

In the questionnaire respondents were asked to rate expectations and perceptions of performance in relation
to attributes of customer service quality (CSQ). The scale used for this section ranges from 1 (‘disagree’) to 6
(‘very strongly agree’).

Expectations refer to the extent to which The performance mean measures how a service
customers believe a particular service attribute attribute is perceived to be performing. High
should be provided at the centre. High performance means indicate a service quality
expectations tend to represent higher priority CSQ  attribute is perceived by customers to be well
attributes. Low expectations may indicate delivered. A low performance mean may identify a
customers have limited interest or need for this potential problem requiring monitoring.
CSQ attribute. Alternatively, it may be due to a unique
circumstance of the centre (e.g. shared use of public

The expectations and the performance means are

used to calculate the Customer Service Quality

Gap (CSQ Gap) for each CSQ attribute; the extent The Customer Service Quality Score (CSQ Score)

to which performance does not correspond to reflects the service quality gap as a percentage,

expectations. allowing for more direct comparison with other
customer feedback such as overall satisfaction with
the centre and willingness to recommend the
centre.

parking facilities).

SUMMARY

e Respondents rated “Have clean pool water” and the centre being “Clean” and
“Well-maintained” highest on expectations

e Respondents rated the centre having “Presentable staff” and being “Well-
maintained” highest on performance

o Aquatic Centre’s best performing attributes compared to the CERM Pl CSQ
Benchmarks were “Having suitable parking” and the centre being “Well-maintaned”

o Aquatic Centre achieved an overall service quality score of 91%



SERVICE QUALITY: EXPECTATION, PERFORMANCE AND BENCHMARK

COMPARISON
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The Centre should_
always be clean h5 4.6 -09 o I R
be wel maintained h 4 4.3 -0k 10 & 04
hiawe high quality 2 well maintained equipment 5.3 4.6 -0.7 10 & 03
hawve clean pool water 56 49 -0.7 11 & 04
hiawe pool water at the right temperature 5.0 45 05 08 & 03
have up-to-date information (ie. activities, events) 4.4 4.3 -0.5 -0E = 01
be well arganized & well run [ie. bookings, openinglclosing time:) 5.1 44 07 07 = 0a
hawve a suitable range of activities available 45 43 -0.2 04 & 02
hawve programstactivities that start & finish on time 47 4.3 -0.4 04w 00
hawve programslactivities that are relevant to vour needs 44 43 -0.1 04 & 03
provide value for entry fee 413 4.4 -0.5 08 & 03
hawe programs!activities that provide value for money 45 4.7 -0.4 07 & 03
Ensure behaviour of athers does not detract from waur 50 47 i 08 = 00
experience
hawe safe & secure parking 43 4.7 -0.2 0B & 04
hawe suitable parking [ie. number of spaces, drop-off zones) 419 4E -0.3 09 & 06
hiawe suitable food & drink Facilities 41 39 -0.2 02 & 07
provide adequate child minding 3.7 35 -0.2 01w -0
hawe friendly staff b2 4.8 -04 04 = 00
hawve rezponsive staff 5.3 4B -0.7 0B & 01
hawe presentable staff 43 49 o0 01 & 01
hawve erperiencedknow ledgeable staff 5.0 4B -0.4 -0 & 07
have instructors esperiencediknowledgeable 5.3 44 -049 -0h W 04
Owerall service gquality 91 =

A Above 0 Gap | Neutral Gap | ¥ Below 0 Gap

* The Overall Service Quality result is calculated by dividing the combined averaged performance scores by the combined averaged
expectations *100



3. Customer Benefit Analysis

The questionnaire asked the respondents to rate their level of importance and achievement in relation to a list
of benefits. The scale used for this section ranged from 1 (‘not at all’) to 5 (‘very high”).

The importance mean measures the relative The achievement mean indicates the extent to
importance of particular benefits as a reason for which the benefits were achieved as a customer of
attending this centre. the centre.

The importance and achievement means are used Use of benefits: Understanding the benefits

to calculate the ‘Benefits gap’ for each attribute - achieved by your centre customers will aid in the

that is, the extent to which achievement does not design, promotion and delivery of opportunities

correspond with the importance rating. appropriate for different target groups at your
centre.

BENEFIT ATTRIBUTES: EXPECTATION, PERFORMANCE AND BENCHMARK

COMPARISON
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Improved health 4.2 3.9 -0.3 0.4 'S 0.1
Improved physical fitness 4.2 3.9 -0.3 0.4 S 0.1
Improved well-being 4.2 3.9 -0.3 0.4 r'S 0.1
Relaxation 3.8 3.7 -0.1 -0.2 o 0.1
Reduced stress levels 4.0 3.7 -0.3 -0.3 = 0.0
Improved skill level 3.7 35 -0.2 -0.2 v 0.0
Socialising with family &/or friends 3.5 3.4 -0.1 0.0 v -0.1
Improved performance in competitive sport 2.7 2.8 0.1 0.0 b 0.1
Enjoyment 4.3 4.0 -0.3 0.2 =] 0.0

