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EXECUTIVE
SUMMARY

Building on the success of Inverclyde Leisure’s
last Business Plan which saw the refurbishment of
Ravenscraig Activity Centre, development of low

cost gyms in Inverclyde, reduced the price barrier

to many customers, diversification into new market

places, increased usage of facilities, new branding
and increased marketing of facilities, increased
membership, more swimming and skating lessons,
increased usage of health related services, the
inclusion of parks & pitches and the development
of events within community facilities.

Inverclyde Leisure’s strategic plan for the next
three years focuses on “Providing Great Products
and Fun Activity for our Customers” whilst

providing value for money, promoting healthier and
more active communities and providing a choice of

imaginative products and services.

The company’s vision remains the same, “to be the
best in the eyes of customers, employees and our
stakeholders”, and we aim to achieve the vision
through working with a transparent framework of
core values these include:-

e Enthusiasm

* Being Positive

e Being Professional
* Being Open minded
e Innovative

e Honest

Inverclyde Leisure’s strategic direction aims to
retain its customer base and expand its operation.
Retention deals with our existing customer base
aiming to keep our customer for as long as
possible in our product portfolio. Expansion seeks
to develop new products in our current business
and potentially new business. This strategy will see
Inverclyde Leisure in its core market of leisure, fun
activity and health.

Detailed market research has been carried out.
This includes economic and political outlook,

U.K economic outlook, Scottish economy, local
government funding, non-domestic rates, council
tax, councils’ capital spending and an overview of
the U.K Leisure market and although the outlook is
uncertain, leisure has seen continual growth over
the past few years nationally especially in the low-
cost sector.

The research section also covers the areas
demographics including population, ethnic make-
up and social grades. The catchment maps form
10-minute drive time from facilities and consumer
research and shows a potential decrease in
population over the coming years therefore a need
to attract people from outside of Inverclyde.

The plan includes a detailed SWOT and PEST
analysis that highlights approaches to the business
and has helped shape the new objectives to drive
the business through the next three years.

The customer research demonstrated an
encouraging improvement on the previous
business plan with 99.5% of the customers
surveyed committing on our staff being friendly,
helpful and approachable, 98.5% of our customers
committing we were good value for money and
86% of our customer scoring Inverclyde Leisure 8
or above in the net promoter survey.

In terms of the
Corporate Strategy,

IL continues to develop
and improve corporate
services with a number of new
and creative initiatives, such as the
development of Human Resources. We

have secured a provider for employment Law
and HR advice and will be embedding a new
electronic cloud based HR System to ensure all
records are up to date and to improve efficiency
through less paper process. IL will also be
reviewing our appraisal system and developing a
new training programme for our employees

Marketing continues to go from strength to
strength with the development of Strategic
support on a monthly basis and a new marketing
and promotion calendar. There is a greater
emphasis in the plan on the implementation of
electronic forms of marketing and the targeting
of key demographics through automation of data
sets. IL will also be developing an exciting new
app that brings together third party suppliers
opening up API access for the benefit of our
customers as well as updating and mobile
enabling website.

We continue to develop our Information
Technology platforms by working with our
software providers developing new initiatives
to keep up to date with the latest customer
trends. This includes: creating customer portals,
improving electronic systems for facilities
management, sports courses, HR, beacons and
access control.

We plan to do a full review of our facilities
management system and undertake an energy
audit of key facilities starting with the Waterfront
to see if there can be any savings identified this
will look at building management systems, LED
lighting, Boilers, Dehumidifiers, air handling and
micro combined heat and power units,

In terms of business development, we have
some exciting projects that could see significant
growth for IL in terms of income these projects
are in the form of ideas at the moment and will
need through investigating in terms of feasibility.

Customer service continues to be a focus of IL
with a commitment to the WOW! Awards. Over
the next three years the WOW! Awards work with
organisations across the world, helping them to
engage with their customers in a positive way.
They provide IL with the tools to make it easy for
our customers to tell us when we have delivered
great service for them, and then to give positive
recognition to the employees in our organisation
that are delivering that great service. The aim of
the WOW! Awards is to be motivational,
inspirational, encourage our
employees to deliver great
customer service at a
consistently high
standard.




Over the next 3 years we will continue to improve
and develop our Quality Management System
and Health and Safety systems by committing to
improved external audit scores. It will remain the
cornerstone for quality at IL with the concept of
the customer and supplier working together for
mutual benefit.

The operation team help to drive change in

the organisation. The team are committed to
delivering high quality leisure and community
facilities within Inverclyde. The aim over the
next few years will be to develop stronger
partnerships, enhance our IL brand, improving
activity, diversify products and services, increase
usage, develop income and deliver quality
throughout the operation. The operational
strategy continues to focus on the delivering
good quality services at all sites and developing
key areas of the business.

Four areas have some major operational
improvements. Health and wellbeing aims to
increase the amount of programmed activity and
referrals. IL aim to improve Health and wellbeing
by:-

Encourage and enable the inactive to be more
active

Encourage and enable the active to stay active
throughout Life

Support wellbeing and resilience in
communities through physical activity and
sport

Develop physical confidence and competence
from the earliest age

Improve opportunities to participate progress
and achieve in sport

Year 1
2017/2018
Income 6645335

We will also be entering a three year agreement
with Macmillan to deliver specialist cancer
support in our centres.

Community Halls and pitches aims to further
advance bookings and develop new IL ticketed
promotion calendar to include tribute acts,
comedians, party nights, pantos, shows, local
band challenges, traveling entertainment and
burns suppers to help build stronger foundations
at the halls. Parks and pitches will be continually
reviewed by IL to ensure they are being run
efficiently.

Fitness gyms and sports facilities see another
there year growth potential especially in the
budget gyms and children’s activities and the
potential for new opportunities for family activity
and the expansion of the fitness programme.

The Waterfront and swimming Pools see the
development of the lesson programme for both
swimming and skating as well as the increased
development of targeted marketing to drive
customers to our centres.

Inverclyde Leisure has made a commitment of 2%
cut per year in the current funding agreement but
realises that with the pressure on public funds,
this will decrease further through the three-year
period and will work with our partners to achieve
the desired outcomes.

The forecast has been produced to be
realistic and achievable, it does not take into
consideration capital investment from the
projects that we may undertake as this will be
managed on a project by project basis.

There will remain an increased focus and
vigilance in reviewing performance each

month and necessary action will be carried out
quickly. IL will continuously review its accounts,
maximising income through competitive pricing
structures and development plans combined with
a determination manage expenditure effectively

Below is the financial summary over the next
three years:-

Year 2 Year 3
2018/2019 2019/2020
6705060 6754311

Expenditure 6642711

6703023 6752704

Net Surplus 2624

2037 1607




inverclyde
leisure

Stiring Rd

Invercyde
Leisure Facilities

Inverclyde Leisure (IL) is a registered charity,
a community focused non-profit company
established in 2001 for the purpose of delivering
sport, leisure, health and community activities.
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IL operates community halls, parks & pitches, 70
sports facilities, health and fitness facilities, /
swimming pools, ice facilities and an athletics
stadium.
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IL works in partnership with Inverclyde Council
(IC) and aims to provide a quality service for
its customers, employees and stakeholders by
delivering high quality facilities and services.
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A Waterfront Leisure Complex & Fitness Gym Customhouse Way, Greenock, PA15 1EW H Port Glasgow Swimming Pool Bay Street, Port Glasgow, PA14 5EB
B Greenock Sports Centre & Fitness Gym Nelson Street, Greenock, PA15 1QH | Ravenscraig Sports Centre Auchmead Road, Greenock, PA16 0JE
. C Battery Park Pavilion Battery Park, Eldon Street, Greenock, PA16 7QG J  Indoor Bowling Club Port Glasgow Road, Greenock, PA15 2UL
.\ actlve .\ inverC|yde D Birkmyre Park Gym Broomknowe Road, Kilmacolm, PA13 4HX K Greenock Town Hall Clyde Square Greenock PA15 1LY
' L SkGTe ' L leisure E gggleeslggiztnS?fgl%ond Beglesiens Cemmusy CEmie BYlsss FAEes, L Port Glasgow Town Hall 35 King Street Port Glasgow PA14 5HD
F  Gourock pool & Gourock Fitness Gym Albert Road Gourock, PA19 INQ M Gamble Halls 44 Shore Street Gourock PA19 1RG

G Lady Octavia Sports Centre Bridgend Road, Greenock, PA15 2JN

IL currently delivers its operation in the
Inverclyde area with its main centres
shown above:

active
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Inverclyde Leisure
delivering Leisure,
Cultural and Community
activities for our é
customers throughout

Inverclyde 6 4 1 7
Voluntary

managed Community Grass
Community Facilities Pitches

10 1 °

Leisure Athletics 3G

ii: qcﬁve P Greenock Facilities Stadium Pitches
Junior CrossFit




IL has over 1.1 million customer visits per year;
these are made up of 382,624 Dry side visits,
110,785 Fitness classes visits, 238,839 Gym visits,
9,749 Gymnastic visits, 26,695 Ice facility visits,
266,362 swimming visits, 54,007 Swimming
Lesson visits, 12,075 Skate Lessons visits and
16,581 Community Facilities usage.

Overall the company’s usage has increased by
106,000 users from last year, this has been down
to the growth in products and the services we
offer as a company.

IL has been recognised in the last few years for
the high standard of it operations and has been
honoured with a number of highly prestigious
awards including:-

24%

2%
1%

PATRONAGE .

2016 National WOW! Award for Putting the
Customer First

2016 UK Active Finalist Spark of Innovation
2015 National Award for Engaging with staff

2015 UK Active Engaging the Community
Finalist

2014 Legend Customer Service Award

2013 National Fitness Award for Community
Involvement

The company has also invested heavily into
the products and services that we offer our
customers, some of which are listed:-

34%
DRY SIDE
GYM

ICE

IE] Jinnim

10% A
S FITNESS CLASSES
o’ /' GYMNASTICS
et L SWIMMING
P SKATING

SWIMMING LESSONS
COMMUNITY FACILITIES

Investment in new CrossFit facility

Investment in new equipment, flooring and
decoration of Waterfront Gym

Investment in Waterfront Ice Rink facility

Investment in new budget Fitness for Less
brand for Boglestone

Upgrade of Kilmacolm Fitness Plus Gym at
Birkmyre Park

Re-modeling of Ravenscraig Sports Centre
that was due to be closed to create a new
budget club and fun activity centre

New Combined Heat and Power Unit (CHP)
to help reduce management fee

Upgrading of Gourock Fitness Gym

Our partners at IC have also funded many
property costs including works at all the
Town Halls, part funding for Ravenscraig and
new ice plant.

IL is around 22% funded by IC, the lowest in
Scotland, under a three-year funding agreement
and has committed to reduce the

management fee by 2% a year for the

next three years. IL will also throughout

the three-year period work with IC to

deliver further savings that may be

required due to increasing pressure

on council funds.

IL aims to provide a quality
service for its customers,
employees and stakeholders
by delivering high quality
facilities and services at
affordable prices.

The company is
currently governed
by 11 members of
the Board who
also serve as
directors.

The directors have the ultimate control of the
company subject to providing and operating
the services in accordance with a specification
agreed with IC.

Inverclyde Leisure Limited is a registered Scottish
Charity and is governed by the Office of the
Scottish Charity Regulator, universally known

as OSCR set up under the Charities and Trustee
Investment (Scotland) Act 2005. In exchange for
the benefits of charitable status organisations
require to provide public accountability.

To qualify as a charity an organisation’s purposes
must be for one or more charitable purposes,
must be for public benefit and must not be party
political, nor permit property distribution for
non-charitable purposes nor be subject to
ministerial control.




WEDDINGS

Below are IL’s charitable aims:-
To provide facilities for recreational, sporting,
cultural or social activities for the community

To encourage and to promote for the purposes
of social welfare, information on nutrition,
health, exercise and healthy lifestyle

ILl’s Key Strengths include:-
Staff commitment
Community involvement

Presentation of facilities

Customer loyalty

Range of products and services

2.1 MISSION STATEMENT

The company’s mission is to provide great
products and fun activity for our customers. The
mission enables the company to encourage our
customers to partake in the activities we have on
offer whether that be health or fitness related,
entertainment, children’s activities or educational
programmes and enables us to implement new
products and services over the next three years.

Providing Great Products & Fun
Activity for our Customers

COMMUNITY EVENTS

CHILDREN’S ACTIVITIES

2.2 PRODUCTS AND
SERVICES

IL has managed to expand and

grown successfully based upon

a strategy of delivering a wide

array of community focused

leisure along with cultural Ao
e alo g et

activities inclusive for all: —

At value for money
prices

Promoting healthier
and more active
communities

Providing a choice
and incentives for
all to participate
through
imaginative

and inclusive
programming

This strategy has
had the effect of improving
the quality of life for our communities, in

addition to helping to deliver our partners health

and social agendas and community strategies.

IL offers a wide range of products and services
listed below:-

BUSINESS FUNCTIONS

COMMUNITY EVENTS

EXERCISE REFERRALS

CARDIAC REHAB

LOCAL AND NATIONAL ELECTIONS

EXERCISE REFERRALS

GROUP FITNESS CLASSES

ICE SKATING LESSONS

FITNESS GYMS

GROUP FITNESS CLASSES

CURLING

FOOTBALL COACHING

ICE SKATING

CURLING

SWIMMING LESSONS

VENDING

FUN SWIMS

SWIMMING LESSONS

PERSONAL TRAINING

COSTUMES, GOGGLES AND SPORTS GOODS

WEIGHT MANAGEMENT

PERSONAL TRAINING

FREE WEIGHTS GYM

MEETING ROOM HIRE

SAUNA AND STEAM ROOMS

FREE WEIGHTS GYM

TRAINING ROOMS

OUTDOOR SWIMMING POOL

INFLATABLE SESSIONS

TECHNICAL STAGE PRODUCTION

TRIATHLON

CLUB VENUE HIRE

=1]\\[cTo) TRAINING ROOMS
PARTY NIGHTS INFLATABLE SESSIONS
FUN RUN TRIATHLON

TRAINING COURSES

PITCH BOOKINGS

CHARITY EVENTS

TRAINING COURSES

X-HEIGHT CLIMBING

BOWLING

WATER SLIDES AND FUN POOL

X-HEIGHT CLIMBING

CROSSFIT

LOW COST GYMS

BEAUTICIAN ROOMS

CROSSFIT

FREE CAR PARKING

SQUASH

PREMIER GYMS

FREE CAR PARKING

FAKE FESTIVALS

RUNNING CLUBS

PLAY SCHEMES

FAKE FESTIVALS

FUNCTIONAL TRAINING

BOOT CAMPS

FUNCTIONAL TRAINING




3.1 COMPANY’S MISSION,

VISION AND VALUES
IL is a successful company well regarded by its
stakeholders, customers, and users. It is well

managed, innovative and resourceful allowing it
to prosper and flourish.

The aims of the vision and values are to provide

a co-ordinated strategic framework which

is aligned throughout the company through

decision making, the management of resources,
[

communications, recruitment, training, and to
develop a shared sense of purpose among all

stakeholders. By providing something that can be
easily memorised and understood.

Employees at all levels can understand the ethos
and beliefs that drive IL, recognise its future
direction and identify how they can play their
part in delivering that future vision.

The vision statement remains the same for

the next three years’ business plan. Our focus

is to be the best in the eyes of our customers
putting greater emphasis on customer care
and feedback, developing our people in line
with achieving more challenging objectives and
working with our partners and stakeholders for
the common good.

IL recognises that its core activities offer a range
of exciting and valuable opportunities for both
individuals and the community.

INVERCLYDE
LEISURE’S VISION:

“Be the best in the
eyes of our customers,
employees and our
stakeholders”

IL’S VALUES

IL seeks to achieve its vision and deliver its
business plan, by working within a transparent
framework of core values. These values are very
important to us and underpin everything we do
as a company.

IL’s Values are:-

Being
Positive

Innovative

Being
Professional

3.2
GOVERNANCE
AND STRUCTURE

Good governance is

essential for the success of any

organisation. Directors of Boards play

a vital role in serving their communities by
ensuring the proper procedures and policies

are in place to manage their charity’s resources
effectively. They provide long-term vision and
protect their charity’s reputation and values’.

IL is a company limited by guarantee and a
registered charity governed by an unpaid Board
of Directors whom are ultimately responsible for
the charity, assets, and activities. The Directors’
role is to set the strategic direction, monitor the
delivery of our objectives and uphold our values.

The Board of Directors therefore, whilst having
overall responsibility for everything that IL does,
has delegated the management of the Company
including all day-to-day decision making and
operational matters to the Chief Executive to
ensure that the Company is effectively managed.

The members of the Executive Management
Team (EMT) have individual legal duties and
responsibilities, which make them accountable
for their actions and for all employees within the
organisation.

Within IL, there are a wide range of stakeholders,
who include: our employees, local authority
partners, local community groups, health,
wellness, sports, cultural and other statutory
bodies, suppliers, creditors, customers, national
governing bodies and the community at large.

To ensure that it remains at the forefront of the
leisure industry and within the communities it
serves, IL is represented on a wide range of local
community and vocational groups.

GOVERNANCE

Good governance is essential for the success of
any organisation. Directors set the long-term
vision through the three-year plan and protect
the reputation and values of their organisations
by providing strong leadership. The board
provides good governance and leadership by:-

* Understanding their role
* Ensuring delivery of organisational purpose

Working effectively both as individuals and as
a team

Exercising effective control
Behaving with integrity

Being open and accountable




James McColgan
Councillor

Bill Hawthorne
Business
Community

............

Chris Jewell
Business
Community

organisational and divisional operations are managed
on a day-to-day basis. IL’'s EMT consists of:-
* Kieron Vango (Chief Executive)

¢ David McCorkindale (Head of Leisure and
Community Facilities)

¢ Audrey Lavelle (Finance Manager)

The performance of the Executive and Senior
IL’S BOARD \ ' teams sets the standards for the whole company

OF DIRECTORS 8 . by cascading information, positive enthusiasm,
Il’s Board of Directors ; g\ commitment and professional standards to all areas,
comprises of 11 Directors whilst at the same time attentively receiving valuable
who are also company ’ i W ‘front-line’ feedback from across the organisation.
members ol
il The EMT works closely with Directors at Board

Chairman Bill Hawthorne who is one : R | Meetings to ensure a seamless collective approach,

of two co-opted members from the local : which forms an integral part of the organisation,

business community i v contributing to its overall success.

