BOLSOVER DISTRICT COUNCIL CITIZENS’ PANEL ACTION TABLE

Citizens Panel Report: September 2009




Date: 22 December 2009
	Staff contact
	Dept
	Key findings
	Page  ref
	Action
	Deadline for completing action
	Progress Report (after 6 months)

	Lee Hickin
	Leisure
	1 80% of respondents had not visited any of the Council’s four leisure centres over the last year
	Pg5
	1 Regular user satisfaction surveys would be better taken of leisure centre customers with the Citizen Panel used to get the views of none- users
	Schedule satisfaction surveys in by Feb 2010.
Annual questions in Citizen Panel to gain views of none users (autumn 2010)
	

	
	
	2 Panel members who had not used the leisure centres in the last year were asked for the reasons. The most frequent answer chosen was that ‘none of the centres are near to where I live’ (28%) followed by ‘I don’t know what activities are available’ (21%). Also mentioned frequently are three factors which it will be more challenging for the Council to address: responses were that people had a medical condition preventing them taking part, they don’t have time or just didn’t want to (17% each).
	Pg8
	2 To encourage none- users, improve the reach of information and marketing of the Council’s leisure services particularly mobile facilities that can be taken near to where people live, and facilities that may be designed around people with medical conditions
	Include actions to promote the mobile facility ‘Wellness on Wheels’ in the Leisure Service improvement plan by March 2010.
Promote the exercise on prescription scheme to GP’s via a DVD (Sept 2010)

In the programming and development of exercise classes aim to provide ‘pay as you go’ sessions designed around people with medical conditions. (Sept 2010)
	

	
	
	3 Also mentioned frequently are three factors which it will be more challenging for the Council to address: responses were that people had a medical condition preventing them taking part, they don’t have time or just didn’t want to (17% each).
	Pg8
	3 Consider holding a workshop for none users with a medical condition, who don’t want to take part or don’t have time, to help discover what, if anything, would motivate them to use the leisure centres
	Investigate the potential to invite Citizen Panel members from the Creswell and Shirebrook areas to take part in further consultation on this topic (February 2010)
	

	
	
	4 From the responses received it is evident that customer changing facilities are one of the most important factors of satisfaction but they are also an aspect of the service with which satisfaction levels are one of the lowest
	Pg7
	4 Undertake further research with staff and users to identify: what improvements they would like to see made to the changing facilities and cleaning schedules. Also identify what they see as adequate equipment, and what is missing at the moment
	Make this a topic for discussion at the customer forum planned for Creswell Leisure Centre (dependant on when the forum starts)
Address this within the Leisure Service improvement plan by March 2010.
	

	
	
	5 In addition to improving customer changing facilities, attention should also focus on:

· improving satisfaction with how affordable customers perceive the services to be,


	Pg7
	5 Identify which charges customers perceive to be too high and identify if reductions can be made. Also, investigate methods to publicise that the service provided is good value for money
	Benchmark charges with other LA’s and private providers. Analyse the actual costs of providing the service.
Address this within the Leisure Service improvement plan by March 2010.
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Please add rows for more key findings and action points as required. Complete all but the last column. The Progress Report is due in 6 months June 2010
Please return this form to the User Engagement Officer, Corinna Beatson x2300 corinna.beatson@bolsover.gov.uk