A Above 0 Gap | Neutral Gap | WV Below 0 Gap

e Respondents rated “Enjoyment” and improved "Health”, and “Physical fitness”
highest on expectations

e Respondents also rated “Enjoyment” and improved “Health”, “Fitness” and “Well-
being” highest on performance

° Aquatic Centre’s best performing attributes compared to the CERM Pl CSQ
Benchmarks were improved “Well-being” and “Performance in competitive sport”



4. Respondent Demographic and Usage

e 41% of all respondents suggested “Lane (lap) swimming” as their
main activity at the centre, while 18% suggested it was a secondary
activity

e 34% of all respondents suggested “Learn to swim” as their
main activity at the centre

e 61% of all respondents attend the centre with family and/or friends

e 95% of all respondents travel to the centre in a private car

o 38% of all respondents visit the centre once per week

e 34% of all respondents visit the centre between 9am and noon

MAIN ACTIVITY UNDERSTAKEN AT THE CENTRE

MAIN SECONDARY

(%) (%)
Leisure swimming 9 27
Learn to swim 34 12
Lane (lap) swimming 41 18
Aqua exercise 1 1
Aquarobics 6 3
Strength for life 2 1
Supervise children - -
Other 8 -

*Note: Secondary Activity total can exceed 100%, representing more than 1 secondary activity selected by individual
respondents. The stated percentage reflects frequency of response on each selected activity
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USUAL MODE OF TRANSPORT TO THE
CENTRE

Private car 95%
Walk 5%
Bicycle -

Public transport -

DISTANCE TRAVELLED TO VISIT THE

CENTRE
5kms or less 67%
Over 5kms to 10kms 27%
Over 10kms 7%

FREQUENCY OF VISIT

Less than once per week 23%
Once per week 38%
Twice per week 23%
3 or more times per week 16%

TIME SPENT AT THE CENTRE

Less than 30 minutes 2%
About 30-60 minutes 48%
About 60-90 minutes 43%
Over 90 minutes 7%
15-19 years 3%
20-29 years 4%
30-39 years 18%
40-49 years 29%
50-59 years 20%
60-69 years 17%
70+ years 10%
OR DISABILITY
No 90%
Yes 10%

Prefer not to say -

DO YOU IDENTIFY AS BEING ABORIGINAL

AND/OR TORRES STRAIT ISLANDER
ORIGIN?

No 98%
Yes 2%
Prefer not to say -

11

ATTEND ALONE OR AS A GROUP

Alone 39%
With Others (Family and/or 61%
Friends)

ATTENDANCE AS GROUP INCLUDES...

Children under 5 years 23%
Children 5-15 years 39%
Both (under 5 & 5-15 years) 14%
No Children 24%

HOW LONG HAVE YOU BEEN USING THE
CENTRE?

Over 5 years 38%
2-5 years 28%
1-2 years 14%
6-12 months 6%

1-6 months 10%
Less than 1 month 4%

CENTRE

Before 9am 19%
Between 9am and noon 34%
Between noon and 3pm 14%
Between 3pm and 6pm 27%
After 6pm 5%

Male 50%
Female 50%

Gender diverse -

PLACE OF BIRTH

Australia 66%
Overseas English-speaking 24%
country
Overseas non-English-speaking 10%
country



TOP VISITING POSTCODES TO THE CENTRE
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5. Comments and Responses (Open-ended)

Note: This report shares only a sample of the comments, along with a count of some of the most mentioned
words in each section below (top themes in comments). A full list of comments for all open-ended questions is
provided as an attachment with this report.

“BEST ASPECTS ABOUT THE CENTRE”

e “Pool” was mentioned ~ 215 times by respondents when discussing the
best aspects about the centre. Responses were mostly generic or specified
the type of pool (e.g., hydro, warm pool, lap pool, and along with the
sauna and spa).

“Clean, good pools, slides fun for my child.”

“Spacious pools, great therapy pool, plenty of change rooms and warm showers.”
“The lap pool, I really enjoy it when 50 meter lap lanes are available.”

“Hydro pool area facilities!”

“Beautiful building and warm water pool.”

e “Classes” were mentioned ~ 110 times when respondents discussed the
best parts of the centre. Respondents would usually state the class they
enjoyed, while others complimented the variety of classes and group
classes. Some comments would shoutout the name of instructors from
classes.

“The wide range of choices of exercise classes, gym equipment and facilities.”
“Meeting new people and enjoying a coffee together after great classes.”
“Group fitness classes that are challenging but also fun.”

“Variety of classes, calm and friendly environment.”

e “Gym” was also mentioned ~ 90 times and responses, like pool, responses
simply pointed to the gym and equipment as being a positive at the
centre. Some pointed to the ability to swim, go to classes, and use a gym
all in one place as being a particular positive aspect to the centre.

“The gym is well equipped and spacious.”
“Love the space, it never feels crowded, friendly gym staff.”