IC has five nominated members SENIOR MANAGEMENT TEAM

The Trade Unions have one nominated member The EMT is supported and assisted by four Operations
Managers, professionals within their own areas of
expertise, with a range of responsibilities whilst
delivering the highest levels of operational delivery and
The employees of the company have two nominated performance across the company. The 4 Operations :
members Managers are as follows:- Keiron Vango
Chief Executive
» Jim Lyon (Business Development & Support (@) iilel=)s

Operations Manager)

Inverclyde Local Sports Council have one nominated
member

THE BOARD OF DIRECTORS

The Board of Directors ensure that the company does
not breach any of the requirements or rules set out in its Stuart Boyle (Waterfront Service & Quality
Memorandum & Articles of Association and remains true to Operations Manager)

the charitable purpose. lan Dyer
EXECUTIVE MANAGEMENT TEAM l(:cagmtrizts‘n'ty e
The EMT report to the board 6 times a year and give full Operations aV_'
updates on areas of the agreed strategy being worked on Manager) McCorkindale
and put forward new initiatives for discussion. Head of Leisure
IL’s EMT have legal corporate responsibilities (financial, Andrew and
health & safety and employment amongst others) to Hetherington oy
ensure the company is compliant, driven and a going (Fitness Gyms & Communities
concern. The EMT must develop an appropriate plan Sports Facilities
and ensure that, once endorsed by the Board and IC, Operations

the policies and plans are implemented and that the Manager)

Audrey Lavelle
Finance
Manager

Math Campbell
Sturgess
Councillor

Ronnie Ahlfeld Jim MaclLeod
Councillor Councillor

Jim Clocherty
Councillor

Stuart Boyle
Operations Manager,
Waterfront
Service and Quality

lan Dyer

Operations Manager
Community

Facilities

Lesley Hallam
PA & Office
Manager

Inverclyde Leisure Board
Structure Members

Andrew Jim Lyon

Hetherington Operations Manager
Operations Manager Business
: : Fitness Gyms & Development & KEY
Sports i
Amdrew S Lo Stewart Selsin TaEEEr: - p'|'t' Support Executive Management Team
Hetherington Sutherland . acilities )
Staff Member Union Member Senior Management Team

Staff Member Sport Inverclyde

Head Office



INVERCLYDE COUNCIL

IL has a close working relationship with IC where
we discuss on a monthly basis areas of the business
plan being worked on, any areas of risk regarding
finance or operations in line with IC’s Funding
Agreement.

3.3 STRATEGIC DIRECTION

RETENTION AND EXPANSION

Retention deals with our existing customer base
aiming to keep our customer for as long as possible
in our product portfolio. Expansion seeks to
develop new products in our current business and
potentially new business outside of Inverclyde.

This strategy will see IL in its core market of leisure
and fun activity.

RETENTION
* Increase our customer retention management
(CRM)

¢ Train our employees to be more customer
focused and add value to our customers’
experience

¢ Reward our employees for doing things right
< Embracing new technologies and innovations
» Add value to products and services

* Retain customer loyalty through enhancing
member benefits and relationships and
leveraging our existing core competencies,
resources and capabilities

* Create more seamless customer journeys
¢ Invest in the latest technology such as apps

¢ Increase usage of existing customers by directly
enhancing the customer experience through
improving standards of delivery and
quality operations

¢ Embrace the strategy of
continuous improvement
in our operations through
the enhancement of a
Quality Management System
(QMS), site-specific Service
Improvement Strategies (SIS)
and site business plans

* Work well with stakeholders
ensuring people have the
information they need

EXPANSION
* Development of existing
products and facilities

¢ Looking at new market
places such as
adventure and

activity developments

Increase marketing of products and services in
key areas

Look at new facilities to develop

¢ Develop current products and services such
as swimming lessons, dry side courses, fitness
memberships, personal and group training, ice
skating lesson and town hall events

« Become more focused on data marketing,
e-marketing, target marketing and social
marketing

* Development of a mixed portfolio of funding

¢ Work with our partners at IC for future growth
opportunities

Achieving our strategy over the next 3 years will
depend upon the effective management of our
resources. This document outlines IL’s strategy
moving forward and demonstrates how we will
deploy those resources to ensure that the company
will continue to develop as a successful business.

BCG MATRIX
Below are current products compared against BCG
Matrix

Cash Cow
A cash cow product has High Market Share with
Steady Growth, it can have high returns.

Dogs
A Dog is a product that has Low share of market
with low growth & little returns. Can show decline.

Question Marks

A gquestion mark product has High potential return
capabilities with possible investment, can currently
have low market share and may have uncertain
returns. There can be external factors such as
weather, time of the year etc. to consider.

Stars

A star product has high market share with high
growth potential. Can have higher initial costs with
investment but should gain strong medium to long
term returns.

STAR

Skate School

Swim School
IL Fitness For Less

IL CrossFit Plus
X-HEIGHT: Adventure Climb
Soft Play
Birthday Presents
IL Cafe

MARKET
GROWTH 00 0000000000000 000000000 0CROCOCNONOGNONONOSNONONOONOEOSEOSONY
CASH COW
IL Fitness Plus
Fitness Gyms
IL Group Fitness
LOW IL Active Swim

Weddings
Curling
Indoor Football
Health Suite

HIGH

3.4 STAKEHOLDER ENGAGEMENT

IL creates value to our customers, partners and stakeholders
by creating better ways of working, continually improving all
areas of the business, innovating and finding new and better
ways of doing things.

CUSTOMERS

» By continuing to listen to, and
responding to their needs.

¢ By providing quality services that
continue to improve.

¢ By delivering value for money.

* By giving opportunity to all

regardless of Qg_% )
circumstances. Oé ‘74)),

¢ By giving a safe and enjoyable é\ 'l'&
experience every visit. 0\3 ‘9\9

CONTINUOUS IMPROVEMENT &

+ By continuing to improve in all 4 8, &
areas of the business. ‘Ifo‘Vj_ )& o)

¢ By innovating and finding new and ﬁ’_‘s\o P QQ'
better ways of doing things. Y, R

* By being environmentally and socially (5
responsible.

» By listening to all of our stakeholders
and acting on their feedback.

HOW WE CREATE VALUE FOR OUR STAKEHOLDERS

ATIVE MARKET SHARE

QUESTION MARK

Gourock Outdoor Pool
Community Events
Community Town Halls
Outdoor Parks & Pitches
Free Weights Gym

DOG

Voluntary Community Halls
Indoor Bowling Centre
Basketball
Squash
Badminton

Low

LOCAL AUTHORITY PARTNERS,

SPORTS AND COMMUNITY

GROUPS

¢ By continuing to listen to, and
responding to their needs.

* By providing quality services
that continue to improve.

* By delivering value for money.

¢ By giving opportunity to all
regardless of circumstances.

* By giving a safe and enjoyable
experience every visit.

OUR TEAMS

« By effectively engaging with our
teams

¢ By becoming an employer of
choice.

* By being a great place to work.

¢ By involving, investing in, and

developing our people.

By ensuring that we have

the teams in place to deliver

continuous improvement




3.5 FUNDING

IL operates with the aid of a three-year Funding
Agreement from IC for some deficit funded
facilities. This currently sits around 22% of our
income at 1,489 million, the rest of our income is
made up from products and services supplied to
our customers.

IL has made a commitment to cut 2% per year in
the current Funding Agreement but realises that
with the pressure on public funds this may well
decrease further through the three-year period
and we will work with our partners to achieve the
desired outcomes.

As part of the Funding Agreement, IC must
approve IL’s Business Plan. The business includes
indicative non-binding budgets. Any draft
Business Plan approved will become effective at
the commencement of the next business plan
period.

Each plan will identify the sum that IC will pay
to IL for the provision of the services over the
period commencing on the date the Business
Plan becomes effective. This sum shall be the
Service Payment for that period.

In the funding agreement, it is agreed that the
Council may add any additional properties/
locations to the service specification and that IL
shall undertake all the obligations and conditions
contained in the service specification in respect
of any new location.

3.6 THE TRUST MODEL

Key benefits of the trust model include:-

* The development of a shared vision and joint
objectives

» Reducing the overall cost of the service whilst
improving service delivery and driving facility
improvement programmes

* NNDR savings

* Increased community involvement

* The removal of service from the local authority
regime and the constraints of local authority
funding

* An ability to react quickly to market forces

* Less bureaucracy and increased speed of
decision making

* Some savings in value added tax (VAT)

* A comfort factor from both Local Authorities
& the public

* There are no shareholders or dividends to be
paid, as surpluses are reinvested into facilities,
adding value rather than building share value
for the benefit of their communities

e A team that believes they are working for a
charity with principles

» Collaboration and sharing of best practice
through Sporta and other local operator
groups

Benefits to IL as a charity include:-

* Financial benefits in the form of further
savings in NNDR and some taxation reliefs and
exemptions

¢ A recognition that our community and public
work contributes to society’s betterment

¢ Access to a range of funding opportunities
and grants including donations, legacies and
the use of Gift Aid

¢ An assurance for the public and a high level of
public trust that we are being supervised and
monitored

* An ability to react quickly to change

3.7 PARTNERSHIP WORKING

At IL, we realise that formal contracts don’t make
successful relationships, people do. It requires

a willingness to create a foundation on which
trust, loyalty, and commitment can be built. Every
relationship is unique and must be treated as
special. IL believes that you get what you put into
the relationship.

IL will work very hard to structure win-win
relationships and work for the common good of
both organisations rather than each trying to gain
the upper hand.

IL works in partnership with its many suppliers,
funders and professional organisations
developing relationships and working for the win-
win and mutual benefit of all.

You lose
Win-Lose

Partnership:
Unsustainable

Competition:
Zero-sum,
Closed Market

You Win

3.8 PLANNING PROCESS
The planning process helps IL to understand
where we are now and how we’ve got there. It
allows us to move productively forward with

a sense of direction, purpose and urgency. It
translates the Board’s strategic direction and
vision into tangible and achievable objectives it
also:-

¢ Focuses on key issues and processes

¢ Increases motivation and communication
throughout the company

e Helps us to understand who our customers are
and how we can continue to meet their needs

* Ensures the optimum and efficient
management of resources to carry out specific
objectives

* Helps us work more closely with our client
partners

This enables IL to be:-

* Flexible - adaptable to meet changing needs

* Responsive - taking advantage of market and
environmental conditions

* Co-ordinated - all stakeholders working
together

« Creative and Innovative - in what we are doing
and how we are communicating to customers,
clients and employees

e Challenging - continually
stretching and stimulating

* Focused - moving forwards
towards a clear, defined and
understandable future based
upon our core strengths and
competencies

| Win
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IL has been a registered charity (Scottish Charity

Number: SC 032161) since 14 September, 2001.
Its stated purposes are:-

The advancement of health

The advancement of public participation in
sport

Its stated beneficiaries are:-

Children/young people

Older people

People with disabilities or health problems
No specific group

The benefit of the community

Its stated objects are:-

a.

4.1

To provide or assist in the provision of facilities
for recreational, sporting, cultural or social
activities (such facilities being provided from
time to time being hereinafter referred to as
“the Facilities”) for the general public in, or

in connection with, the Local Authority area
of Inverclyde as defined in Schedule 1to the
Local Government etc. (Scotland) Act 1994
(such Local Authority area being referred
hereafter to as “Inverclyde”) and other parts of
Scotland in the interests of social welfare and
education;

. To encourage and promote for the purposes of

social welfare, information on nutrition, health
matters and exercise as will promote a healthy
lifestyle for all.

ECONOMIC AND POLITICAL OUTLOOK

The economic and political outlook is framed
in the context of IL - both as a Company (SC
Company No: SC223197) and as a Charity (SC
Charity No: SC032161) registered with the
Scottish Charity Regulator - trading:

A. Entirely in Inverclyde:-

A geographical area of 160 km2 (61.78 mi2)
One of 32 Scottish Unitary Authorities

One of the smallest in terms of the area (29th)
and population (27th) out of the 32 authorities

Comprising of six wards:
West

North

South

East Central

East

South West

o O O O O o

. To serve a (2015: National Records of

Scotland) population of 79,500 people:-

A decrease of 0.5 per cent from 79,890 in
2014

Accounting for 1.5 per cent of the total
population of Scotland

16.7 per cent of the population are aged 16 to
29 years

This is smaller than Scotland where 18.2 per
cent are aged 16 to 29 years

Persons
aged 60

and over make
up 26.3 per cent of
Inverclyde

¢ This is larger than Scotland
where 24.2 per cent are aged 60 and
over

¢ Since 1989, Inverclyde’s total population has
fallen overall

C. With the following population projection
changes:-

e By 2039 the population of Inverclyde is
projected to be 70,271

¢ A decrease of 12.0 percent compared to the
population in 2014

¢ The population of Scotland is projected to
increase by 7.5 per cent between 2014 and
2039

¢ Over the 25-year period, the age group that
is projected to increase the most in size in
Inverclyde is the 75+ age group

¢ This is the same for Scotland as a whole

¢ The population aged under 16 in Inverclyde is
projected to decline by 16% over the 25 year
period

D. As a partner to - and principal provider
of sports and leisure opportunities for
the community on behalf of IC, within the
Council’s:-

e Leisure Management Contract & associated
property Leases

*  Commissioning Strategy 2012-2022

¢ Active Living Strategy

¢ Making Well-Being Matter Delivery Plan
¢ Healthy Child Programme

UK GROWTH (“UK ECONOMIC OUTLOOK?;
PWC; JULY 2016)

UK economic growth had already slowed from
around 3% in 2014 to around 2% before the EU
referendum due to slower global growth, but
the vote to leave the EU is likely to lead to a
significant further slowdown.

The largest short-term effect of the vote to leave
the EU is likely to be on investment growth,

which we now expect to be pushed into negative

territory in 2016 and 2017. This reflects major
projects being deferred or even cancelled due to
uncertainties surrounding Brexit, particularly by
foreign investors in commercial property and
in sectors needing guaranteed access

to the EU single market. These

uncertainty effects should

fade eventually, but

it will take

time

before
clarity

b ""‘--..._‘__‘
emerges on
future UK-EU
trading arrangements.

In our main scenario, we now

project UK growth to slow to

around 1.6% in 2016 and 0.6% in 2017,

largely due to the increased political and
economic uncertainty following the ‘Brexit’ vote.
The UK would, however, narrowly avoid a
recession in this main scenario.

There are particularly large uncertainties around
any such projections after the Brexit vote. We
have therefore also considered alternative
scenarios in which UK growth in 2017 could vary
from around -1% if downside risks materialise to
around 1.5% if there is an early recovery.

We expect the Bank of England to loosen
monetary policy over the summer to support
the economy through this period of uncertainty,
while public borrowing is allowed to rise to take
the strain of slower growth.

The main reason for the slowdown will be a
decline in business investment, particularly from
overseas in areas like commercial property. This
is being driven by political instability in the short
term, as well as uncertainty about the UK’s future
trading relationships with the EU in the longer
term.

Consumer spending growth is projected to hold
up better, but will still slow from previous strong
rates, dropping to around 1.3% in 2017 in our main
scenario. This reflects the impact of a weaker
pound in pushing up import prices and squeezing
the real spending power of households, as well

as lower consumer confidence levels and slower
jobs growth.

Business and financial services sector growth
will slow but should remain positive in 2016-17.
But construction companies and capital goods
manufacturers will suffer from lower investment
levels, although some manufacturing exporters
will benefit from the weaker pound.



Assessing the impact of Brexit
on the Scottish Economy (“Long
Term Economic Implications of
Brexit - A Report for the Scottish
Parliament”; The University of
Strathclyde: October 2016)

The Fraser of Allander Institute (FAI) was
commissioned by the Scottish Parliament’s
European and External Relations Committee
to model the possible economic implications
of Brexit for Scotland.

Over the long term (i.e. 10+ years), most
economists predict that the decision to leave
the EU will - all else remaining equal - have a
negative impact on trade, labour mobility and
investment. There remains debate however, over
the scale of the impact - see for example, Ebell
& Warren (2016), HM Treasury (20164, b), Centre
for Economic Policy (2016), PWC (2016) and
Oxford Economics (2016). Capital Economics
(2016) provides a more positive outlook. To date
however, studies have concentrated on the UK as
a whole. At the same time, they have tended to
focus on the aggregate economic impact, with

little assessment of the possible different impacts
by sector.

In assessing the possible impact of Brexit on the
Scottish economy it is important to separate out
two key phases - 1) the short-term and 2) the
long-term.

The Fraser of Allander Institute (FAI) was
commissioned by the Scottish Parliament’s
European and External Relations Committee to
model the possible economic implications of
Brexit for Scotland.

Over the long term (i.e. 10+ years), most
economists predict that the decision to leave

the EU will - all else remaining equal - have a
negative impact on trade, labour mobility and
investment. There remains debate however, over
the scale of the impact - see for example, Ebell

& Warren (2016), HM Treasury (20164, b), Centre
for Economic Policy (2016), PWC (2016) and
Oxford Economics (2016). Capital Economics
(2016) provides a more positive outlook. To date
however, studies have concentrated on the UK as
a whole. At the same time, they have tended to
focus on the aggregate economic impact, with
little assessment of the possible different impacts
by sector.

In assessing the possible impact of Brexit on the
Scottish economy it is important to separate out
two key phases - 1) the short-term and 2) the
long-term.

1 SHORT-TERM IMPACTS

At the UK level, the decision to leave the EU

was clear. However, the exact terms of exit are
unknown and are likely to remain so for the
foreseeable future. Consequently, the referendum
result has ushered in a period of heightened
economic uncertainty and reduced confidence.
In response, businesses and households may
postpone spending and investment.

But we should be wary of expecting to see any
immediate change in the headline economic data
for a few months. Most businesses will not - and
cannot - change their plans overnight and many
will await greater clarity over the likely outcome
of any negotiated settlement before responding.
For the time being, Scotland and the UK remain
within the EU so in terms of trade, regulation and
free movement nothing has changed thus far.
Policymakers can intervene to help mitigate
both the uncertainty itself - for example, by
providing reassurance around long-term trading
relationships - and providing temporary support
to the economy to help offset any negative
short-term impacts.

After an initial period of political instability,

the new UK Government has - at least for the

time being - brought a degree of relative

calm back to the political environment. At A
the same time, the Bank of England has

responded with a further cut in interest
rates, increased Quantitative Easing and
launched a new Term Funding Scheme
to ensure that interest rate cuts are
passed on to businesses.

Most of the emerging evidence

points toward businesses and the
wider economy being in ‘wait and
see’ mode with the actions of the
UK Government and the Bank of
England averting any immediate
large negative shock. However,
concern about the possible
implications over the months
ahead clearly remains.

2) LONG-TERM IMPACTS
According to first principles,
the likely long-term
impacts of leaving the EU
are known with a relative
degree of confidence,
albeit the exact
quantitative effects

are uncertain. Trade
opens up businesses

to new opportunities

for exporting and
investment. Labour
mobility boosts

labour supply

helping to increase
productivity and

address demographic
challenges in countries - such
as Scotland - with an ageing population.
Competition helps efficiency, product
specialisation and growth. And financial
integration deepens and broaden capital
markets. All of these - on balance - are expected
to be impacted in one way or another by
becoming less integrated with the EU.

Whether or not the decision to leave the EU
leads to a permanent reduction in the rate of
growth or the level of output is unclear. On the
one hand, once the economy adjusts to life
outside the EU, output could simply be a broadly
constant step below the level it otherwise would
have been in each and every year. There is the
potential however, for Brexit to have a more
damaging impact if it were to confine both
Scotland and the UK to a lower long-term growth
rate (perhaps via a permanent hit to productivity
growth).

The Scottish Government publishes Export
Statistics Scotland each year - a National
Statistics publication providing estimates of
Scotland’s international exports and exports to
the rest of the UK.

These statistics are helpful in identifying the
sectors and industries that are most likely to

be directly exposed to any changing trade
relationship with the EU. By rank, many of the
largest sectors are in manufacturing - including
Food & Drink - but Scotland also has key exports
in services, particularly those tied to professions
such as legal services, R&D activities, education,
IT and finance.

Many of these sectors are likely to be the ones
where any immediate interest in potential policy
responses and/or ensuring that their interests are
represented in any trade negotiations should be
targeted.

