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Inverclyde

council
AGENDA ITEM NO. 4
Report To: Education and Communities Date: 5 November 2019
Committee
Report By: Ruth Binks Report No: EDUCOM/88/19/HS

Corporate Director
Education, Communities and
Organisational Development

Contact Officer: Hugh Scott Contact No:7 15459

Subject: Inverclyde Leisure: Annual Report 2018/19

PURPOSE

The purpose of this report is for the Education and Communities Committee to note
Inverclyde Leisure’s Annual Report 2018/19.

SUMMARY

The attached Annual Report 2018/19 covers the third year of Inverclyde Leisure’s three-
year business plan.

Inverclyde Leisure manages a number of facilities on behalf of Inverclyde Council,
including leisure facilities, playing fields and pitches, both 3G and grass. It also manages
and facilitates a range of community facilities including the three town halls as well as
community hubs and halls

Inverclyde Leisure’s Annual Report 2018/19 outlines its performance in a range of areas
from corporate and operational achievements to its financial performance over the past
year.

RECOMMENDATIONS

It is recommended that the Education and Communities Committee notes the Inverclyde
Leisure Annual Report 2018/19.
Ruth Binks

Corporate Director Education, Communities & Organisational Development



4.0 BACKGROUND

4.1 In March 2018, Inverclyde Leisure (IL) presented an update to its current three-
year Business Plan to the Education and Communities Committee. The attached
Annual Report 2018/19 covers IL’s final year of its three-year business plan.

4.2 Inverclyde Leisure facilities

Inverclyde Leisure manages a number of facilities on behalf of Inverclyde Council,
including:

10 leisure facilities;

3 Town Halls;

6 3G Pitches;

6 Voluntary Managed Halls
3 Community Hubs;

17 Grass Pitches;

1 Athletics Stadium; and

4 Community Facilities

More specifically, those facilities are:

Waterfront Leisure Complex & Fitness Gym;
Greenock Sports Centre & Fithess Gym;
Ravenscraig Sports Centre & Stadium;
Battery Park Pavilion & Pitches;

Indoor Bowling Club Port;

Birkmyre Park Gym & Pitches;

Greenock Town Hall;

Boglestone Fitness Gym and Boglestone Community
Centre,

Port Glasgow Town Hall;

Gourock Pool & Gourock Fithess Gym,;
Gamble Halls, Gourock;

Lady Octavia Sports Centre;

Port Glasgow Swimming Pool;

Parklea Community Sports Facility;
Gourock Park; and

Broomhill Park.

(Successes include:
(

e |IL had a successful year in terms of income, having delivered £6.9m, an
increase of £200k on previous year and also delivered a small operating
surplus. Income in core activities also grew by over £350k which allowed IL to
reduce Inverclyde Council funding by £92k and invest £229k capital
expenditure in the year.

e Usage has increased from the previous year with community facilities and
pitches contributing to 1.61 million visits. This was increase of approximately
5% on the previous year.



e Positive customer service feedback was recognised through the national
Benchmarking framework (NPS). IL achieved 1st place out of 509 leisure, clubs,
public and private, for outstanding service;

e Customer satisfaction, as part of the NPS surveys placed Inverclyde Leisure 3rd
best in Scotland with 87% of Inverclyde residents being satisfied with local leisure
facilities;

e Parks and Pitches in the year saw significant changes in operations with a full
review of the service resulting in a decrease in costs by 33% but also
increasing parks’ and pitches’ income by 18%. Il also supported Greenock
Morton at Parklea, the Paisley and Johnstone football league at Battery Park,
Denmark under 19s women'’s national team, Poland’s under 17s football team
as well as a number of Inverclyde Football, Rugby and Athletics club bookings;

e Fitness Gyms and Sports Facilities experienced a growth in total membership
of 374 members and overall income growing by £179K. The team delivered
many hew initiatives at the Bowling, Lady Octavia, Ravenscraig and
Boglestone. The team also helped drive the sporting and event
programme.This included Primary School Athletics, Group Fitness Launches,
Gourock Triathlon, Kilmacolm Running Festival and launching Tennis at
Greenock Sports Centre;

e Swim School income remained steady with a slight growth at Port Glasgow
Pool. Skate School continued to grow, finishing the year with the excellent
skate show produced by our dedicated team selling over 1,000 tickets. We also
invested in the Waterfront with new skate accessories to help tuition, launched
the Skillbike studio, purchased a Zamboni ice machine, upgraded the
Waterfront toilets and fullv launched the Parent Portal for swimmina lessons.