“The range of equipment in the gym.”
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“PROBLEMS EXPERIENCED AT THE CENTRE”

e Contrasting the positive comments above, “Pool” was mentioned ~ 145
times as being a problem at the centre. Many of these responses focused
on the cleanliness of the pools and pool areas, the use of chemicals in the
pools, temperature of some pools, lane organization of the pools, and pool
areas often being closed.

“I feel that the hydro therapy pool could be cleaned. There is lots of bits of gravel on the ramp and there is dirty
sludge on the railing on the ramp and a sludge line on the tiles at the shallow end.”

“No lap lane availability for the 50m pool and no one could assist. Was told to look online and when I did that it
had not been updated for 2 weeks. This has happened a few times now. Needs to rectified. Want to swim in
50m pool not a 25m and the pool never seems to be 50m.”

“Sand (always) and band aids (sometimes) in pool.”

“Pool is too cold for daughter who does lessons.”

e Once again, contrasting above, “Classes” (mentioned ~ 120 times) and
“Class” (mentioned ~ 75 times) were discussed in regards to issues
experienced at the centre. Some comments were issues with specific
classes, but most often concerns focused on the unavailability of classes
and the booking system for classes (i.e., issues booking in, vacancies in
classes when they say full online, cancellation of classes).

“Cannot access aqua deep classes when boom is at 25mt level, as no access except cut in side steps. Not
sufficient aqua classes. Demographics of ABC is average age of 50+, so more aqua classes needed than other
areas of XYZ. Most people have to be tech savvy and set alarms for 8 days to the minute before booking into an
aqua class. Classes often book out within 15 minutes .....”

“Difficulty booking into some classes such as core and more as they Bookout very quickly.”

“Issues with my step sons class being cancelled/changed 3 times and poor communication (at the beginning).
Haven’t had any issues last few months.”

“When you sign up for a make up class then you want to change it again you can’t! Very frustrating when there’s
spots available in other classes. Also if your class falls on a Monday which is quite often a public holiday you
should be given opportunity for a make up class.”

o “Staff” was mentioned ~ 70 times and “Instructors” was mentioned ~ 50
times. However, in highlighting this, the staff per se were not always
singled out as being an issue, but communication from staff with members
was. For instance, many responses discussed sending emails or calling with
concerns or ideas, to not be responded to or follow-uped with. And
related to instructors, while some had negative experiences with
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instructors from particular programs (e.g., swimming lessons), many
discussed the problem of having inconsistency with instructors in classes.

“Constantly. Rude staff and [unknowledgeable] Long waits in queue, never an apology. Mangers or senior staff
hiding in the back and never [acknowledging] the queues or taking ownership. Nothing friendly and 'local
about it'. Appalling swimming instructors where on numerous times it has actually been dangerous! ...

“Billing issues, booking issues, poor responsiveness in problem solving, relatively unhelpful staff in these
instances, drawn out periods of resolution.”

“Inconsistent swim instructors. Very unsettling for young children.”

“I find It difficult to book into an aqua movers class due to the classes being full. Yet when I actually get into a
class there seems to be several people that don’t turn up. As this and boxing are my only uses for my
membership [ may review my options.”

“The teachers are always changing for the swimming lessons and it is difficult to have consistency for the kids
in the lesson.”
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How can the results be used?

Each year CERM PI service quality reports are conducted for many Australian and New Zealand leisure industry
sectors. Some of the ways your organisation may benefit from the information in this report include:

e Share and discuss the results of the report with staff at the Centre.
e Promote key results to Customers and thank them for their contribution.
e Incorporate the information into management plans, KPIs and contracts where relevant.

Consider further analysis. Does this report highlight something you’d like to know more about? We can help
with this.

Examples of CERM PI industry collaborators

Adelaide Hills Council City of Port Adelaide Enfield
Adelaide Plains Council City of Unley

ACT Property Group City of Victor Harbor Council
Aquatics & Recreation Victoria (ARV) City of Whyalla

Ashburton District Council NZ Cleland Wildlife Park

Australian University Sport Corporation of the City of Adelaide
Australian Museums & Galleries Assoc SA Corporation of the Town of Walkerville
Belgravia Leisure Department of Environment & Water
Botanic Gardens of Adelaide Dunedin City Council

Botanic Gardens of Australia & New Zealand Parks Australia

Botanic Gardens Conservation International Public Libraries SA

Christchurch City Council Rectangular Stadiums Australia
City of Adelaide Sutherland Shire Council

City of Blue Mountains Tennis Australia

City of Campbelltown The Barossa Council

City of Canada Bay Town of Cambridge

City of Fremantle Town of Port Hedland

City of Gold Coast VenuesWest

City of Monash Whitehorse City Council

City of Sydney YMCA Boroondara

City of Campbelltown SA YMCA Victoria

City of Holdfast Bay YMCA NSW

City of Liverpool YMCA SA

City of Marion Yorke Peninsula Council

City of Monash

Contact Us

Further information can be obtained by contacting CERM PI®

p +618 83025389 or +61 8 8302 5321
e cermpi@unisa.edu.au

w unisa.edu.au/research/cermpi
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