Clearly the
particular issues

for individual

sectors will vary and

not just be determined
by ‘size’ but also by
sensitivity to changes

in competitiveness, due
to any real exchange rate
depreciation and a relative fall
in real wages, and the extent to
which non-tariff barriers, customs
controls - and in certain scenarios
- tariffs will play a particular role in
their sector.

SCOTLAND’S BUDGET

Many commentators conclude that
Scotland’s budget faces a challenging and
uncertain outlook over the course of this
parliament. With the uncertainty of Brexit,
a weakening UK fiscal position, ongoing UK
welfare reform, and a fragile Scottish economy,
the implementation of Scotland’s new fiscal
powers over the next few years could not have
come at a more challenging time.

Outlook for the Scottish Budget: 2016-17 to
2020-21 (“Scotland’s Budget - 2016” Fraser
of Allander Institute; University of Strathclyde
Business School: September 2016)

The Scottish budget has faced unprecedented
cuts since 2010. This year, Scotland’s resource
budget is around 5% lower in real terms than
it was in 2010-11. Capital spending has been hit
particularly hard, down 12% in real terms since
2010-11.



The outlook looks just as - if not more -
challenging. The new Chancellor has indicated
that he is prepared to ‘reset’ UK fiscal policy. It
would be wrong however, to assume that this
means an immediate end to fiscal consolidation.
With a weaker economic outlook and rising
inflation putting pressure on the welfare budget,
further departmental spending cuts are now even
more likely over the medium term.

Real terms cuts to the Scottish block grant are
likely to continue into the next decade, extending
the period of fiscal consolidation to over 10 years.
Under the complex arrangement for determining
the Scottish Government’s budget under the
new fiscal framework, what will be crucial

is how the growth in Scottish tax receipts per
head compares to the growth in equivalent tax
revenues per head in the rest of the UK.

The balance of evidence suggests that
Scotland will do well to match UK economic
performance at least in the short-term. The
Scottish Government has outlined a number
of tax increases and tax cuts. On balance, our
assessment is that these will increase the
Scottish budget, albeit by a modest
amount. Overall the uplift is

less than 1% of the total
budget. Even before
the EU referendum
outcome, the
Scottish
budget

facing
real terms cuts
over the next few
years driven largely
by the plans set out the
previous Chancellor George
Osborne. Our new findings suggest
that the Scottish budget could be cut by
between 3% - 4% in real terms by 2020-21
and up to 6% - around £1.6 billion - under a worst
case scenario.

To put this in context, cuts of that scale are more
than the entire budgets for the Finance and
Economy; Fair Work, Skills and Training; Culture
and External Affairs; and Rural Affairs, Food and
Environment portfolios combined.

Major fiscal challenge for Scottish Government
over next Parliament - cuts of up to 17% in some
public services. Scotland’s first major pre-budget
analysis highlights major fiscal challenges ahead.
Fraser of Allander Institute warns of possible
real-term cuts of up to six percent - or around
£1.6 billion - to the Scottish Government’s
resource budget given the government’s major
commitments in areas such as health and

childcare,
other
‘unprotected’ public services will
have to take up the slack. These unprotected
budgets could face an average cut of up to
seventeen percent over the next four years. Local
Government grant could be cut by around £1
billion by 2020-21

The Scottish Government should prepare for
further real-term cuts of up to £1.6 billion in its
resource budget by 2020-21, according to a
major publication launched today (Tuesday 13
September 2016).This new annual report, written
by the University of Strathclyde’s Fraser of
Allander Institute, sets out a range of scenarios
for Scotland’s budget over the next four years,
and the options available to the Scottish Finance
Secretary.

Even before the uncertainty caused by Brexit,
the Scottish Government’s budget was
forecast to fall by just over 3 percent in
real terms by 2020-21 as result of the
UK Government’s ongoing fiscal
consolidation. But the report
warns that under a worst
case scenario for the
block grant and
revenues from
Scotland’s
new

tax powers, the Scottish Government may have
to prepare for cuts of up to six per cent - or up to
£1.6 billion - over the course of the parliamentary
term.

Even under more optimistic scenarios, the
Scottish budget is still projected to fall in real
terms over the course of the parliament. And
with Scottish Government plans in place to
deliver major policy priorities, the Fraser of
Allander report warns difficult choices for
unprotected budgets - including the grant to
local authorities - will be required.

Professor Graeme Roy, Director of the University
of Strathclyde’s Fraser of Allander Institute, said:

“The Scottish Government has set out plans to
deliver ambitious new policy priorities, including
real terms increases in the health budget, a
doubling of childcare provision, and protection of
the police budget.

“Delivering on these will, however, require a
tough re-prioritisation in other areas.

“As an area of unprotected spend, the grant to
local government could be cut by around £1
billion on a like-for-like basis by 2020-21. Without
radical reform, cuts to services are likely to
become increasingly apparent in the years ahead,
providing a controversial backdrop for next year’s
local elections.”

The report comes as the Scottish Parliament’s
fiscal responsibilities are expanding rapidly.
Around 40% of devolved expenditure will now
be funded by tax revenues collected in Scotland,
a figure that will rise to 50% once half of VAT
revenues are assigned.

Scotland’s economic performance - and more
particularly, Scotland’s relative performance
compared to the UK - will have a much greater
bearing on the spending plans of Holyrood than
ever before.

If Scotland can grow its economy more quickly
than the rest of the UK, then it will now retain a
share of the revenues that this generates. But if
it grows more slowly, then it will bear the risk of
lower revenues.

The Scottish Government will also have the
opportunity to set different tax rates and
allowances within devolved taxes to raise or
lower revenues and to determine spending on
new devolved benefits.

Professor Roy continued: “Brexit uncertainty, a
weakening UK fiscal position, ongoing UK welfare
reform, and a fragile Scottish economy, means
that the devolution of powers over tax and

social security could not have come at a more
challenging time.

“The combination of a weakening in the

outlook for the UK public finances impacting on
Scotland’s block grant, a challenging outlook for
devolved revenues, and a series of significant
spending priorities - particularly in health and the
planned transformation in childcare - will require
a substantial re-prioritisation of spend and

reform of public services in Scotland.

“While the challenge falls on the Finance Secretary,
critics of the forecast cuts in unprotected public
services will have to point out where - with a
highly constrained overall funding settlement -
their priorities for cuts would be and what taxes
they would increase.”

‘The report highlights that:

* The Scottish budget has faced unprecedented
cuts since 2010. In 2016-17, Scotland’s resource
budget is 5% lower in real terms than 2010-11 as
a result of cuts to Scotland’s block grant from
Westminster. Capital has been hit particularly
hard, down 12% in real terms since 2010-11.

* The outlook looks just as - if not more
challenging. Real terms cuts to public spending
are likely to continue into the next decade,
taking the process of consolidation to over
10 years from
when it started
back in 2010,
even after efforts
by the Scottish
Government to
increase revenues
from its new
devolved tax
powers.

e Overall, the
Scottish
Government
should prepare for
possible further
real-terms cuts

of 6% - or up to
£1.6 billion - in its
resource budget
by 2020-21. To put
this in context, this
is more than the
entire Finance

and

Economy;
Fair Work,
Skills and Training;
Culture and External
Affairs; and Rural Affairs,
Food and Environment
portfolios combined.

e These real-terms cuts come alongside
a number of high profile new spending
commitments. The government plans to
increase health spending by £500 million
more than inflation by the end of parliament.



It has also committed to maintain real terms
spending on police, and has a flagship policy
to double the provision of free child care.

¢ Delivering these commitments will require a
serious re-prioritisation of spend. Unprotected
areas of the budget will face average real
terms cuts over the period to 2020-21 of
between 10% - 17% (2.6%-4.5% annually),
depending on the size of the Scottish block
grant and the revenues from Scotland’s new
devolved taxes.

¢ Local government will likely be a key focal
point. As an area of unprotected spend, the
grant to local government could be cut by
around £1 billion on a like-for-like basis by
2020-21 - with increases in business rate and
council tax income only providing partial
protection.

LOCAL GOVERNMENT

Local government faced a particularly
challenging settlement in 2016-17. With the
Scottish resource budget falling by 1.5% in

real terms, combined with spending on health
increasing above inflation, large cuts were
inevitable in other areas. In the end, the revenue
grant to councils was cut by around 5% in real
terms between 2015-16 and 2016-17. Of course,
the cut to local government could be interpreted
as being substantially less if the £250 million
funding for Health and Social Care partnerships
announced in the Budget is included in the
calculation. However, this was allocated to the
integrated Health and Social Care Boards via the
health portfolio and was not ‘new money’ for
local government to spend.

At the same time, to receive their full grant
allocation, councils had to agree to freeze council
tax for the ninth successive year, maintain a pupil/
teacher ratio at the same level as 2015, and pay
the Living Wage to social care workers. Failure to
deliver on any of these elements would result in

a financial penalty. Furthermore, it has since been

confirmed that additional funding for the Scottish
Attainment Fund will bypass local authorities and
be allocated direct to schools. Tensions remain
therefore in two areas: disagreement over the
scale of the funding squeeze on councils; and
increasing concerns about the extent to which
conditions attached to funding settlements to
deliver ‘national’ priorities impinge on councils’
policy autonomy.

The outlook for local government over

the parliament looks just as challenging, if

not more so. As outlined above, once the
Scottish Government’s policy commitments
are considered, unprotected areas will face
significant real terms cuts. Councils are part of
this ‘unprotected’ element. Having faced real
terms cuts since 2010-11 of around 11% on a
like-for-like basis, without reform - either within
councils or more widely - the room to manoeuvre
is limited.

Yet it is likely that a number of the Scottish
Government’s key policy pledges will need to be
delivered in whole or in part by councils. With
elections in 2017, local government resourcing will
come under the spotlight. For these reasons, we
focus attention in this section on issues around
local government finance.

Local government resource spending is a
function of:

* The revenue grant from the Scottish
Government (around 40% of resource
income);

* Revenues from Council Tax (just over 10%);

« Non-Domestic Rates Income/Business Rates
(around 25%);

» Service income, fees and charges, including
specific grants from the Scottish Government
and NHS (around 25%)

e Housing rents (around 5%), although these
revenues are ring-fenced for housing purposes

THE REVENUE GRANT

Each year, the Scottish Government negotiates
a settlement for the revenue grant with COSLA,
the organisation representing local government

in Scotland. The settlement typically takes into
account the Scottish Government’s total resource

budget (in the past, COSLA has sought to
maintain local government revenue as a share of
total spending), and any policy commitments the
Scottish Government expects local government
to deliver.

What is the
outlook for the
local authority
revenue grant
in 2017-18 and
beyond?

Taking the
scenario of
extended
fiscal
consolidation
set out
above, we
have already
seen that the
outlook for
‘unprotected’
parts of the
Scottish
budget is of
real terms
cuts of 13-16%
over the

course
of this
parliament.
On an annualised
basis, this would imply
an average cut of 3.5% to
41% between 2016-17 and 2020-
21 - or a cut of around £1 billion to
the local government resource grant over
the course of the parliament based upon the
scenarios set out above.

At the same time, however, some of the Scottish
Government’s policy commitments will have
delivery implications for local government which
could add to or ease the funding pressures. Most
obvious is childcare. COSLA will begin budget
negotiations with the government in early
September. Local authorities will no doubt seek
the full transfer of the £500 million earmarked for
the expansion in childcare.

On the assumption that the revenue grant to
local government is cut by around 13.5% over the
course of the parliament on a like for like basis,

but that the costs associated with delivering the

childcare commitment are rolled into the revenue
grant, then the forecast for the local government
revenue is a real terms cut of around 7-8%
between 2016-17 and 2020-21.

NON-DOMESTIC RATES

NDR are set by the Scottish Government,
collected by local government and paid into

the Scottish Government’s NDR ‘pool’. They are
then distributed to local authorities. The Scottish
Government guarantees to local government
the combined general revenue grant and the
distributable NDR income figure.

In recent years, NDR income has risen in real terms
as a result of increases in the tax rate and growth
of the tax base (the number of properties on
which the tax is levied). At the same time, however,
the Scottish Government has expanded the
availability of various relief schemes - including the
Small Business Bonus (which is estimated to cost
around £170 million per annum).

The medium-term outlook for NDR income is

somewhat uncertain given the Barclay Review of

Business Rates. The Scottish Government has also
indicated that the rate of growth in NDR income

has slowed, perhaps leading to a deficit in
the NDR income pool which will have to
be funded in due course.

For simplicity, we assume that NDR
revenues in Scotland will follow trend growth of
NDR in the UK as a whole (as forecast by the OBR
at the time of the March 2016 Budget). This implies
a 0.6% real terms fall in revenues over the period
to 2020-21. This assumption is not unreasonable,
given the SNP’s manifesto commitment to ‘expand
the Small Business Bonus, and increase the
number of small businesses that pay no rates’.

COUNCIL TAX

Domestic properties in Scotland are assigned to
one of eight council tax bands (A to H). Individual
councils set the ‘tax rate’ - the amount paid
annually by a property in Band D - but the Scottish
Government sets the ratios between the bands.

Since 2008-09, the Scottish Government and
local authorities have agreed to freeze the council
tax. As a result, revenues have grown relatively
slowly (reflecting some growth in the number

of properties liable to tax). For each year the
freeze has been maintained, the government

has transferred an additional £70 million to local
authorities to compensate for the loss in revenue.
The Scottish Government has made two major
new commitments on council tax. For example,




Band H
properties are
charged 2.1 times
a Band D property, so
if a Council sets the Band
D tax rate at £1,100, then Band
H properties in that area will be
charged £2,200.

The first is that it will allow councils to increase
council tax rates by up to a maximum of 3% from
2017-18. In many ways, this puts local authorities
in a tricky position. In a period of tight budget
constraints, to choose not to increase council tax
would seem counterintuitive. On the other hand,
council tax accounts for only 15% of income on
average (so a 3% increase results in a less than
%% increase in local authorities’ overall budget).
Politically, councils may have a difficult job in
explaining to residents why bills are going up at
the same time that services are being reduced.

The most likely outcome is perhaps that COSLA
will seek agreement that all councils will raise
council tax by the full 3% cap - although this is
not necessarily a guaranteed outcome, especially
in an election year. On the assumption that 3%
increases are implemented in subsequent years,
council tax revenues will rise to around £2.3
billion by 2020-21.

The second commitment is to attempt to make
council tax “fairer” by increasing the multipliers
for Bands E, F, G and H. Low-income households
living in higher banded properties will be
exempted from the increases, and there will

also be some additional support for low-income
households with children, regardless of council
tax band.

The
net revenue
impact of this
policy is around
£100 million per year.
However, rather than flowing

to local authorities, the Scottish
Government has indicated that

this money will be allocated directly to
schools to boost attainment.

CAPITAL SPENDING BY COUNCILS
Local authorities also receive a capital grant from
the Scottish Government. In 2016-17, this totalled
£481 million, on top of which they received £110
million in specific capital grants.

Local authorities can also fund capital investment
by borrowing (via a prudential regime). In 201415,
around 42% of councils’ capital investment came
from the general capital grant, one third from
borrowing, and the remainder from specific
grants and asset sales.

In recent years, local government have also made
substantial use of PPP/PFI and NPD mechanisms,
particularly to fund investment in new schools.
Local authorities’ annual payments under these
projects are expected to total £500 million in
2016-17 rising to £550 million by the end of the
parliament.

SUMMARY

Under the scenario of extended consolidation
that we outline here, the resource grant is
expected to fall by around 13.5% in real terms on
a like-for-like basis between 2016-17 and 2020-21.
Depending on the negotiations around delivery
of childcare (and potentially any commitment

to retain teacher numbers), the final grant
settlement may end up looking more generous
(or at least, less challenging). Remember
however that our estimates from earlier in this
chapter were that the Scottish Government’s
resources for unprotected areas could fall by up
to 17% under a scenario where devolved Scottish
revenues grow relatively more slowly.

SPENDING COMMITMENTS AND CONSTRAINTS
Local government will clearly face a challenging
budget settlement in this parliament.

Spending on all service areas (with the exception
of social work) declined between 2010-11 and
2014-15. Faced with such spending pressures,

it might be expected that councils would cut
spending on non-statutory areas, but the
counterweight to this is that elected members
have been reluctant to cut non-statutory services
for fear of the political ramifications.

Councils have managed to make efficiency
savings in several areas without impacting on the
quality of service delivery (at least not directly).

Management structures have been streamlined,

non-operational assets have been rationalised,
back-office functions have been restructured,
and there is greater emphasis on shared services.
However, cuts to services are likely to become
increasingly apparent as budgets are further
reduced.

Despite real terms cuts, councils have also
developed a number of coping mechanisms

in response to reduced budgets. They have
become more reliant on charges as a source of
income (although larger, city authorities have
greater flexibility in this respect than smaller, rural
authorities).

Some councils have been building up reserves

in recent years in anticipation of using them to
bridge a gap between incomes and spending
commitments. At Ist April 2016, local authorities
estimated general fund reserves were £1.046
billion. This may help deal with budgetary
pressures in 2017-18, but it clearly can only be

a temporary solution; and over half of these
reserves have already been earmarked. Moreover,
the amount of usable reserves varies substantially
across councils, and for some, the option of using
reserves to deal with shortfalls in 2017-18 and
beyond simply does not exist.

CONCLUSIONS

There is clearly some uncertainty around exactly
how the Scottish Government’s budget will
evolve over the lifetime of the parliament. Even
before the vote to leave the EU, the Scottish
budget was expected to fall by 3-4% over

the period to 2020-21. If the UK Government
extends its consolidation plans as a result of the
referendum, real terms resource budget falls for
the Scottish Government of 4-6% are possible.

The Scottish Government has committed to
increase real terms spending on health. This
continues a trend of real terms increases in health
spending since 1999.

Perhaps the Scottish Government’s most high
profile commitment in this parliament is to
double the provision of childcare, with the aim
to achieve a transformational step-change

in attainment and a reduction in educational
inequalities.

The commitments to health and childcare,
combined with a commitment to maintain

real terms spending on the police, imply that
unprotected areas of the Scottish resource
budget will face cuts of between 13.5% and
15.3% on average by 2020-21, under our
‘extended consolidation’ scenario. Even among
‘unprotected’ portfolios however, funds have
been earmarked for a number of within-portfolio
commitments.

Further policy opportunities - but also funding
constraints - are coming down the line when
new welfare powers are devolved later in

the parliament. One area where the Scottish
Government is less constrained is in capital
spending. The potential to offer an accelerated
programme of capital spending in future may
prove a useful bargaining tool for the Scottish
Government in negotiating the scale of resource
budget cuts for some portfolios.

N
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Negotiations over the local government settlement
are likely to be particularly challenging. Based on
the scenarios set out above, local government
could face a budget squeeze of around £1 billion
by 2020-21.

The local authority funding settlement is thus
likely to be a focus of political debate, not just
over the level of resource but the future of local
government more generally and the relative
balance of central government accountability and
local autonomy.

The room for manoeuvre is likely to be highly
constrained. Careful budgeting will be required if
the Scottish Government is to deliver on its policy
priorities whilst still delivering outcomes in other
areas. This is likely to require bold and creative
thinking both in terms of the options for revenue
raising, and hard decisions on spending that go
beyond simple salami-slicing approaches.