4.4 The IL report also details future developments:

e Continued growth of the CrossFit facility at the Greenock Sports Centre and
potential development of Port Glasgow Pool;

¢ Build on the success of 2018/19 by continuing to deliver a first-class service to
all our customers and stakeholders. Year three of our three-year strategic plan
will see us continuing to provide great products and activities whilst providing
value for money, promoting a healthier and more active community;

e Marketing will remain a high priority with continued development of strategic
support and development of our marketing and promotion calendar. The
Inverclyde Leisure website will be upgraded, and we will be facilitating monthly
marketing and development workshops. Market segmentation will continue with
new product launches taking place throughout the year with demographic and
national trend research also undertaken;

e Continue to build on partnerships with the NHS and local organisations to deliver
a health and wellbeing service aimed at those most vulnerable in the community.
Services will include the Live Active referral scheme the Vitality community
rehab service and the Move More programme run in partnership with MacMillan
Cancer Support;

e Community Services will continue to provide an important service to our local
population providing a base from which people can play an important role in
community life. Targets for the year include developing effective campaigns and
advertising strategies around new ticketed events, weddings and special
occasions, developing IL ticketed promotion calendar to include tribute acts,
comedians and party nights and look at performance of bookings and targets; and

¢ IL will see some exciting developments in its sports, leisure and pool facilities.
Major upgrades include a major upgrade and expansion of the Fitness for Less
Gym at Boglestone to include air conditioning, new studio area, new spin area
and the development of a play and café area.



5.0

5.1

5.2

Finance

Financial Implications:

One off Costs

Cost Centre Budget Budget | Proposed Virement | Other Comments
Heading | Years Spend this From
Report
N/A
Annually Recurring Costs/ (Savings)
Cost Centre Budget With Annual Net | Virement Other Comments
Heading | Effect Impact From (if
from Applicable)
N/A
Legal
N/A

Human Resources

N/A




5.3 Equalities

Equalities

(&) Has an Equality Impact Assessment been carried out?

YES (see attached appendix)

NO — This report does not introduce a new policy, function or strategy or
X recommend a substantive change to an existing policy, function or strategy.
Therefore, no Equality Impact Assessment is required

(b) FEairer Scotland Duty

If this report affects or proposes any major strategic decision:-

Has there been active consideration of how this report's recommendations reduce inequalities of

outcome?
YES — A written statement showing how this report’'s recommendations reduce
inequalities of outcome caused by socio-economic disadvantage has been
completed.
X NO

(c) Data Protection

Has a Data Protection Impact Assessment been carried out?

YES — This report involves data processing which may result in a high risk to the
rights and freedoms of individuals.

X NO

5.4 Repopulation
N/A
6.0 CONSULTATIONS
6.1 N/A
7.0 BACKGROUND PAPERS

7.1 None.
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the IL app, researched RFID fast access, improved
access control and continued our IT and phone lifecycle
replacement strategy.

We continued to invest in the facilities along with our
partners Inverclyde Council in preventive and reactive
maintenance and also carried out a number of upgrades
to lighting, replacing units with LED lights, refurbishing
studios at the Waterfront and Boglestone and the
refurbishment of Lady Octavia and the Indoor Bowling.