4.2 OVERVIEW OF UK LEISURE MARKET

Sources:

2016 State Of The UK Fitness Industry Report- The
Leisure Database Company

2016 State Of The UK Swimming Industry Report -
The Leisure Database Company

2016 Pasion For Leisure: A View Of The UK leisure
Consumer - Deloitte

Overview

Deloitte has reported that consumers’ confidence
in their own financial situations now runs close

to a 13-year high. A key component in consumer
confidence has been the improving sentiment
around household disposable income.

The leisure database company highlights that UK

member penetration is also at its highest point of

14.3% that equates to 9.2 million members of both
private & public facilities with a combined market

value of £4.4 Billion.

Much of this growth can be attributed to the
low-cost sector & the introduction of technology

& wearable devices. Although the industry overall
is experiencing growth The Leisure Database
Company states that 2016 has seen a 1% decline in
swimming pools in the UK unfortunately with more




MARITAL STATUS | AREA

Who lives in the area?

Under 15 12,460 Single 24,282
Source: Experian Age and Gender Estimates Source: ONS Census Data (2011) 9
(2014) Age 15-19 4,714 Married 28,962
. . Age 20-24 4,901 The ON.S data reyeals that 35.84% of the . In a civil partnership 50
The largest group within the target area is 65+ population are Single, and 42.75 % are Married.
with a count of 14,870, while the smallest group is Age 24-34 9,154 0.07 % of the population are in a civil partnership, Separated 2,127
15-19 with only 4,714. Age 35-44 10,485 3.14 % separated, 8.77 % divorced and 9.43 % are Divorced 5,942
widowed.
Age 45-54 13,328 Widowed 6,390
Age 55-64 10,959 TOTAL 67,753
| Qrea Age 65+ 14,870 | Qrea
ase ase
. TOTAL 80,871 .

AGE BAND % MARITAL STATUS %

In a civil Separated Divorced Widowed

partnership

Married




closing than opening with 3,229 swimming pools
in the UK vrs 3,265 in 2015 with rising operating
& staffing costs being the main factor.

Scotland

The Leisure Database Company reports that in
the public sector there are 336 gyms (12% of the
UK total) this has remained the same since 2013.
These operators have a total membership of
339,000 (10% of the UK total public members)
vrs 353,000 members in 2013 this equates to

an decrease of 14,000 public members over this
period.

The public sector membership fees in Scotland
averaged £30.42 per month, which is above
the UK average of £30.33. In 2013 the Scotland
average was £30.29.

The Leisure Database Company reports that in
the private sector there are 244 clubs (7% of
the UK total) vrs 196 in 2013, this equates to an
increase of 48 additional clubs over the period.
These operators have a total membership of
403,000 (7% of the UK total private members)
vrs 291,000 members in 2013, this equates to an
increase of 112,000 members over this period.
The private sector has seen significant increase
from 2013 and a large amount of this growth
can be attributed to the continued expansion of
budget operators.

The private sector membership fees in Scotland
averaged £41.03 per month, which is below the
UK average of £41.13, although in common with
other regions. In 2013 the Scotland average was
£42.67 and again increased competition from the
budget operators, mid-market operators & public
sector can be attributed for this decline.

The Private Sector

The Leisure Database Company reports that the
private sector has seen a growth in the number
of clubs of 4% in the last 12 months and an 8%
increase in the number of members. There are
3,700 private clubs in 2016 with 175 new club
openings and 93 clubs closing during the year

- the net effect is a gain of 82 clubs vrs 58 in the
previous year.

Out of the 175 openings 82 were low cost
clubs this is 47% of this has seen a dramatic
increase from 2013 where only 6% of the
total club openings were low cost.

The private sector has a total market value
of £3.09 billion this has seen an increase

Total membership in the private sector grew
to 5.88 million members which equates to
9.1% of the UK population, up 0.6% on the
previous year. 80% of the population
now live within 2 miles of a private
health club with the average
membership fee of £41.13.

The Leisure Database
Company reports
that 1in every

11 people are members of a
private health club or gym.

The Public Sector

The Leisure Database Company

reports that the public sector has seen a
decline in the number of centres of 1% in the
last 12 months and a 1% increase in the number

of members. There are 2,750 public health &

fitness centres in 2016 with 49 new openings and 65
centres closing during the year - the net effect is a
decrease of 16 centres vrs +3 centres in the previous
year.

The Leisure Database Company states that
regardless of this net loss of facilities there was still
an 18,000 net gain in members and a £4 million gain
in market value. The public sector has a total market
value of £1.34 billion.

Total membership in the public sector grew to 3.37
million members which equates to 5.2% of the UK
population, this has remained static over the last
12 months. 84% of the population now live within 2
miles of a public health and fitness centre with the
average membership monthly fee of £30.33.

The Leisure Database Company reports that 1in
every 19 people are members of a public sector
facility.

Low Cost Sector

This is an area of the leisure market that has seen
significant growth over the last 3 years and this is
forecast to continue at the same aggressive rate.
As this market has expanded in recent years so has
consumers’ expectations to have low cost options
available. The leisure database company reports
that the low cost sector now represents 12% of the
private sector and has risen to 450 clubs in the UK
representing a 41% increase in the last 12 months.

Total membership in the low cost sector grew
to 1.9 million members which equates to
an increase of 32% with a total market
value of £411 million with the

average membership of £18.77.

4.3 AREA DEMOGRAPHICS

Describing Inverclyde in relation to United
Kingdom
Creation Date: October 27, 2016

Summary of the Area

The following table details some key
demographics for the selected area in relation
to the base.

Households within the area 37174
Households within the base 27,219,324
Population within the area 80,871
Population within the base 64,796,716
Male Population within the area 40,599
Male Population within the base 32,157,745
Female Population within the area 40,272
Female Population within the base 32,638,971

Source: Experian Current year estimates
(Mid-year 2014)

Will the area grow or decline?

The current year estimates reveal a population
in this study area of 80,871; it is estimated using
projections that the population in this area will
change -3.38 % over the next five years, -6.75 %
over the next ten years, -10.69 % over the next
fifteen years, and -15.28 % over the next twenty
years. This compares with projected national
changes of 3.39 % for five years’ time, 6.62 % for
ten years’ time, 9.55 % for fifteen years’ time, and
1213 % for twenty years’ time.

POPULATION PROJECTIONS IN TARGET AREA

YEAR | AREA | AREA%
2014 80,871 0.00
2019 78,134 -3.38
2024 75,409 -6.75
2029 72,224 110.69
2034 68,510 -15.28

-15.28%




What is the ethnic make-up of the area? What is the residential profile of the area by Mosaic UK 6?

Mosaic UK 6 classifies all consumers in the United Kingdom by allocating them to one of 15 groups and
66 Types. The 15 groups are shown below as a profile using data for households in your target area. The
groups, types and the supporting descriptive information paint a detailed picture of UK consumers in
terms of their socio-economic and socio-cultural behaviour.

Source: ONS Census Data (2011)

The ONS data shows the ethnic makeup of the
selected area compared to the base

ETHNIC GROUP BASE % AREA %
White 87.07 2563 HOUSEHOLD BY MOSAIC UK 6 %
Gypsy/Traveller/Irish Traveller 0.10 0.01
Mixed/Multiple Ethnic Groups 1.98 0.22
Asian/Asian British: Indian 2.30 0.31
Asian/Asian British: Pakistani 1.86 0.21
Asian/Asian British: Bangladeshi 0.71 0.01
Asian/Asian British: Chinese 0.69 0.24
Asian/Asian British: Other Asian 1.36 0.15
Black/African/Caribbean/Black British 3.01 0.16
Other Ethnic Group 0.92 0.06
TOTAL 100 100.00

What is the make-up of social grades in the area? SOCIAL GRADES | AREA | AREA % | BASE %
Source: ONS Census Data (2011) AB 3,695 13.61 2217

The ONS Census data shows that D is the largest a 8.298 30.57 30.84
grade with 35.11% of people in your target area. c2 5,623 20.71 20.94

The second largest grade is C1 with 30.57%, whilst
the least represented grade is AB with 13.61%. DE 9,530 351 26.25

27146 100.00 100.00

B Area
Il Base

A City
Prosperity
B Prestige

Positions

C Country
Living

E Senior
Security

F Suburban
Stability

G Domestic
Success

H Aspiring
Homemakers
J Transient
Renters

K Municipal
Challenge

L Vintage
Value

M Modest
Traditions
N Urban
Cohesion

O Rental
Hubs

The dominant Mosaic Group is K Municipal Challenge with a
count of 8,435, which is 22.69 % of your target area.

Urban renters of social housing facing an array of challenges.

Key Features
Social renters
Low cost housing
Challenged neighbourhoods
Few employment options
Low income
Mobile phones

Ranked the 14th highest for income out of 15 groups
Ranked the 7th youngest out of 15 groups




4.4 CATCHMENT DEMOGRAPHICS BY FACILITY

Below are the 10 minute Experian summary demographics covering IL’s main

BATTERY PARK
Summary of the Area

4
A

Households within the area 22,203
Population within the area 46,536
Male Population within the area 23,455
Female Population within the area 23,081

BIRKMYRE PARK
Summary of the Area

Households within the area

Population within the area

Male Population within the area

Female Population within the area

BOGLESTONE
Summary of the Area

Households within the area

Population within the area

Male Population within the area

Female Population within the area

GOUROCK POOL AND GYM
Summary of the Area

Households within the area

17,883

Population within the area

38,655

Male Population within the area

19,520

Female Population within the area

19,135

GREENOCK SPORTS CENTRE / CROSSFIT
Summary of the Area

Households within the area

25,927

Population within the area

54,710

Male Population within the area

27,513

Female Population within the area

27,197

INDOOR BOWLING
Summary of the Area

Households within the area

21,452

Population within the area

44,891

Male Population within the area

22,425

Female Population within the area

R

LADY OCTAVIA
Summary of the Area

Households within the area 19,987
Population within the area 41,401
Male Population within the area 20,687
Female Population within the area 20,714
PORT GLASGOW
Summary of the Area
Households within the area 17,734
Population within the area 36,126
Male Population within the area 17,983
Female Population within the area 18,143
RAVENSCRAIG
Summary of the Area
Households within the area 23,372
Population within the area 50,266
Male Population within the area 25,295
Female Population within the area 24,971

WATERFRONT
Summary of the Area

Households within the area

23,261

Population within the area

48,292

Male Population within the area

24,226

Female Population within the area

Source: Experian Current year estimates (Mid-year 2014).

24,066




4.5 DRIVE TIME MAPS BY FACILITY
Below are the 10 minute drive time maps covering IL’s main facilities.

BATTERY PARK

GOUROCK POOL AND GYM

BIRKMYRE PARK

]

, W

BOGLESTONE

GREENOCK SPORTS CENTRE / CROSSFIT




LADY OCTAVIA WATERFRONT

RAVENSCRAIG




4.6 CONSUMER RESEARCH

IL recently carried out a customer research questionnaire to gauge customer opinion. The questionnaire was
answered by 200 of our customers from most of our facilities. Below are the results:-

Q1 - Are our Staff Friendly, Helpful, and Approachable?
A - 99.5 % of our customers felt our staff were friendly, helpful, and approachable ranking in the very good category.

ARE OUT STAFF FRIENDLY, HELPFUL AND APPROACHABLE
ANSWERED: 202  SKIPPED: O

Very Good

Average

Below Average

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Q2 - Is IL good value for money for the services you receive?
A - 98.5% of IL Customers felt that we were good or very good value for money on the products we offer.

IS INVERCLYDE LEISURE GOOD VALUE FOR MONEY
FOR THE SERVICES YOU RECEIVE?
ANSWERED: 202  SKIPPED: O

Very Good

Average

Below Average

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Q3 - Are the facilities you use clean and well maintained.
A - Yes - Good 74.2%, Average 24.4%, Poor 1.5%

ARE THE FACILITIES YOU USE CLEAN AND WELL MAINTAINED?
ANSWERED: 201 SKIPPED: 1

Yes - Good

Average

No - Poor

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Q4 - On a scale of 1(NO) -10 (YES) would you refer Inverclyde Leisure to a Friend or Colleague?
A - 86% of IL customers scored an 8 or higher and would recommend us to a friend or colleague.

ON A SCALE OF 1 (NO) - 10 (YES) WOULD YOU REFER
INVERCLYDE LEISURE TO A FRIEND OR COLLEAGUE?
ANSWERED: 201 SKIPPED: 1

10 - Yes

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

note: no results below 5




By asking one question — How likely is it that you would » Passives (score 7-8) are satisfied but unenthusiastic

recommend IL to a friend or colleague? — It is possible
to track these groups and get a clear measure of the
company’s performance through the customer’s eyes.
Customers respond on a O to 10 point rating scale and
are categorised as follows:

¢ Promoters (score 9-10) are loyal enthusiasts who will
keep buying and refer others, fuelling growth.

Indoor urban
extreme park

Adventure
climbing high
ropes

Squash /
badminton

Adventure
trampoline park

Ladies only gym

Group cycling
studio

Large free
weights gym area

Develop indoor
lawn bowling

Ten pin bowling
centre

Indoor adventure
golf

Quality spa and
treatment rooms

Outdoor golf
course

Any other (please
specify)

INVERCLYDE LEISURE TO PROVIDE?

0% 10% 20% 30% 40% 50%

Any others were, Créche, Child Care Provision, Sunbeds etc.

60%

70%

80%

customers who are vulnerable to competitive
offerings.

90%

Detractors (score 0-6) are unhappy customers who
can damage your brand and impede growth through
negative word-of-mouth.

Q5 - We asked our customers what other services would you like IL to provide? Customers could choose multiple
options in this category.
A - The question allowed customers the opportunity to choose multiple options in this category.

WHAT OTHER SERVICES WOULD YOU LIKE

100%

Below is customer research on effective indicators for advertising.
IL will be building its advertising strategy around the below consumer indicators:

DIFFERENCE

FORM OF ADVERTISING U TRUST ACTION VS.
ACTION
TRUST
Recommendations from people | know 84% 84% -
Consumer opinions posted online 70% 68% 2%

Ads on TV 68% 62% 6%
Branded Websites 67% 69% -2%
Ads in Newspapers 65% 61% 4%
Emails | signed up for 65% 56% 9%
Editorial content such as newspaper articles 64% 67% -3%
Ads in magazines 62% 60% 2%
Brand Sponsorships 60% 61% -1%
TV program product placement 58% 55% 3%
Billboards and other outdoor advertising 57% 57% -

Ads served in search engine results 57% 48% 9%
55% 57% -2%
55% 48% 7%
53% 56% -3%
52% 48% 4%
Online banner ads 50% 42% 8%
Display ads on mobile devices 49% 45% 4%
Text ads on mobile phones 45% 37% 8%

Ads on radio

Ads on social networks

Ads before movies

Online video ads

Source: Nielsen Global Survey of Trust in Advertising, Q1, 2013

MILLENNIALS HAVE HIGHEST LEVEL OF TRUST IN
NEARLY ALL ADVERTISING FORMATS
PERCENT OF RESPONDENTS WHO COMPLETELY OR SOMEWHAT TRUST

ADVERTISING FORMATS BY GENERATION

GEN Z MILLENNIALS GEN X BOOMERS | SILENT GEN
AGES 15-20 | AGES 21-34 | AGES 35-49 | AGES 50-64 | AGES 65+
Recommendations from people | know 83% 85% 83% 80% 79%
Branded websites 72% 75% 70% 59% 50%
Consumer opinions posted online 63% 70% 69% 58% 47%
Editorial content, such as newspaper articles 68% 68% 66% 60% 55%
Ads on TV 58% 67% 64% 55% 48%
Brand Sponsorships 62% 66% 62% 52% 42%
Ads in magazines 57% 62% 61% 50% 46%
Ads in newspapers 57% 62% 62% 55% 53%
Ads before movies 54% 60% 55% 42% 31%
Billboards and other outdoor advertising 59% 60% 57% 46% 38%
TV program product placements 51% 60% 56% 42% 39%
Emails | signed up for 54% 57% 56% 53% 54%
Ads on radio 51% 55% 57% 49% 42%
Online video ads 45% 53% 50% 37% 27%
Ads served in search engine results 43% 52% 50% 41% 33%
Ads on social networks 45% 51% 47% 35% 26%
Ads on mobile devices 42% 48% 45% 31% 20%
Online banner ads 36% 47% 43% 34% 25%
Text ads on mobile phones 32% 41% 38% 27% 18%



4.7 COMPETITION MAP

Below is a map of IL facilities showing the
main competition in the area
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Competitors

A KA Leisure Greenock Road Largs KA30 8QL

B JC'S Fitness Studio 10 Patrick Street Greenock PA16 8UT

C  Bowfield Country Club Bowfield Road Howwood Glasgow PA9 1DZ

D Linwood On-X Renfrewshire Leisure Brediland Road Linwood PA3 3RA

E David Lloyd CockleHill Park Arkleston Road Renfrew PA4 ORA

F Pure Gym Paisley Units 2 & 3 Paisley Retail Park Renfrew Road Paisley PA3 4BX
G Exercise 4 Less 17-18 Renfrew Retail Park Renfrewshire PA4 9EN

H  Caber Cross Training 14 Crawfurd street Greenock PA15 1LR

1 Curves Greenock 10 Robertson Street Inverclyde PA16 8DB

J The Urban Fit Company Greenock 5 - 3 Campbell Street Greenock PAT6 8AN
K Gleddoch Hotel Old Greenock Road Langbank PA14 6YE

L Fun World Fort Matilda Industrial Estate Eldon Street Greenock PA16 7QB
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Inverclyde leisure

Waterfront Leisure Complex & Fitness Gym Customhouse Way, Greenock, PA15 TEW
Greenock Sports Centre & Fitness Gym Nelson Street, Greenock, PA15 1QH
Battery Park Pavilion Battery Park, Eldon Street, Greenock, PA16 7QG

Birkmyre Park Gym Broomknowe Road, Kimacolm, PA13 4HX

Boglestone Fitness Gym and Boglestone Community Centre Dubbs Place,
Port Glasgow, PA14 5UD

Gourock pool & Gourock Fitness Gym Albert Road Gourock, PA19 INQ
Lady Octavia Sports Centre Bridgend Road, Greenock, PA15 2JN

Port Glasgow Swimming Pool Bay Street, Port Glasgow, PA14 5EB
Ravenscraig Sports Centre Auchmead Road, Greenock, PA16 0JE
Indoor Bowling Club Port Glasgow Road, Greenock, PA15 2UL
Greenock Town Hall Clyde Square Greenock PA15 1LY

Port Glasgow Town Hall 35 King Street Port Glasgow PA14 5HD

Gamble Halls 44 Shore Street Gourock PA19 1RG




INVERCLYDE S WieE
LEISURE
Price £6.00 £16.99 - £37 £5.50 £6.00
70 Classes
RENFREWSHIRE
LEISURE £5.65 £24.50 - £31.50 £5 65
DAVID LLOYD & Wee
PAISLEY
Price £79 - £115pm £79 - £115pm £79 - £115pm
L . 37 Classes
KA LEISURE
£4.70 £34 - £61 £4.30 £2.90

Descriptions Various Cross Training Stations
CABER CROSS

TRAINING
Price £5.00 £45 - £60 Free

o 16 Stations 16 Stations Circuit Based
Descriptions S o N/A
CURVES LADIES Circuits Circuits Classes
ONLY ] Part Of
Prlce £3o i E39pm MemberShIp

HOTEL AND SPA

Part Of
Membership

LANGBANK Pr|ce

£4.90 £45.00 £40.00 £39.00
25M Leisure Pool 4 Court Hall New Build Facility Me_mbershlp
. Options £31.50
With Good Range S
£4.00 £48.20 £41.85 O ProcuEis £24.50 Off Peak

25M Training Pool

All Prices Based On Peak Time Activities

Private Members
N/A Club, High
Standard And Cost

Recent
Refurbishments
£79 - £115pm

Leisure Trust Has Gym Equipment
A Good Overall And Lavout Is
£2.90 £40 £32 £18 Product Offering Stanciard

6.00Am Opening

Cross Fit Slots

Ladies Only Management

Yes
e Private Clup | - Standerd Smal
Part Of Attached To Hotel Facilities
Membership




OPPORTUNITIES

HELPFUL
HARMFUL

Diversifying into more activities

Develop Indoor bowling - utilising the space/ change of use
Increase IL club live membership

Develop Fitness for Less brand into other geographical areas

Expand and develop Boglestone Community Centre with larger Fitness for Less, children’s External competition

entertainment facilities and develop a purpose-built dance studio.
_ ) ) _ Leisure Management contracts coming to Scotland
Improving Inverclyde community health, wellbeing and general fitness.
School leisure estate
Launch Fitness for Less, X-height, Softplay, café model outwith Inverclyde

Consider trampolining centre/ten pin bowling/Indoor BMX & Skate park/ninja warrior fesdotEegnsnssns it d e

model /Tennis/ Go Carts etc. Football waiver scheme/bookings

Review Boglestone Community Centre committee usage. Increase staff costs

Modular unit for dance studios at Birkmyre and Gourock Fitness Gym Utility costs

Devise new fitness strategy for GSC Fitness Gym Future of Scottish politics and potential government funding
Explore virtual group fitness: Les Mills group /fitness model EXTE R NAL Local politics
Continue to review & develop Group Fitness programme Brexit

IL Catering outlet opportunities, Costa etc. Depopulation
Managing school estate & golf club

Spa development within Inverclyde

Staff rewards and benefits

Review all free activities such as Free Swimming etc.



4.10 PEST ANALYSIS

Below is a summary of the PEST Analysis carried out with Directors and the teams from IL facilities.
All suggestion have been analysed, and where possible put into the business plan.

» POLITICAL

Uncertainty over future local elections
Inverclyde Council Policies

Uncertainty over future government and local
council funding of the management fee and capital
investments with leisure estate

Changes in legislation and regulations effecting
operations

Relationships with new local administration and
officers within local Council

Political conflict
Brexit
Changes in Government policy

Company Reputation

» SOCIAL

Impact to the health agenda

Trend towards fitness as being fashionable
Company brand reputation

Company image betrayed through technology
Consumer buying patterns and seasonal fluctuation
Rise of social media fitness gurus

Rise in fitness role models

Customers’ expectations and perceived value of
products

Rise of health-related issues

Demographic changes in the population and
landscape of Inverclyde

Marketing approach and strategy

Community engagement and involvement
Community events

Customers demanding a better level of service

Media trends and impacts on local and national
articles

Accessible facilities for abled and disabled
customers

Cost of living, poverty, austerity and perceived
value of health

Obesity crisis
Unemployment
Local media approach

» ECONOMICAL

» TECHNOLOGICAL

Economic impact - global uncertainty

Job uncertainty and security in the local area
Dip in the economy impacting our services
Uncertainty over future utilities costs and fuel
Future potential funding from partners
Weather trends that impact the services
Supplier costs increasing

Procurement and buying oversees (Euro)

Price increase on products for sale and future
buying rates

Free Swimming funding

IC Waivers policy funding

VAT and future interest uncertainty
Increase in taxation

End user satisfaction

Pricing

Ice rink technology - eye on the ice etc.
Legend developments and opportunities
Equipment and software changing so rapidly

New solutions to improve services, access
controls, bookings, self-service etc.

Continued use of social media, websites,
e-marketing.

Cybercrime / security breaches

Technology trends keeping children active and
engage with more variety of activities.

IT replacement strategy
Embrace cloud technology
Keeping up-to-date latest fitness equipment

Customers increasing use of electronic
communication and electronic purchasing

Data Protection
Look at latest technology innovation

Develop IL application

4.1 MARKET OPPORTUNITIES can increase market share - through product
enhancement in terms of performance, quality,
features, or developing a competitive advantage
through branding initiatives, sales or advertising
and improving profitability - delivering efficiencies
in marketing and driving sales through effective
promotion.

We believe that by concentrating on Inverclyde
and the surrounding area, IL can increase the
market through new product development and
innovation, development of existing products or
moving into new markets using our specialised
knowledge of Inverclyde.

Our market research shows that we have a good
market potential for our products and services and
that pricing is good value. There is opportunity

to diversify our products and services to meet
customers ever changing leisure lifestyles.

We feel being heavily involved in the local
community will allow us to outperform the
competition as long as we meet and exceed
customer expectations. We believe we



2.0

CORPORATE
STRATEGY

5.1 HUMAN RESOURCES

IL aims to create a positive, enjoyable,

professional and rewarding team environment for

its staff.

IL’s workforce, as in most public sector leisure
organisations, represents its largest area of

influence with most staff delivering front of house

services to our customers.

IL has changed the way we manage HR from
previous plans and have brought HR services in-
house with suitably qualified personnel heading
up HR issues and external legal support for more
challenging issues.

Employee Engagement

A key issue for IL continues to be the constant
need for our teams to deliver better levels of
customer service. Service, therefore, continues to
be a key determinant in differentiating between
the competitions in order to help deliver a
competitive advantage for IL.

There continues to be a focus on increasing
employee engagement to deliver improved
business performance, whilst ensuring employee
wellbeing. IL is endeavouring to create a
workforce which feels appreciated, valued and
committed to contributing to the success of the
business. This process of ownership will continue
to focus at all levels, from the creation of the
strategic values and objectives, to the cascading
effect to frontline teams who can deliver the
service.

The benefits to IL of a more engaged workforce
taking individual ownership will be:-

* Taking pride in what they do
* Increase their levels of discretionary effort

* Accept delivering better standards of service
as the norm

* Be prepared to innovate

* Receive recognition for their efforts

The company would also benefit from:-

» Better financial and operational performance
* Reduced recruitment costs

* Increased employee satisfaction levels

* Reduced absenteeism

* Reduced sickness levels

* Reduced employee turnover

* The ability to attract good quality employees
in the future

* The recognition through Quest accreditation

Performance

IL recognises the need to develop staff to ensure
a workforce that meets the needs of a modern
leisure organisation.

This system known as “My Development Plan”
covers 5 main areas of development for an

employee.
These are:-

1. Communication with
others and teamwork

2. Customer service

3. Personal initiative, change and
innovation

4.Working safely and ensuring the wellbeing of
others

5. Quality and continuous improvement

These 5 areas remain critical to the success of IL
and the development plan gives employees the
opportunity to meet with their line manager to
discuss their performance against each of these
areas.

Employees rank themselves on a scale of 1to 4
on how they have performed against each area
and can discuss this with their line manager and
look for areas where they have performed well
and areas for improvement while setting realistic
timescales to meet these targets.

The Development Plan also gives employees the
opportunity to agree and set objectives based
on IL’s business plan. Employees and Managers
will be able to agree and set objectives which are
linked to the business plan based on their role in
the organisation.

This is a valuable tool to enable staff to link their
performance to the overall objectives of IL.

Employees and Managers can agree and set
personal development objectives and training.
This focuses on the employee and gives them the
chance to look for ways to improve their skills for
both the benefit of their own career development
and the success of IL.

This has and will continue to form part of our
annual Corporate Training Plan.

IL are committed to the development of both
the business and its employees and see My
Development Plan as an excellent opportunity to
help achieve both.

A review will take place of the MDP system to
ensure it is still fit for purpose and any changes
will be communicated to employees and training
provided

Refresher training will be offered to ensure
that managers conducting the MDP and staff
receiving the appraisal are fully understanding
of the system and its importance to the
development of IL.

Communication

Communication

within the organisation

will also be a key factor

moving forward. Good

communication channels will allow

us to support and grow employee

engagement in the coming years and

initiatives such as incentive schemes will in turn
have a beneficial impact on the business and
customer service. IL will keep employees up-to-
date with newsletters, having regular employee
meetings and present the Strategic Plan and
Annual Reports to our teams. IL will also ensure
a better structure of regular communication from
departments to keep employees up-to-date and
allow for employee feedback and review the QMS
communication policy.

Recruitment

IL is committed to ensuring that it recruits,
retains, and develops a committed, capable
and highly skilled workforce in order to deliver
its business plan. IL will review how we recruit
employees to get the best candidates and also
ensure they start in a timely manner, therefore,
not effecting income.

Training

With regards to specific training needs, the
nature of IL’s business requires employees to

be highly skilled in particular competencies,

such as health & safety and customer care. The
company therefore commits to the continuous
development of, and investment in, its employees
through a thorough training that is up-to-date
and of a high professional standard. This level of
training ensures all employees are competent to
deliver the performance and professionalism that
is necessary to cater for both current and new
business whilst focusing on customer needs.

IL actively encourages career development
throughout the workforce and utilises both
internal and external training in order to achieve
this. Internal promotion and career progression
is encouraged with managers developing as
professionals within their specialist areas.




Employee Reward and Recognition
The company will focus during this plan on
developing a reward and recognition KPI
framework for employees. This will encompass
financial performance, quality results, health and
safety, scores, WOW! Awards, MDPs completed,
Site Service Improvement Plan linked to
employees’ financial reward.

Pensions

IL has auto enrolled employees into its pension
scheme currently supplied by Strathclyde
Pension Fund and adopts the Local Government
career average scheme. A full review of pensions
will be carried out and, with added pressure on
finances, this could result in ring-fencing current

TRAINING COURSE

National Pool Lifeguard
Qualification

Renewal - National Pool
Lifeguard Qualification

First Aid at Work Trainer
Assessor Course

employees in the scheme and bring in a new scheme
for new entrants or reviewing the whole scheme.

Procedure Review

IL will be carrying out a full procedure review of
the human resources policies and procedures to
bring them in line with best practise from a leisure
organisation perspective and to ensure the best HR
approach for the company.

Courses

We are working with several partners such as Right
Directions, Legend Training, Maximum Performance,
Bigwave Media, Scottish Swimming, RLSS, IOSH,
CMI, CIMSPA to ensure we assist and support the
development of the employees.

|JUNE | JULY | AUG | SEPT | OCT | NOV | DEC | JAN

First Aid at Work

Renewal - First Aid at
Work

Cimspa Pool Plant
Certificate

Scottish Swimming Level 1
Teachers Course

Scottish Swimming Level
2 Teachers Course

IOSH Managing Safely

IOSH Working Safely

CMI Management
Leadership Course

Recruitment & Selection

Managing Employee
Conduct

Interview Techniques

Disciplinary Procedures

Managing Attendance

Customer Service Training

My Development Plan
Refresher Training

Continuous Access to E-learning and the development of
E-Learning courses for our employees

COURSE

MANAGER/SUPERVISOR

Induction

Risk Assessment

Fire

Driving Safely

Manual Handling

Computer Safety

COSHH

Office Safety

Stress for Employees

Stress for Managers

Food Hygiene

Health and Safety for
Managers

Slips Trips and Falls

Accident Investigation

Data protection act

.

These courses will be delivered as part of the IL
corporate training plan. Additional training will be

identified during my development plans. The plan

will be updated as appropriate throughout the year.

Below are the three year Human Resource’s

objectives for the company:-

HR Year 1

Bring HR in-house utilising suitably qualified
personnel administrating HR issues and external
legal support for more challenging issues

Register with Disclosure Scotland

Start to review all HR policies and procedures
starting with priority matters such as safe
recruitment, medical forms, annual leave, create a
three year review cycle

Manage transfer of staff files and any additional
information from previous service provider

Purchase online system for annual leave and look

TEAM MEMBER ADMIN RECEPTION

Ravenscraig Only

Gym Staff, Sales Staff

at electronic HR filing system

Standardise annual year date in line with the
financial year

Run MDP focus group with employees and
maximum performance to review the appraisal
system

Run front of house customer training

With our payroll provider ensure all employees
have access to electronic or paper payslip

Job evaluate Senior Team

Introduce EMT and HR Job Evaluation team for all
new jobs

Ensure at least 3 newsletters a year

Deliver staff engagement events such as Excellence
Awards for high performing individuals and teams,
Business presentation such as annual reports and
strategy document and annual Christmas event

4



Ensure fair pay award for employees

Develop staff suggestion scheme
* Review payroll provider
* Up-skill key staff to move company forward

* Research Childcare Voucher Scheme

* Continue to develop Cimspa partnershi
* Review communication policy inu velop imspa p P

_ . . * Create training area for e-Learnin
* Legend super user training and finance training g 9

for head office * Produce staff survey

* Ensure focused head office function * Ensure on-going training both corporate and

. . th h MDP
* Continue to develop the staff training and roug

development matrix * Review year 2 of policies and procedures
» Up-skill key staff to move company forward * Ensure at least 3 newsletters a year
* Ensure fair pay award for employees * Review company pension arrangements
* Sign up to Cimspa staff development framework * Develop staff suggestion scheme

starting with lifeguards and fitness instructors .
* Ensure fair pay award for employees

* Ensure payroll SLA is signed .
pay 9 * Review employees’ contracts

* RunlLrecruitment day ¢ Run IL recruitment day

HR Year 2 HR Year 3
* Run team building event for managers/supervisors « Ensure on-going training both corporate and
e Bring in employee reward system linked to through MDP

erformance indicators . )
P * Year 3 of policies and procedures review

* Develop Cimspa e-learning - Run IL recruitment day

* Look at organisational review in line with council

funding » Deliver staff engagement events such as

Excellence Awards for high performing

» Deliver staff engagement events such as individuals and teams, Business presentation
Excellence Awards for high performing individuals such as annual reports and strategy document
and teams, Business presentation such as annual and annual Christmas event.
E:er?r%rttrigg(i\f;ﬁifegy document and annual * Ensure at least 3 newsletters a year

* Complete corporate training matrix to include

. | ini i incl Il o
Complete corporate training matrix to include a all individuals

individuals

. Look into long service awards e Continue to develop Cimspa partnership

Develop next 3 years HR objectives

5.2 MARKETING well as development of existing products

2. Increasing market share through product
enhancement in terms of performance/
quality/features, or developing a competitive
advantage through branding initiatives, sales
or advertising

IL’s approach to Marketing is to set processes

for creating, communicating, delivering, and
exchanging offerings that have value to our
customers, clients, partners, and society at large.
The techniques to do this vary but in recent years

have concentrated on market segmentation, 3. Improving profitability by delivering
understanding consumer behaviour and target efficiencies in marketing and driving sales
market profiling. From a societal point of view, through effective promotion and awareness
marketing provides the link between a society’s campaigns

material requirements and its economic patterns
of response. This way marketing satisfies these
needs and wants through the development of
exchange processes and the building of long-
term relationships.

Areas of potential competitive advantage will be
based upon our core competencies of providing
quality leisure services at competitive, value for
money prices as lower pricing itself rarely offers a
sustainable competitive advantage.

Market segmentation focuses on the division of
a market of consumers into persons with similar
needs and wants. For instance, X-height and Soft
Play is marketed to children. Whereas Fitness
Gyms are marketed to adults. Both goods denote
two products which are marketed to two distinct
groups. In another example, Fitness for Less
appeals to the low-cost consumer whereas
Fitness Plus appeals to the high value
consumer.

Market segmentation allows for a better
allocation of IL’s resources in servicing
specific groups of consumers. In

this way, our customers are served
better and with growing diversity

of products and encourages the
company to grow.

Marketing will be focused on
achieving 3 strategic aims:-

1. Enlarging the market
through new product
development,
innovation and
segmentation as




Marketing Strategies
Strategic and tactical areas to be considered to
achieve these key marketing objectives are listed
below.

Marketing is supported by our full-service marking
partner Bigwave Media who provide the following
support:

On-Site Marketing Support

A designated resource that works alongside

IL’s senior management team to review, plan,
project manage and advise on all commercial
campaigns, developments and strategic marketing
requirements for IL. This support requires full
responsibility for all commercial campaigns and
marketing of new developments that may be
required and working alongside other 3rd party
consultants that support IL to ensure a harmonised
approach that follows all policies and strategic
goals.

Strategy and Planning

Development of strategic planning in the first,
third and fifth year at the agency’s offices to fully
understand and agree the scope, requirements

plans and targets to be achieved during the period.

Account Management

A designated Account Manager is assigned to
facilitate all traditional and digital marketing
requirements and directly work alongside the
on-site support to process, track and co-ordinate
campaigns and marketing activity.

Print and Media Procurement

Full management of all print and media
procurement for all marketing requirements that
includes a price promise guarantee on all print
related activity. Manage all elements of the process
including planning, bookings, liaison with third
party suppliers and organisation of all delivery /
installation where required.

Graphic Design
Cover all standard graphic design, digital design,
marketing campaigns, strategy and report

documents. Creation of a full brand guide to help
maintain these standards are always constituently
applied to any of IL’s work.

Proofing Software / Processing of All Design
Work

To provide an online proofing tool linked to the
designated account management which allows

IL to stream line the review and approval of their
marketing materials without the need to work from
PDF proofing and emails.

Social Media Management

Strategy and Branding
¢ Channel audit of any existing business profiles

¢ Creation of a full social media strategy which
updated on an annual basis

¢ Channel optimisation and re-brand of any
existing business profiles

*« New channel setups (in-line with suggested
strategy)

¢ ldentify and target businesses on social media to
help build fans/followers on a monthly basis

¢ Monthly reports to include at minimum: follower,
fan and check in numbers and popular content/
uniform resource link (URL) report

¢ Hootsuite account

Content Provision

Provision of all regular content for all social media
channels researched, written and scheduled on
behalf of IL.

Public Relations Management and Support
Provision of Public Relations (PR) support to
include:

¢ PR walkthroughs to enable staff to undertake PR
training at distance

¢ Online PR calendar to enable staff to schedule
releases with an auto reminder function

¢ Stock library of leisure specific press releases for
adaptation

PR media lists for United Kingdom national,
regional and trade media lists

PR distribution system to enable staff to issue
press releases and media log

¢ Stock library of crisis & issues management
statements

¢ Access to PR specialist for any bespoke
requirements (this would be outside of the
contract and used as and when required)

Demographics and Research

Up to date Experian demographics for each
centre. Summary of demographic reports for each
individual centre to include:

¢ Population breakdown

¢ Population projection

* Age

¢ Marital status

¢ Ethnic make-up

¢ Social grade make-up

¢ Basic mosaic profile

¢ Visual snap shot of key mosaic group

¢ Drive time map

Customer mapping of memberships for each
individual membership category as well as
swimming and skate lessons to be completed once
per year. This analysis should include, age, gender,
postcode and be provided with heat map analysis
splitting of members via percentage per postcode
area along with links to potential distributions via
Royal Mail as well as digital targeting options for
these audiences.