EXEC u TIVE Lady Octavia was launched in February to include our

third Fitness for Less club and business development
remained a core focus throughout the year. This included
s u M MARY developing new plans for Boglestone with soft play, café
and gym upgrade, a bid for a new tennis centre to include
toddler play, gym and vended café, embedding the new
café, a skill bike studioc at the Waterfront and managing
' the refurbishment of the
bowling centre. We also
continued to drive key
areas of the business
including swim school,
skate school, CrossFit,
children’s activities,
ticketed events, fitness
and memberships.
We did extremely well
in the year delivering

It's been a fantastic year for development with
year 2 of the 2017/20 Strategic Plan laying down
some solid foundations to build on with new
developments being planned and implemented
in the year. This could not have been achieved
without our teams going the extra mile driving
sustained change in many business areas.

The Board of Directors have guided these
changes giving advice and support

when needed and many of these

projects were made possible by

our partnership working with

Inverclyde Council creating

opportunities for a healthier

Inverclyde.

Financially, we have had another

successful year and have grown

income to £6.9m an increase of

£200k on the previous year and

delivered a small operating surplus.

Income in our core activities also

grew by over £360k which allowed

us to reduce council funding by

£92k and invest £229k of capital expenditure in
the year. Usage grew again from the previous
year to 1.61 million visits. This was an increase of
approximately 5% and 70,000 visits

customer service
through several different
platforms. This included
“you said we did boards”,
customer surveys,
comments cards, formal
feedback, the WOW
customer comments
system “catching our
employees doing

things right”, national
benchmarking and

NPS. This helped us achieve 89% of our
customers surveyed being very satisfied
with our employee’s customer service.
We achieved Ist place out of 509 leisure
clubs, public and private, for outstanding
customer satisfaction as part of the NPS
surveys and the 3rd highest in Scotland
with 87% of Inverclyde residents being
satisfied with local leisure facilities as

We also developed our employees by partnering
with the University of the West of Scotland to
deliver Chartered Management Institute training
level 6, 8 and 11 and celebrated our employees
through the Annual Excellence Awards.

The company continued to have a strong market
presence in the area working with our partners

at Bigwave media to deliver many campaigns
throughout the year, developing new branding and
designing and implementing the new Inverclyde
Leisure mobile app.

Information Technology remains a key area for

IL and we continue to look at new technology to
see if they are applicable to leisure. In the year
we installed our first self-service kiosk, developed

93873 Annual Report 18/19v7.indd 9 @ 24/09/2018 14;42' |
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part of the National Benchmarking Survey. We also
achieved a National Award for Quality Service Provider
of the year at the WOW Awards.

The company continued to improve its audit scores for
quality management delivering a corporate average of
87% which was 9% above target for year 2 and Health
& Safety audits saw a slight improvement of 1% above
target to 88%.

Health and wellbeing saw some great results with Live
Active referral baseline appointments growing 7%,
vitality attendances growing by 53% and supported
sessions growing 20%. Move More Cancer rehab
session made solid progress with 564 hours of
participant interactions.

The Town Halls had some fabulous bookings including
16 weddings, Ardgowan Hospice, the Medical Aid
Society, Amazon, EE, Buchanans and River Clyde
Homes. We also had several bookings and organised
events as part of our showcase brand, these included
Oasis vs Stone Roses tribute acts, U2 tribute, Example,
Red Hot Chili Pipers and Hogmanay with Big Vern &
The Shootahs. We also saw an increase in community
bookings of 6%.

Parks and Pitches in the year saw significant changes
to the operation with a full review of the service

(T

decreasing costs by 33% but also increasing parks

and pitches income by 18%. The team also catered for
Greenock Morton at Parklea, the Paisley and Johnstone
football league at Battery Park, Denmark under 19s
women'’s national team, Poland’s under 17s football
team as well as a number of Inverclyde Football, Rugby
and Athletics club bookings.

Fitness Gyms and Sports Facilities saw another
fantastic year with a growth in total membership of
374 members and overall income growing by £179K.
The team delivered many new initiatives at the
Bowling, Lady Octavia, Ravenscraig and Boglestone.
The team also helped drive the sporting and event
program this included Primary School Athletics,
Group Fitness Launches, Gourock Triathlon, Kilmacolm
Running Festival and launching Tennis at Greenock
Sports Centre.

In the year Swim
School income
remained steady with
a slight growth at Port
Glasgow Pool. Skate
School continued to
grow finishing the
year with the excellent
skate show produced
by our dedicated

team selling over 1,000 tickets. We also invested in the
Waterfront with new skate accessories to help tuition,
launched the Skillbike studio, purchased a Zamboni
ice machine, upgraded the Waterfront toilets and fully
launched the Parent Portal for swimming lessons

We achieved a lot in the year thanks to the dedication
and commitment of our employees, the board and the
continued support from Inverclyde Council.

Kieron Vango
Chief Executive

10
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Customer service will remain a priority and we will
further our commitment to the national WOW awards
giving our customers the opportunity to recognise
excellent service from our employees.

We will investigate automation for some front of house
services including self-service kiosks.

OUTLOOK FOR
2019/20

We will continue to organise regular WOW staff
certificate presentations for staff and recognise
employees’ achievements at our annual excellence
awards.

We will ensure continuous improvement of our service
and continue to work with external auditors regarding
our annual GMS and health and safety management
systems. Quarterly quality audits will take place at all
facilities with a corporate
target set at 75%. Annual
external health and safety
audits will continue with
89% corporate target set.

We will build and capitalise on the success of
2018/19 by continuing to deliver a first-class
service to all our customers and stakeholders.
Year three of our three-year strategic plan will
see us continuing to provide great products
and activities whilst providing value for
money, promoting a healthier and more active
community.

We will continue to
build on partnerships
with the NHS and local
organisations to deliver
a health and wellbeing

We will further develop and
improve our corporate services
and review our HR policies and
procedures to ensure that they

are robust and fit for purpose.

The My Development Plan staff
development process will remain a
priority ensuring that we offer staff
the opportunity for personal and
professional development.

Staff training will remain a focus

and we will be investigating ways

to further develop our partnership

with the West of Scotland

University to offer management

and leadership training opportunities to staff,

service aimed at those
most vulnerable in the
community. Services
will include the Live
Active referral scheme
the Vitality Community
Rehab service and the
Move More programme
ran in partnership

with the MacMillan
organisation.

Other corporate pricrities will include arganising
our'annual Excellence Awards for our employees
recognising personal and business achievement
from the previous year. We will also ensure a fair
pay award is achieved.

Marketing will remain a high priority with
continued development of strategic support and
development of our marketing and promotion
calendar. The IL website will be upgraded, and
we will be facilitating monthly marketing and
development workshops. Market segmentation
will continue with new product launches taking
place throughout the year with demographic and
national trend research also undertaken,

We will investigate sources of funding
to enable continuation of programmes
aimed at those residing in Inverclyde
Social Index of Multiple Depravation
(5IMD areas)

We will negotiate with the NHS to secure
funding for the Live Active and Vitality
services beyond 2019/20.

We will ensure that our IT systems and services are
updated and fitted to our needs. We will audit our
IT hardware and replace as necessary.

An exit strategy will be developed in partnership with
Macmillan to look at continuing some of the services
delivered as part of the Move More programme once

the three-year funding agreement ends in March 2020.

Community Services will continue to provide an
important service to our local population providing

a base from which people can play an important

role in community life. Targets for the year include
developing effective campaigns and advertising
strategies around new ticketed events, weddings and
special occasions, developing IL ticketed promotion
calendar to include tribute acts, comedians and party
nights and look at performance of bookings and
targets.

This year will see some exciting developments in our
sports, leisure and pool facilities. Major upgrades
include expansion of the Fitness for Less Gym at
Boglestone to include air conditioning, new studio
area, new spin area and the development of a play
and café area.

Other developments include transformation of
Port Glasgow Pool with the addition of an Express
circuit area, a new secure entry system and a fast
pay kiosk. We will continue working with Tennis

Scotland, Sports Scotland and the Lawn Tennis
Association on the project to build an Indoor Tennis
facility at Rankin Park. We are commencing the start
of the gym refurbishment cycle.

We will continue robust financial management of
the business and work with IC to reach a desired
outcome in relation to reductions in our
management fee.
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