E-Marketing

Provision of a fully integrated e-marketing solution
to be used by staff at IL and by the provider for
campaigns and commercial support. The system
must include the following tools:

¢ Bespoke Hyper Text Markup Language (HTML)
templates

¢ Create and send HTML e-flyers

¢ Full campaign analysis reporting

e Social sharing

* Bounce summary

¢ Manage, upload and s of database lists

« Ability to edit templates in line with IL’s
corporate branding

¢ Fixed cost for subscription levels

Short Message Service Marketing

Provision of a fully integrated short message
marketing (SMS) solution to be used by staff at IL
and by the provider for campaigns and commercial
support:

¢ Sending of SMS messages to individuals or
groups
¢ Creation of multiple phonebooks

¢ Creation of templates of commonly used
messages

¢ Detailed response analysis of campaigns

« Ability to receive inbound messages by SMS, web
or email

Quick Response Codes
¢ Quick Response (QR) codes supplied as 300 dpi
and ready for high resolution print

« Ability for QR code to link to a URL, note, email,
text or business card data

¢ Scalable for use on posters and banners

Website Support
*« Complete core content management system
(CMS) based changes

¢ Ensure brand consistency across all pages on IL’s
website

¢ Update and amend the site to reflect existing
campaigns

¢ Provide Google Analytics data monthly

« Liaise directly with website provider over any
technical elements of the site

Search Engine Optimisation (SEO)

SEO to provide detailed information and statistics
about crawling, head elements, content relevance,
links, domain, URL structure and user experience.
In turn, this information and data would be used
to improve site quality, gain new users and thrive
against competitors.

Blogs

Research, planning, creation and implementation
of bespoke Blog posts to be utilised across our
marketing platforms.

Website Landing Pages

Creation of stand-alone landing page which is fully
mobile enabled / responsive and has the capability
to capture data by utilising Google analytics and
other tracking technologies.

Mobile Application

IL will actively seek to work with our third-party
providers to develop a fully branded Inverclyde
mobile application to delivery real-time content,
such as: timetables, articles, news updates, class
bookings as well as the capability to link to other
supplies such as Technogym.

Sales
IL has a designated team for Fitness Plus+ sales that
helps to add value to the customer journey.

The team also provides outreach to local
company and events.




Advertising and Promotion Plan
IL plan to improve the advertising for promotions by utilising more targeted campaigns below is a summary of our plan:

INVERCLYDE LEISURE MARKETING PLANNER 2017 - 2018

APRIL

MAY

JUNE

JULY

AUGUST

SEPTEMBER

GENERAL LITERATURE AND EVENTS

OCTOBER

NOVEMBER

DECEMBER

JANUARY

FEBRUARY

MARCH

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates

Times and price
[EEINS
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates
Fake Festivals

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates
Triathlon

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates
Kilmalcolm Half
Marathon

GENERAL LITERATURE AND EVENTS

CORPORATE

MARKETING

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates

Times and price
[EENIES
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates

Times and price
leaflets
Social media content
Online booking and
joining
Emarketing
SMS
Website developments
and updates
Recruitment Fayre

Times and price
leaflets
Social media content
Online booking and
ellallgte]
Emarketing
SMS
Website developments
and updates

New imagery and
videos

IL Excellence awards

CORPORATE

MARKETING

Recruitment fayre
Business plan update

IL FITNESS PLUS +
IL CROSS FIT

IL FITNESS PLUS +
IL CROSS FIT

IL SKATE IL SKATE

WATERFRONT LEISURE COMPLEX WATERFRONT LEISURE COMPLEX




Below are the three-year marketing objectives for
the company:-

Year 1
* To focus on developing organisational sales
capabilities with sales training

e Utilise the rising growth of digital marketing

* Map out three-year marketing strategy with
Bigwave Media

Improve data capture at receptions

Focus marketing activity on big data, content
marketing, marketing automation to include
CRM

* Develop IL Mobile app and mobile advertising
through pebbles

* Redesign the website to be responsive aiding
customers using mobiles whilst browsing our
website

* Update the website with new images and data
improving web site experience by shortening
URLs

* Improve social media marketing utilising
Facebook live, YouTube etc.

* Improve SEO
* Monthly marketing development workshops

* Implement Net Promoter Score (NPS) analysis
for the company

* Target market select groups through leaflet
distribution, billboards etc.

» Continue to use paid marketing e.g. Google
AdWords, pay per click

Increase research capability, and use research
data to feed operational improvements and
better segment markets and target marketing
activity accordingly

Improve internal communication at all levels with
good internal relationship marketing

Develop online functionality across sites

Continue to review current membership
packages looking at added value and
strengthening brands

Plan for new developments for diversification
carry out research and community engagement
consultation

Monthly marketing development workshops
Utilise Legend’s CRM
Ensure best value through print procurement

Run annual community event programme and
out reach

Use data to drive income starting with
Ravenscraig party project by utilising automated
electronic marketing information

Target market select groups through leaflet
distribution, billboards etc.

Create quality stock photo and video content for
web

Create new IL corporate video

Year 2
¢ To identify and develop options to increase
spend per customer and secondary spend

¢ Improve PR and develop use of advocacy and
testimonials on video

¢ |dentify and develop appropriate branding
structures and sub brands for new products

¢ Continue market segmentation with new
product launch

Ensure best value through print procurement

¢ Run annual community event programme and
out reach

¢ Target market select groups through leaflet
distribution, billboards etc.

* Create customer user profiles linking to brands
¢ Look at sponsorship deals

¢ Improve customer data capture for marketing
purposes

¢ Consider targeted TV campaigns

Year 3
¢ Review Website look at complete rebuild

¢ Review membership journeys

¢ Run annual community event programme and
out reach

¢ Monthly marketing development workshops

¢ Continue market segmentation with new
product launches

¢ Carry out demographic research

¢ Carry out leisure and national trend research

5.3 INFORMATION TECHNOLOGY

IL in the last three years has bought Information
Technology (IT) in-house. Most of our systems are
cloud based including: front of house and back
office systems, voice over internet protocol (VolP)
phones, accounting system and Office 365 to name
a few.

IL have ensured continued investment and
replacement of our hardware such as rolling out
new desktops as older models come to the end

of their life cycle and completely renewing all our
phones at every site. Legend support and provide
WAN/LAN network services, VolP telephony,
secure data centre hosting, Office 365 licences,
email hosting, website hosting, IT security, Internet
content filtering and anti-virus/malware protection
and management.

IL has a 24 hour, 7 day a week help desk for all IT
related issues or technical support as well as having
a dedicated IT administrator as part of the team
working office hours.

Over the coming years, IL are looking to become
more web focused and embrace new technologies
to improve our customers experience and improve
business process.

A

Front of House Booking System

Legend’s Front of House (FOH) is designed to
ensure the ultimate level of efficiency and speed
in this key area of our business. Legend is fast and
efficient, with real-time processing of transactions
across the key functions of E-POS, access control,
bookings and attendance.

The Legend Front of House module is designed

to increase throughput and ensure revenue
maximisation. Legend offers a real-time, one

view solution that makes the most important and
frequent functions of the reception environment
effective and manageable. Legend FOH enables
POS activity, access control, course and class
bookings and membership management to ensure
best use of available resources.

KEY FEATURES
Powerful EPOS and Stock Control

Multi-member transaction capability

Intuitive ‘basket-based’ screen layout

Chip & Pin payment integration

Shift Management and Banking

Messaging and alerts A
One touch short cuts

KEY BENEFITS
Reduced queues at reception

Secure and auditable cash handling
More efficient access control
Current ‘user transaction’ visibility
Rapid & secure PDQ transactions
Allows ‘one’ to pay for ‘many’

Reciprocal access policies

The software is cloud based to enable 7 day

a week support. Legend’s hosted services are
provided on fully redundant banks of servers
located in two of the UK’s most highly specked
specialist data centres.

Hosted services include;

¢ Hosting of customer firmware systems such as
accounts software, payroll, PMS, BMS and MS®
Exchange Server

File serving including antivirus software
provision and maintenance

Web hosting
Backups and restore of data on end to end

Disaster recovery services to ensure full, swift
restore of data, files, virtual servers, email and
websites

Manned help desk support seven days per
week, a ‘one number to call’ solution

\ ___ el

Web

IL will also have a web solution that incorporates the
latest technology to bring end-to-end e-commerce
web site solution. The solution delivers self-service,
secure payment and offers enterprise strength CMS
to deliver and administrate marketing websites,
visuals and content.

The result: online solutions that make a positive
impact visually, deliver new efficiencies, provide
improved services to the public and dramatically
reduce administration time.

The solution is delivered in a seamless, integrated
package that makes it easier to capture vital
demographic information whilst creating a platform
to increase revenue from membership, pay and play,
bookings and online sales.

VolP

After successfully embedding the new voice over

a VolP phone infrastructure we are now looking
towards reviewing the current health of the system
to identify any potential improvements that have
been overlooked in the initial planning stages. We
plan to conduct a full site audit of the phones,
interactive voice response system (IVR) and even
user behaviours to help gather information to further
enhance our system.

IL Support

Along with our IT partners, our front of house and
IT Administrator helps coordinate changes and
developments to the front of house point of sale
and the booking system. With our software partner,
Legend Club Management Systems, constantly
updating their software and adding new features it’s
imperative that the company are constantly looking
forward and implementing changes to help benefit
our customers and staff.

KEY FEATURES
Registrations including secure validation

Online Membership Sales (paperless DD)
Online Bookings

Online Debt Administration

Simple to use ‘basket’ function

Secure online payment into your bank account

Corporate Invoicing

KEY BENEFITS
Increased revenue from the Web

Reduced costs from self service
Improved customer service experience

Reduce administration

Improved corporate image

Web content kept fresh dynamically

Seamless online timetable production

Along with the new front of house system and other
new software programmes, IL will be looking at the
following:-




Year 1

Development of new App for IL integrating
bookings and third party providers that IL uses this
will be fully branded and bespoke for IL

Update website and mobile enable to make it
responsive

Track the latest technology to ensure IL are up to
date

Fully integrate tablets for Sports Courses and IL
Fitness Plus+ programming

Develop knowledge of Legend to end users and
review staff permissions

Carry out an audit of our PC and hardware to look
at a replacement

Bring in new electronic system for HR /
annual leave

Run super user training for the Admin
team

Create Admin cloud saving file
Embed facilities management software
Improve BACS payment system

Embed invoice management software and
easy payment for customers

Reinstate promotion calendar and run
monthly meetings with IT, HR, OPS &
Admin

Re-evaluate sales system utilising legend
prospecting tool

Review Redro and consider invoice
matching

Consider Redro fault reporting system

Review Booking Office systems with
Legend

Audit VolP phones

Review E-mail accounts to ensure we
have enough for employees

Full reporting from Google analytics
Implement ticketing for town halls

Purchase Goby for Facebook live and
YouTube

Look at IT requirements for virtual fitness

Consider beacon connectivity to add
customer communication

Year 2

Review switch terminal contract with new
agreement to reduce cost

Carry out an audit of our PC and hardware to look
at a replacement

Investigate transfer of files from Legend to access
(CVS file)

Develop automated KPI reporting framework with
Legend

Consider self-service kiosks/ pods at high usage
sites to automate process

Audit VolP phones

¢ Review financial system
¢ Review access control system

¢ Ensure my wellness system is running optimally
* Evaluated ice rink eye on ice technology

« Evaluate links towards wearable technology

Year 3
¢ Carry out an audit of our PC and hardware to
look at a replacement

¢ Review office accommodation for IT, HR and rest
of Admin

¢ Audit VoIP phones

¢ Review QMS procedures relating to IT

5.4 FACILITIES MANAGEMENT

IL will continue to invest in the
maintenance of facilities utilising
our own maintenance
employees for general
maintenance and
small repair and

\ external

contractors to maintain the assets in a functioning
and safe state using fully qualified and professional
contractors. Life cycle maintenance, a rolling
programme of asset refurbishment to ensure the
long-term functionality and sustainability of our
venues to meet all our customer requirements.

Maintenance items and large capital expenditure
relating to the building is managed in partnership
with IC through a six-weekly review meeting
looking at renewal and replacement of equipment
and updating of facilities.

IL have been trialling a new computerised
maintenance system reporting and repair
procedures, along with a preventative maintenance
schedule for facilities and will include a full role out
in 2017 this includes:-

¢ Tablet based solution offering offline and online
function

¢ Asset registers
¢ Incident logging

¢ Reporting and alerting with intuitive duty
manager checklists via mobile devices

¢ Provides communication with contractors,
individual task setting, live incident reporting
and ease of use in live operation

The system will ensure that essential items

are maintained to high standards (e.g. alarms,
extinguishers, lifesaving and safety systems, pest
control and plant maintenance).

Combined Heating & Power (CHP)

IL have developed a project with IC and in

2017 a new combined heat and power unit at
the Waterfront Leisure Complex will come into
operation to reduce base load electrical supplies
and overall reduce annual gas and electricity
consumption. Through this business plan we will
also look at any other facilities that could benefit
from CHP or micro CHP.

Energy Reduction

IL will work to improve our annual consumption on
electricity, water and gas by continually monitoring
consumption usage and regularly briefing staff on
the annual energy usage and expenditure from our
buildings.

IL will also be undertaking an energy audit to see
what further savings can be made and if this is
cost effective this will form part of our property
meetings with IC.

The energy audit will look at the following:-

¢ Variable speed drives

¢ LED lighting

« Boilers - replacement strategy
« BMS

¢ PIRs units to reduce lighting being on when
areas
not being used

Solar gain
¢ Air handling units
¢ Dehumidifier

¢ Micro CHP

IL Maintenance Team

IL maintenance team will continue to carry out
annual plan of maintenance items including setting
up Gourock pool, all pool plants, general internal
and external repair, general decoration and upkeep,
general roof maintenance, air handling units, general
maintenance of lights and light fitting, pipework etc.

External Contractors

External contractors carry specialist work on IL
facilities which include: PAT testing, legionella
testing, microbiological testing, maintenance and
servicing chiller units for ice rink and dance studios,
air-conditioning, lift maintenance, boiler maintenance
and servicing, dehumidification units maintenance
and servicing, annual pool plant inspection, fire /
intruder alarms, CCTYV, fire extinguisher maintenance
and servicing, hygiene provision, grounds
maintenance, refuge collection, gym equipment
maintenance and servicing, sports equipment
maintenance and servicing fixed wiring testing. IL
also utilises specialists in the event of a disaster
recovery.

Redro Maintenance System

Redro maintenance system is a quick and easy,
user-friendly cloud based maintenance fault tracking
management system which will provide us with

an efficient system for individuals to simply raise
and report maintenance faults and ensure that all
reported faults are completed. Users will be able

to indicate the priority of the faults, so these can

be scheduled to specific sites and locations attach
an image(s) to the raised fault. It will be easily
customised to meet our needs. Its administration
tool will allow us to add and amend sites, categories,
sub categories, trades, contractors, user locations
and sub locations to meet our individual company
requirements. Below is a list function:-

¢ Can be used on all mobile devices
¢ The system alerts a manager to the fault

o provides reporting at all levels

o provides managers with email updates as to the
status of the reported faults

o allows managers to view status of all faults with
audit history tracking

¢ Faults can be sent directly from the system to
the authorised accredited contractor with all
the required information e.g. quotes and other
documentation, plus images required to complete
the job




Year 1
* Embed Redro online electronic fault reporting

e IL team to carry out annual maintenance

* Continue to meet with IC six weekly

* Embed CHP

» Carry out energy reduction audit

* Standardise IC approach to facility maintenance

* Procure fire alarm, intruder alarm and CCTV
maintenance and monitoring contract

Year 2
e IL team to carry out annual maintenance

» Continue to meet with IC six weekly
* Procure hygiene contract

* Procure boiler servicing

* Procure CHP maintenance contract
* Procure lift maintenance

Year 3
e IL team to carry out annual maintenance

* Continue to meet with IC six weekly
* Procure air conditioning contract
* Procure ice plant maintenance

* Procure microbiological testing

5.5 BUSINESS DEVELOPMENT

Business development is to be thought of as IL’s
marketing tactics. The objectives for IL include
branding development, expansion in markets, new
user acquisition and awareness.

Business development is an important part of IL
growth strategy and diversification plans.

Our plans will be developed and agreed by the
Board on a project by project basis. IL plans will
focus on the analytical preparation of potential
growth opportunities for the senior management
and Board of directors as well as the subsequent
support and monitoring of the implementation.

The plans will integrate the knowledge and
feedback from IL,s specialist functions to include
Operations, Finance, HR, IT, Marketing, and

sales to assure that the company is capable of
implementing the growth opportunity successfully.
In this section, we will cover the possible pipeline
for growth over the next three years some of which
will be feasible some that will not.

IL will consider the following when looking at

a large business development projects, risks
associated with project and future growth, financial
projections, legal advice long term sustainability,
financing and implementation planning.

Year 1
* Research new potential products for Inverclyde

* Develop plan for modular studios at Birkmyre
and Gourock including customer insight

* Continue growth of swim school in line with
three-year growth prediction

Continue growth of ice skating lesson in line with
three-year growth prediction

¢ Continue growth of fitness in line with three-year
growth prediction

¢ Continue growth of dry side activity in line with
three-year growth prediction

¢ Develop latent demand report for Lady Octavia
gym and complete user survey to look at the
feasibility of new Fitness for Less gym at Lady
Octavia

¢ Develop latent demand to extend Fitness for
Less at Boglestone and carry out user and non-
user survey considering the facility mix for future

« Develop financial projections and
implementation plan for Lady Octavia

¢ Develop feasibility strategy for indoor tennis
centre and consider potential funding

¢ Continue to grow CrossFit in line with three-year
growth prediction

« Develop ticketed events program at town halls

¢ Review site opening hours

Year 2

¢ Develop financial projections and
implementation plan for modular studios at
Birkmyre and Gourock and include potential for
saunas

* Develop financial projections and
implementation plan for Boglestone

« Continue to grow ice skating lessons in line with
three-year growth prediction

¢ Continue to grow CrossFit in line with three-year
growth prediction

¢ Look at feasibility remoulding Greenock Sports
Centre gym and carry out user survey possible
health or strength and conditioning

¢ Continue to grow fitness in line with three-year
growth prediction

¢ Continue to grow dry side activity in line with
three-year growth prediction

¢ Look at opportunities to expand IL’s catering
operation

¢ Continue to grow swim school in line with three-
year growth prediction

¢ Carry at user non-user survey at indoor
bowling considering facility mix and long term
sustainability

* Implement Boglestone project
¢ Develop ticketed events program at town halls
¢ Look at different operating models

¢ Review and streamline operations in line with
management fee reductions

¢ Look at additional IC facilities transfer

Year 3

¢ Continue to grow CrossFit in line with three-year

growth prediction

WOW! Awards
IL work with the WOW! Awards. The WOW! Awards
are the World’s only independent awards process for
great customer service based purely on customer
compliments.

Continue to grow ice skating lessons in line with
three-year growth prediction

¢ Continue to grow fitness in line with three-year
growth prediction

¢ Continue to grow swim school in line with three-
year growth prediction

The WOW! Awards work with organisations across
the world, helping them to engage with their
customers in a positive way. They provide IL with
the tools to make it easy for our customers to tell us
when we have delivered great service for them, and
then to give positive recognition to the employees
in our organisation that are delivering that great
service.

¢ Continue to grow dry side activity in line with
three-year growth prediction

¢ Implement indoor bowling transformation
project

¢ Look at growth outside of Inverclyde

The aim of the WOW! Awards is to be motivational,
inspirational, and to encourage our employees to
deliver great customer service at a consistently high
standard.

5.6 CUSTOMER SERVICE

Customer service is an import part of IL business
and employees form the face of the company with
many of our products being instructor or team
member lead. IL will continue to train employees
in recognising differing customer needs and
adapting to ensure that each visitor to the facility
feels valued and enjoys their experience. This

will help determine whether they return, tell their
friends and family how good we are, do something
different with us or even come and work for us.
We want to manage this experience to ensure that
everyone who interacts with IL has a great time.

Customer research

Below is a planner that IL will undertake on an annual
basis to better understand Customer’s requirements.
IL will also be carrying out Net Promoter score on

a 6-monthly basis as well as undertaking necessary
customer research for projects such as latent
demand, non-user surveys, local residence surveys
and centre user surveys

Customer Satisfaction Survey Swimming
& Swim School

Customer Satisfaction Survey Ice /
Curling / Skate School




Mystery Shopping

IL will undertake mystery
shopping at least twice per

year at our main sites to understand
from a customer’s perspective their

experience. The insight programme of
mystery shopping takes IL straight to the front-

line customer experience. Using trained mystery
shoppers, each visit will be scheduled and the
mystery shop results and comments are uploaded
onto the reporting platform that feed straight into
a bespoke client dashboard. This is then turned into
an action plan. This will enable IL to improve our
business through intelligent insight

CUSTOMER CARE TRAINING

Customer care is a priority and we commit to
investing in training for all employees to ensure the
ultimate customer experience.

Customer Charter

Prompt Service

*  We will warmly acknowledge all our customers
upon arrival or first contact, and attend to your
needs as soon as possible

*  We will answer your telephone calls
professionally and politely, and within five rings
whenever possible

*  We will respond to all customer comments,
complaints and suggestions within 10 working
days

Personal Service
*  Our employees will be welcoming, helpful and
polite at all times

« All our facility-based employees will wear full
uniform and name badges, so that they can be
clearly identified

Professional Service
*  We will endeavour to offer value for money
services at all times

* Our employees will be appropriately trained,

qualified and competent in all aspects of
their work

*« We will keep our facilities clean and tidy
at all times and will conduct regular
checks to maintain high standards of
health and hygiene

¢ We will make sure that our facilities and
the equipment within them are safe and
effective and will take immediate action
to rectify any faults found. Safety checks
will take place every day and regular

service and maintenance programmes will

be undertaken

*« We will endeavour to provide accurate
up-to-date information about our

services, their programming and pricing at

all times

Any unforeseen (emergency) interruption to
services will result in either a refund and/or an
offer of alternative services where applicable

Environmentally Friendly Service

We will maintain a pleasant and comfortable
environment

A Service That Makes You Smile

We want you to enjoy your visit to us so much
that you will want to come back. If anything
stops you from doing so, or if you feel that we
could improve our service, please let us know,
either in person or by completing a customer
comment card.

If you like the way we do something, please tell
us and your friends and family too!

It’s Your Service

We will regularly consult with our customers
about our services, informally and through
mechanisms such as meetings, Survey
Questionnaires and E-marketing and
nominations through the WOW! Awards.

Year 1

Front of house customer servicer training
Carry out annual research planner

Carry out latent demand for Boglestone and
Lady Octavia

Run four monthly WOW! Award presentation to
staff for great customer service

Recognise employees at the annual excellence
awards for great customer service

Pilot Net Promoter Score at sites on a six-
monthly basis

Pilot out mystery shopping to show customer
insight in-between NPS

Review QMS documentation for customer
service and audit

Deliver customer charter to our customers

Year 2

Carry out research for new projects

Encouraging employees to take responsibility for

their area, making it their business to focus on
that area and ensure it is as the customer would
like it to be

Carry out annual research planner

staff for great customer service

Recognise employees at the annual excellence
awards for great customer service

¢ Review QMS documentation for customer
service and audit

Deliver customer charter to our customers

Year 3
¢ Look at automation for some front of house
services (self-service pods/kiosks)

¢ Carry out annual research planner

¢ Run four monthly WOW! Award presentation to

staff for great customer service

¢ Recognise employees at the annual excellence
awards for great customer service

¢ Review QMS documentation for customer
service and audit

¢ Deliver customer charter to our customers
5.7 QUALITY MANAGEMENT

IL over the next 3 years will continue to improve
and develop our QMS. It will remain the
cornerstone for quality at IL with the concept of
the customer and supplier working together for
mutual benefit.

The QMS is as set of co-ordinated activities and
procedures to direct and control IL enabling the
company to continually improve the effectiveness
and efficiency of our performance.

The QMS enables IL to produce quality products
and services that are at consistently high
standards.

The benefits of a QMS
A fully documented QMS ensures that two
important requirements are met:-

1. The customers’ requirements - confidence
in the ability of the organisation to deliver
the desired product and service consistently
meeting their needs and expectations.

2. The organisation’s requirements
- both internally and
externally, and

at an

Run four monthly WOW! Award presentation to

optimum cost with efficient use of the available
resources - materials, human, technology, and
information.

These requirements can only be truly met if
objective evidence is provided, in the form of
information and data, to support the system
activities, from the ultimate supplier to the ultimate
customer. QMS enables an organisation to achieve
the goals and objectives set out in its policy and
strategy.

It provides consistency and satisfaction in terms of
methods, materials, equipment, etc., and interacts
with all activities of the organisation, beginning with
the identification of customer requirements and
ending with their satisfaction, at every transaction
interface.

Review of the effectiveness, efficiency, and capability
of a QMS is vital and the outcome of these reviews
will be communicated to employees. Reviewing

and monitoring will continue whether improvement
activities have achieved their expected outcomes.

Improvement will follow as a direct result of the
review process, with the aim of seeking internal
best practice. It is part of the overall improvement
activities and an integral part of managing change
within IL.

To ensure the effectiveness of our QMS, a key
aim over the next 3 years will be to have our main
centres gain the Quest Quality management
accreditation.

Quest is the UK Quality management scheme

for Sports and Leisure. It is a tool for continuous
improvement, designed primarily for the
management of leisure facilities and leisure
development. It defines industry standards and good
practice and encourages ongoing development and
delivery within a customer focused management
framework.




Year 1 Continual review of all policies and procedures
e Service improvement team to continue
engagement with external consultants, staff
and other stakeholders to review policies and
procedures and establish improvement plans for

IL fully appreciate that the responsibility
for health and safety is an integral
function of management, on a par with
responsibilities for all other business
operations and we recognise the benefits
of a fit and healthy workforce.

Ensure planned programme of staff training is
undertaken and recorded.

Consider Quest Plus award and achieve a

IL facilities banding of excellent

Quarterly external quality audits to take place in
all facilities with a corporate annual target score
set at 75% 5.8 HEALTH AND SAFETY

IL to be nominated for a national WOW! Award IL takes care in ensuring that its

customers, employees and visitors are
provided with a safe and well-maintained

Service improvement plans aligned to the environment.

business plan

Continued development policies and procedures
clearly developed, defined and documented as
part of an integrated QMS to inform continuous
improvement across all areas of the business

All frontline staff to update and participate in
customer service training

All IL sports and leisure facilities to participate
in self-assessment and external quarterly quality
audits

All staff trained in relevant procedures and
policies

Regular customer satisfaction and feedback
questionnaires to be completed across all
facilities

3 sports facilities to go through the Quest entry
assessment and achieve satisfactory banding

Year 2

Ensure continual improvement of a QMS system
and improvement planning by undertaking self-
assessment and external audits and assuring

continual monitoring and evaluation takes place

Quarterly external quality audits to take place in
all facilities with a corporate annual target score
setat 78 %

Continual review of all policies and procedures

Areas for improvement clearly
identified and progress audited

Programme of self-assessment
continued throughout all IL
facilities

Quest entry assessment and
achieve satisfactory banding

Ensure planned programme of
staff training is undertaken and
recorded

IL to be nominated for a national
award

Year 3

Ensure continual improvement
of the QMS undertaking internal
and external audits as well

as assuring continual internal
monitoring and evaluation takes
place

Quarterly external quality audits
to take place in all facilities with a
corporate annual target score set
at 80%

It is the policy of IL to comply with both the letter
and spirit of all relevant legislation and codes of
practice. This naturally includes the Health & Safety
at Work Act 1974 and other H&S regulations and
legislation.

IL will continue to work with all stakeholders within
this important business function working with our:-

Client / Partners - through information and
involvement

Employees - through involvement and training

Customers - through information and awareness

IL strongly believes that all its employees have a
right to work in safe and healthy conditions.
These conditions are created and

maintained by the preparation of,

and adherence to, our own

health and safety policy

- which is reviewed

annually.

This is achieved in several ways:-

Full compliance of all statutory
regulations and codes of practice. This
requires monitoring and control of
compliance within the legal regulations,
non-statutory requirements and codes
of practice

Identifying sensitive and contentious
aspects resulting in appropriate action
being taken

The promotion of an open attitude

to health and safety that encourages
employees to approach management
with any situations that they feel may




be detrimental to health and safety within the
centre

e Annual audits which are completed

be presented to the EMT with annual
targets to identify improvements

by an external consultant which will '

e Accident and Incident reviews relating
to both customers and employees are
monitored and reviewed for trends and
hot spots

* Risk assessments are carried out,
reviewed, monitored and acted upon

* Ensuring that each centres Normal
Operating Procedures and Emergency
Action Plan is followed and
communicated to all employees

e Regular training programmes are in
place and attendance monitored.

* A positive health and safety
culture is created within all areas
of our organisation so that there
is a continuous and cost-effective
improvement in our health and safety
performance

e A legal H&S advice line

Health & Safety Committee Structures
The Corporate Health & Safety
Committee meets quarterly. The purpose
of this team is to drive health and safety
at a strategic level and then feedback to
sites.

The site representative will attend site
management meetings to cover any H&S
issues and give advice to the site team.
They will also be responsible for any
employee’s consultation or issues, which
may need to be escalated back to the
corporate team.

Year 1
e Continue to improve Health and Safety
management system across all IL facilities

» Externally assessed annual Health and Safety
audits to take place in all facilities with a
corporate average score of 85% attained

e Continued development of site specific action
plans

» Constant review all current procedures, risk
assessments and policies and working practices
to ensure that they are appropriate and fit for
purpose

* Managers will have gained the IOSH managing
qualification

* Staff to undertake specific compulsory
health and safety training including E-leaning
incorporated into staff induction and training
development programme

e Staff induction and training programme
continually reviewed to ensure that a consistent
approach is adopted across the organisation

* Health and safety working group to drive health
and safety priorities across IL

¢ Award great practice at annual
excellence awards

Year 2

¢ Ensure continuous improvement of
Health and Safety management system
by undertaking internal and external
audits as well as assuring continual
monitoring and evaluation takes place
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¢ Externally assessed annual Health and
Safety audits to take place in all facilities
with a corporate average score of 87%
attained

¢ Continual review all current procedures,
risk assessments and policies to ensure that
they are appropriate and fit for purpose

A A A T

¢ All staff to undertake specific compulsory
Health and Safety training including E-leaning
incorporated into Staff induction and training

development programme misses
« All accidents and near misses recorded and recorded and
reviewed reviewed with less

than 5% of the total
* Investment plan in place to ensure plant and being avoidable
maintenance systems in place are efficient and

fit for purpose ¢ All staff to undertake specific

compulsory health and safety training

» Staff work related absence from work to be less including E leaning incorporated into staff

than 5% of all absences induction and training development programme N
¢ Minimise successful insurance claims resulting « Staff work related absence from work to be less
from accidents than 5% of all absences
* IL to achieve Healthy Working Lives if agreed in « Minimise successful insurance claims resulting
first year from accidents
* Award great practice at annual excellence + Award great practice at annual excellence awards
awards
Year 3

¢ Ensure continual improvement of health and
safety management system by undertaking
internal and external audits and assuring
continual monitoring and evaluation takes place

* Externally assessed annual Health and safety
audits to take place in all facilities with a
corporate average score of 89% attained

¢ Continual review all current procedures, risk
assessments, and policies to ensure that they

Ensure that are appropriate and fit for purpose

IL has sufficient
in-house expertise
to audit and monitor
health and safety to an
acceptable standard

« All accidents and near

Ensure continual review of current
legislation and or any research and inform
staff where relevant

Ensure H&S is updated as part of QMS

All accident near misses recorded and reviewed
with less than 10% of the total being avoidable

Minimise the number of successful insurance
claims resulting from accidents

Staff work related absence from work to be less
than 10% of all absences

To consider healthy working lives bronze award
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OPERATIONS

Operations is managed by our Head of Leisure
and Community. Him and with his team to ensure
the very best operational service delivery and
customer experience, as well developing new
initiatives to improve facilities.

The operations team are committed to delivering
high quality leisure and community facilities
within Inverclyde driven by our dedicated and
motivated team of staff.

The aim over the next few years will be to
develop stronger partnerships, enhance our IL
brand, improving activity, diversify products and
services, increase usage and develop income and
deliver quality throughout the operation.

The operational strategy continues to focus on
the delivering good quality services at every
centre and developing key areas of the business
over the next few years.

Below are the customer facing operational areas
of the business.

6.1 HEALTH AND WELLBEING

Research has identified that the reasons given for
people not exercising were predominantly a lack

of time, health, being too old and lack of interest.
This has become a national concern.

The nation’s health, obesity, diabetes, coronary
heart disease and health inequalities are a big
issue for the Scottish Government. Research
reveals that nine percent of Scotland’s population
die simply due to a lack of physical activity and
physical inactivity costs Scotland £300 million
each year.

IL in line with other trusts in Scotland through the
SPORTA network is committed to strengthening
partnerships with Scottish Government, IC,

NHS Greater Glasgow and Clyde, Inverclyde
Health and social care partnerships and the third
sector to establish more effective provision that
increases benefits to the Inverclyde community.

Our range of activities from early years through
to older vulnerable adults enables IL to contribute
to outcomes identified in the IC Active Living
strategy. We are also delivering on outcomes
identified in the Scottish Government Active
Scotland Frame work namely:-

* We encourage and enable the inactive to be
more active

* We encourage and enable the active to stay
active throughout Life

*  We support wellbeing and resilience in
communities through physical activity and
sport

*  We develop physical confidence and
competence from the earliest age

*  We improve opportunities to participate
progress and achieve in sport

IL, in partnership with NHS Greater Glasgow
and Clyde continues to manage the Live Active
Referral Project, which engages with those
people who are not currently physical active;

but wish to
increase this
with help; advice
and support.

Those referred by their GP or
other health Professional are enrolled
into the scheme for a 12-month period,
during which they will receive advice, support
and encouragement from a dedicated Live

active advisor. The advisor helps the participant
improve their physical activity and eating habits;
clients have an opportunity to meet other people,
try new activities, and enjoy access to IL facilities
at discounted pay as you go and membership
prices during this period.

The Community Physical Activity programme
offers a wide range of classes. This project part
funded by NHS Greater Glasgow and Clyde,
allows the development of community based
physical activity in a range of venues across
Inverclyde.

These activities target clients engaging with

the Live Active Programme and include more
specialised Vitality classes such as Cardiac
Rehabilitation and Falls Prevention which are
aimed at frail older people who have suffered or
are at risk of a fall. In addition, IL also continue
to work with the Scottish Association of Mental
Health and offer classes to individuals suffering
from severe and enduring mental health
problems.

Live Active

Established initially as a GP Referral Scheme
the project aims are to increase and promote
physical activity for people who are currently
inactive, to provide them with the skills and
confidence to lead an independent active
lifestyle. The project aims to improve the
health of those who need it most by offering
health consultations to individuals referred by
participating GP practices and other health
professionals. Following an initial consultation
with a Live Active Advisor clients are offered a
range of services which aim to reduce lifestyle
related risk factors and help maintain quality of
life.

Vitality

This is a programme of exercise classes which
supports participants to exercise at a level
suitable to their abilities. Classes are designed to
help build and maintain strength, co-ordination,
endurance and flexibility. IL will continue to work
closely with Inverclyde physiotherapy community
rehabilitation services to ensure that patients

in recovery from Coronary Heart Disease and
those accessing Chronic Obstructive Pulmonary
Disease and falls prevention services can access
these classes.

Mind and Body

It is recognised that
people who

suffer from

severe
and

ensuring

mental health
problems are also
more likely to suffer
from illness related to lack of
physical activity and poor diet and
are more likely to experience social
isolation.

In partnership with Inverclyde Heath and Social
Care Partnership and the Scottish Association of
Mental Health we deliver a lifestyle and activity
service to those living with severe and ensuring
mental health.

The purpose of this programme is to give
support and advice with the aim that the

clients will eventually become more physically
active and feel more able to attend mainstream
activities that are available throughout Inverclyde.

Move More

In partnership with Macmillan the programme is a
cancer based support management programme
over 3 years for clients during and post
treatment. The main aims are to increase physical
activity levels by:-

¢ Creating and developing a health & fitness
programme within Inverclyde for people
affected with Cancer

* Increasing general awareness of the benefits
of physical activity for the primary and
secondary prevention of Cancer

The service model is a referral/self-referral
scheme. Individuals affected by cancer will
receive support from a Move-More Advisor
who will encourage clients to attend exercise
based circuit classes and walking programmes.
Participants will also receive information on
other physical activity suitable to the individual
throughout and after cancer.

Consultations will be on a one to one basis, or
in a group setting with planned drop in hours.




During visits clients, will be offered support and
appropriate information specific to their own

circumstances. They also are made aware of
other physical activity initiatives which we plan
to provide locally in partnership with Macmillan
Cancer Support Scotland. The Move More
Advisor will also signpost to other local services
if appropriate.

Year 1
Live Active referrals target 700

* Number of Live Active referrals attending
baseline appointment 80%

* Number of Live Active referrals attending
6-month appointment 49%

¢ Number of Live Active referrals attending
12-month appointment 37%

» Accurate system established for tracking
Live Active clients who have converted to
membership

» Live Active participants taking Live Active
membership target 20% of all participants

e Launch the Move More programme in
partnership with MacMillan

¢ Continue to deliver the Vitality community
rehabilitation programme in partnership with
NHS Greater Glasgow and Clyde

* Increase participation in Vitality classes by 10%

» Create more awareness of programmes vitality
live active

¢ Review all current programmes currently
funded from external sources and consider
how these programmes could become
commercially viable without the need for
external funding

¢ Establish a pathway for gym staff to increase
knowledge and qualifications in relation to
specific medical conditions e.g. coronary heart
disease, coronary obstructive pulmonary
disease and stroke

*  Work towards being less reliant on funding

* Review the talented athlete scheme to see if it
can be funded

¢ Feed in targets for DD live active
members into corporate template

* Continue to investigate sources of
funding to enable continuation of
programmes aimed at those residing
in Inverclyde Social Index of Multiple
Depravation (SIMD areas)

* Work on the development of more
targeted marketing utilising social media,
web

* Look at delivering commercially
viable services such as
weight management
etc.

* Hold joint
meeting

with Operations manager
responsible for fitness

gyms to aid cross department
communication

Engage clients on Tanita as a health
measurement approach

Find out more about Sky gateway referral
system

Deliver in house training to gym staff

Year 2

Continue to Deliver the Live Active and Vitality
programmes and achieve agreed outcomes with
NHS Greater Glasgow and Clyde

Increase participation in Vitality classes by 5%

Live Active participants taking Live active
membership target 30% of all participants

Continue to build on partnerships with Greater
Glasgow and Clyde NHS, Inverclyde Community
Health Care partnership, and other local partners

Develop Move More programme

Establish a coordinated programme aimed
at older adults across all IL sports and leisure
facilities

Work towards being less reliant on funding
Deliver in house training to gym staff

Continue to investigate sources of funding to
enable continuation of programmes aimed
at those residing in Inverclyde Social Index of
Multiple Depravation (SIMD areas)

Year 3

Continue to Deliver the Live Active and Vitality
programmes and achieve agreed outcomes with
NHS Greater Glasgow and Clyde.

Deliver in house training to gym staff

Increase participation in Vitality
classes by 7%

Live Active participants

taking Live Active membership target 40%
of all participants

« Continue to build on partnerships with
Greater Glasgow and Clyde NHS, Inverclyde
Community Health Care Partnership and
other local partners

* 50% of Live Active programme running costs
met by the income generated from clients
accessing the scheme

* Have a wide range of activities being
delivered including weight management,
and older adult, programmes which are all
commercially viable lessening the need for
external funding

* To look to have 1 member of staff in each
gym qualified in working with people
with coronary heart disease and coronary
obstructive pulmonary disease

* Continue to investigate sources of funding to
enable continuation of programmes aimed
at those residing in Inverclyde Social Index of
Multiple Depravation (SIMD areas)

» Exit strategy completed for Move More
programme in place allowing for supported
delivery of the service

6.2 COMMUNITY, HALLS AND PITCHES

Community Facilities continue to provide an
important service to the local community.

The facilities provide the base from which
people can play a role in community life. Very
often these facilities are the focal point of the
community and it is therefore important that
they are well managed.

The current communities’ portfolio includes the
public halls at Greenock Town Hall, Port Glasgow
Town Hall and Gamble Halls. Community Centres
and Halls at Crawfurdsburn, Grieve Road and
Kirn Drive as well as the unique partnership with
IC for the management of the Community Hulbs
at Auchmountain Community Resource Centre,
Paton Street and Clune Park Neighbourhood
Centres. The staff at these Hubs are employed by
IC and seconded to IL.

The recent addition of the parks and pitches to
the portfolio now means that IL has a total of
23 grass or 3rd Generation pitches (3G), with

2 of the artificial pitches having World Rugby
Board accreditation and the athletics track at
Ravenscraig Stadium.

Battery Park Pavilion and 3G pitch is also
included under the Community banner. This asset
has a great number of uses.

We are also in the process of renewing a three-
year management agreement with Kilmacolm
Community Centre (KNCC) to manage elements
of the business within its community operation.

The Booking Office, as part of the Community
Facilities section, processes in excess of 15,000
bookings per year on behalf of IL as well as IC’s
school estates.

We will continue to build on
the strong relationships between
the Booking Office, school estates
and the FES Group.

Marketing

We currently work with Bigwave Media,
developing campaigns and advertising strategies
particularly around the wedding and special
occasion market.

A marketing and promotion strategy to
maximise Community Facility potential has
been introduced. This ranges from sophisticated
leaflets and marketing campaigns, using social
media and e-marketing for public halls through
to support for community groups who use
community centres and halls.

Having taken the opportunity to explore the
market in the special events field we have
now held several successful Fake Festivals in
Inverclyde. Still the only touring tribute act
festival in the UK, we have and continue to
build on a great working relationship with this
company.




Catering Franchise
Inverclyde Catering & Events Ltd (ICE) provide

¢ Sign new three-year agreement with KNCC

¢ Improve community input into QMS during

Il’s catering and bar services within the Public minimise torl .
Halls. The Local firm strive to deliver a consistent, and reduce the quarterly reviews
quality service to all sectors of the community. effect of diminishing financial * Develop campaigns and advertising strategies

We will continue to develop and deliver a number support.
of joint initiatives such as wedding fayres,
incentive deals and explore the concert, comedy
nights and special events market in public halls.

particularly around new ticketed events,
wedding and special occasions
Ongoing review of Community Facilities and
Summer Activities

These reviews, which began in 2016, will
continue to be topical over the next 3 years.
Both reviews have been joint initiatives between
IL and IC and have looked at the number

of facilities in the district, the duplication of
services and importantly, the cost effectiveness
of the provision. It is essential that this critical
evaluation of services is completed in the next
KNCC 1- 3 years.

We are currently reviewing IL’s partnership

arrangements with KNCC it is hoped that a

formal agreement will be reached. This will be

for the next 3 years giving both continuity and

stability cementing the good work established ‘

¢ Look to Run Fake Festival

¢ Develop new IL ticketed promotion calendar to
include tribute acts, comedians, party nights,
pantos, shows, local band challenges, traveling
entertainment, burns suppers etc.

Expansion of Group Fitness Classes

We continue to offer a programme of fitness
classes within Gamble Halls and Port Glasgow
Town Hall, KNCC and the new Inverkip Centre. It
is hoped that we can develop this programme to
improve member benefit over the next 3 years.

*  Work with ICE to deliver several joint initiatives
such as wedding fayres, incentive deals and
explore the concert, comedy nights and special
events market in Public Halls

¢ Roll out QMS procedures and staff
development programme at KNCC

e Look at the feasibility of Legend at KNCC

Facility Management
Facility management is one of the fundamental
roles of the community facilities section.
This needs to be done as effectively as
possible to make best use of staff
and other resources. Quality
Management and Health
and safety issues are of
prime importance
in this area as is
the need to
provide

¢ Expand Group Fitness Classes at

over the previous 5 years. We will be community facilities

rolling out the QMS regime and staff
development programme during
the next year. We will take
the opportunity to look
at Legend within the
Centre.

* Ask Legend to audit Booking office system and
create action plan to improve process

¢ To review Letting and Waivers Policy with IC

¢ Review of Community Facilities and Summer

best value Activities in line with reduced funding

-

Legend
Booking
System

The Legend booking
system is now fully embedded,
providing a booking facility for all
halls, pitch and school bookings. We now
offer a comprehensive service to customers
which leads them from the initial booking stage,
whether in person or online, through to payment
and confirmation. With almost 95% of our
invoices now being issued electronically it is also
hoped that with ongoing developments with the
system we will see further improvements.
Over the next 3 years we will carry out a
review of the Booking office. With a number of
developments within the system we will improve
the customer journey, particularly with the
online booking capabilities and confirmation of
bookings element.

Ongoing review of Letting and Waivers Policy
The review of the IC waivers policy and how

it affects the use of sports halls is ongoing,
however, given the envisioned budget pressures,
it is likely that this may impact on some of our
current users. Over the next 3 years we will
continue to work with our partners and users to

for both IL
and the users

of the facility. To this

end, we will continue to

improve on our audit scores

over the next 3 years achieving

and surpassing the Company corporate

average.

Parks and Pitches and Stadium

To continue to embed the QMS with the staff
encouraging them to fully participate in this
development opportunity.

IL has been supportive of IC’s grants scheme to
sports clubs and teams, providing financial and
statistical information. Strong relationships have
been forged with local clubs and organisations.

Over the next 3 years we will continue to support
these organisations particularly with impending
financial challenges. We will also investigate

and introduce new uses of the pitches and open
spaces, in partnership with other organisations,
oras IL.

Ravenscraig Stadium has a massive potential,
particularly with the installation of the new
floodlights and the track replacement by our
partners, IC. Over the next 3 years we will work
with the Local Athletics Partnership to encourage
and support the use of the stadium to its’ full
potential bringing more competition events at
local, national and international levels.

Year 1

¢ To continue to build on the strong
relationships between the Booking Office,
school estates and FES

* Work with Bigwave Media, developing
campaigns and advertising strategies

Review of Parks and Pitches in line with reduced
funding

To Continue to improve on our audit scores for
Health and Safety and QMS

Work with the Local Athletics Partnership to
encourage and support the use of the stadium
to its’ full potential bringing more competition
events

Consider having dedicated BACS number for
booking office income

Re locate booking office to Gamble Hall

Improve dissemination of budgets and accounts
to community sites

Look at training for front of house technical
employees

Year 2

To continue to build on the strong relationships
between the Booking Office, school estates and
FES.

Develop campaigns and advertising strategies
particularly around new ticketed events,
wedding and special occasions

Look to Run Fake Festival
Work with ICE to deliver several joint initiatives

Work with Bigwave Media, developing
campaigns and advertising strategies

To Continue to improve on our audit scores for
Health and Safety and QMS

Improve community input into QMS during
quarterly reviews

Develop IL ticketed promotion calendar to
include tribute acts, comedians, party nights,




local band challenges, traveling entertainment,
Burns Suppers etc.

Work with the Local Athletics Partnership to
encourage and support the use of the stadium
to its’ full potential bringing more competition
events

Review risk assessment during events and
functions

Look at performance management of
bookings and targets

Look at tablets for bookings for remote park
attendance

Year 3

To continue to build on the strong
relationships between the Booking Office,
school estates and FES

Develop IL ticketed promotion calendar to
include tribute acts, comedians, party nights,
local band challenges, traveling entertainment,
Burns Suppers etc.

Develop campaigns and advertising strategies
particularly around new ticketed events,
wedding and special occasions

Look to Run Fake Festival

To Continue to improve on our audit scores for
Health and Safety and QMS

Work with the Local Athletics Partnership to
encourage and support the use of the stadium
to its’ full potential bringing more competition
events

Work with ICE to deliver several joint initiatives

Work with Bigwave Media, developing
campaigns and advertising strategies

* Improve community input into QMS during
quarterly reviews

* Look at Battery park minor refurbishment

6.3 FITNESS GYMS AND SPORT FACILITIES

Fitness gyms and sports facilities comprises of
membership sales & retention, health & fitness
gyms development & dry side sports facilities. The
Operations Manager and his team deliver excellent
products and services driving commercial revenue
at Greenock Sports Centre / CrossFit, Ravenscraig
Activity Centre, Waterfront Gym, Gourock Gym,
Boglestone Gym and Centre, Lady Octavia Sports
Centre, Birkmyre Gym and the Indoor Bowling
Centre.

Year 1
* Continue to work on 5-year membership
projections

» Evaluate the feasibility study of Fitness for Less
at Lady Octavia Sports Centre to include upper
floor conversion, new reception, turnstiles and
redecoration of changing rooms

* Evaluate the feasibility study of a Modular Unit
Dance Studio: Birkmyre Park Fitness Gym and
Gourock Fitness Gym

* Conduct a review of the café at Birkmyre rental
agreement

e Conduct a review of the Fitness for Less pricing

*  Work with IC developing Lady Octavia Sports
Centre carpark extension

* Implement virtual group fitness at initially the
Waterfront

Review sales and membership processes

Consider expanding children’s activities at
Lady Octavia Sports Centre

Review sales and membership team roles
along with responsibilities

Review pool programme at Gourock pool
possibly increase midnight swims

Review vending suppliers at Gourock pool

Review Gourock gyms programme looking
to increase nutrition events, GR8, small group
training, boot camps etc.

Membership Co-ordinator & Site Managers to
actively review monthly exit survey

Investigate hiring a mystery visits company:
Web, Phone, in person

Embed the H&F Manual with Fitness Gym staff
Continue to develop dance studio programs

Review line graphs to ensure appropriate
cover

To make year on year improvements for Health
and Safety and QMS

Train staff on systems, processes & policy
changes

Member referral systems: Goody bags,
vouchers, free month promotion months

Track member life cycle via average length of
stay

Look at Legend Sales prospecting platform
and website contact process

Implement a Net Promotor Score system: TRP

Look to extend fitness equipment tender by
further 2 years

Recruit more PT’s across IL Fitness Plus+ & IL
Fitness for Less

Develop PT to deliver 0.5% membership
penetration: (37 Active clients)

Develop health promotions linked to Health &
Well Being: Tanita Scales

Conduct a feasibility study to consider an
indoor tennis facility

Investigate member loyalty schemes

Create a bespoke virtual reality cycling circuit
studio at the Waterfront

Birthday party contact management system:
sales prospecting / lead generation and
automating the process

Themed holiday camps

Year 2

Review induction processes
Review sales processes

Continue to develop CrossFit look at
sponsorship Rebook etc.

Review CrossFit online bookings

Work with IC to renew Lady Octavia’s 5-a-side
pitches

Improve customer journey through videoed
mystery visits

Review the range of children’s activities

Continue to support Inverclyde schools’ sports
hall athletics

Consider the feasibility of implementing
Softplay & café model at Boglestone
Community Centre

Run Legend Super User training for
membership team

Initiate work on App for members

Develop more in-gym classes to aid retention
Review all fitness gyms opening hours
Review connectivity at the Waterfront gym
Run community events calendar

Consider getting Airdine bike for CrossFit to
run competitions at centre

Launch IL Fitness for Less at Lady Octavia
Sports Centre

Expand Boglestone Fitness for Less gym by
installing air-conditioning, studio area within
gym spin, decorate changing room etc.

Consider the feasibility of implementing
Softplay & café model at Boglestone
Community Centre

Investigate home training link to encourage
members to training at home

Annual planner for member workshops:
nutrition, free weights, HITT, CrossFit, wearable
tech

Implement virtual group fitness at Greenock



Sports Centre, Birkmyre and
Gourock

¢ Investigate the possibility of a
sauna and steam room at
Birkmyre Park Fitness Gym

Investigate the possibility of a sauna
and steam room at Gourock Fitness
Gym

Implement a member loyalty scheme

Review implementing a centralised
membership call centre

Launch free rental model for hours worked
model in IL Fitness for Less

Online support PT

Conduct a program review at Greenock Sports
Centre to ensure we are maximising usage

Continue to develop CrossFit
Review line charts

Up-skill key staff

Continue to develop CrossFit with different
user groups

Continue to support Inverclyde schools’ sports
hall athletics

Consider market place for fitness suppliers at
the end of their current agreement

Continue to develop dance studio programs
Run community events calendar

To make year on year improvements for QMS
Nutrition seminars & online support

Develop PT to deliver 1.0% membership
penetration: (75 Active clients)

Review renewing the lease at the Indoor
Bowling Centre

Year 3

Consider future alternatives to the Indoor
Bowling Centre due to the operational
timescale and decline in usage. Possible
future options could include: ten pin bowling:
trampoline centre, crazy golf, Ninja Warrior,
go-karts, skateboarding and BMX etc.

Run community events calendar

Access controls: retina scan, wrist band,
thumb print, smart watch/phone and pods

Launch Indoor Tennis Centre

Investigate installing LED lighting at the
Waterfront gym

Propose a new model for Greenock gym/
weights area

Review Greenock gym/weight and reception
area access control, equipment, possible / free
weights/ etc.

Review the usage of small gym area in
the Greenock Sports Centre for possible
development

Continue to support Inverclyde schools’ sports
hall athletics

Continue to develop dance studio programs
To make year on year improvements for QMS

Develop PT to deliver 1.5% membership
penetration: (150 Active clients)

Achieve member penetration of 10% vs.
population: 8,000 members

Income Projections

3-year income projections below are based on
the assumptions that the current model and
offering stays the same. The growth projection
in Fitness for Less can mainly be attributed to
Ravenscraig Activity Centre.

The Fitness Plus+ projections also include
Group Fitness, Active Swim Waterfront &
Active Swim Port Glasgow but exclude IL
Fitness for Less & Greenock CrossFit.

IL FITNESS FOR LESS: DD PROJECTED INCOME

£470,000

£460,000

£450,000

£440,000

£430,000

£420,000

£410,000

£400,000

£390,000
£467,000

£437,000
£380,000

£370,000

2016-2017 2017-2018 2018-2019 2019-2020

IL FITNESS PLUS+ 3 YEAR DD INCOME PROJECTION

£1,615,000

£1,610,000

£1,605,000

£1,600,000

£1,595,000

£1,590,000

£1,585,000

£1,580,000
£1,575,000

£1,570,000

£1,565,000 £1,595,076 £1,610,026

£1,560,000
2016-2017 2017-2018 2018-2019 2019-2020



B YEAR1
l YEAR2
M YEAR3

6.4 WATERFRONT AND SWIMMING POOLS

SWIM SCHOOL TARGET
Waterfront Leisure Complex and Swimming CHOO G
The Operations Manager for the Waterfront 1539 £376 200
Leisure Complex & Swimming Pools is -
responsible for overseeing the provision of 1623 £413,820 450.000
services for Waterfront Leisure Complex, ’
Gourock Outdoor Swimming Pool & Fitness Gym

(summer_ mo_nths) & Port Glasgow Swimming PGSP USAGE INCOME 400,000
Pool. Delivering a wide and complex range of SWIM SCHOOL TARGET

activities which include: indoor/ outdoor and _ 6
leisure pools, ice rinks, fitness gyms, group fitness Year | 15 £44.,865 350.000
studios, health suites, swimming lessons, skating Year 2 181 £53,838 ’
Ies_sons, ’flgure_skatlng, café/ licenced bar and £64.606
children’s parties etc.

Year 1

300,000

Swim & Skate School Development . YEAR1 250,000
IL will continue to focus on continuous growth . YEAR 2

and development of the swim & skate schools B YEAR3 200,000
to increase participation and income generation

over the next 3 years. With the anticipated

growth, IL need to recruit/ train or upskill our 150,000
swimming teachers to meet demand. A plan will

be implemented and targets set are as follows:

100,000

313,500 376,200 413,820 44,865 53,838 64,606

SWIM SCHOOL CLUB LIVE
WLC INCOME PGSP INCOME

2000

1750

1500

1250

1000

750

Y0 o)

1408 1539 1623 159 181 PALS]
250

WLC CLUB LIVE PGSP CLUB LIVE




WATERFRONT
SWIM SCHOOL

USAGE

478
532
566

INCOME TARGET

£185,000
£205,000
£230,000

SKATE SCHOOL CLUB LIVE

SKATE SCHOOL INCOME

250,000

225,000

200,000

175,000

150,000

125,000

100,000

75,000

50,000

25,000

185,000

230,000

Online Booking
Work will be done with our Front of
House Management System provider
to allow customers to book swimming
and skating assessments online which
will make it easier for customers to
do business with us and break down
barriers to participation in our swim
and skate schools.

Smart Registers
We will engage more often with
Legend with the main purpose of
getting smart registers used on hand
held touch screen tablets. This will
be introduced to swimming teachers
and skating coaches allowing them
to record attendance, reasons
for absences, lateness etc. at the
touch of a button and will act as an
early warning system for attrition prevention/
reduction. These tablets will be linked to the
Front of House Management System via Wi-Fi
and will also have a “parent portal” for swimming
lessons which will enable parents to view their
child’s/ children’s progress from the comfort of
their home.

Advertising/ Marketing

A continued focus will be placed on the
effective marketing and promotion of all areas
of the business using methods such as radio,

TV, billboards, ad-vans, social media as well as
more traditional methods as IL continue to work
closely with an external marketing company with
a view to expanding/ developing and increasing
participation.

Data Capture/ Lead generation improvements
Training will be given to our Front of House staff
on the importance of capturing clean data and
generating leads at the first interaction with our
teams. By showing an interest in our business,
those prospects who come through our doors
with an enquiry are initiating the relationship with
us versus us initiating the relationship with them.
This makes it easier and more natural for them
to want to do business with us further down the
line.

Catering Contract Renewal Model

With the catering contract within the Waterfront
Leisure Complex due for renewal in December
2017, other models will be explored in a bid

to provide the best possible service to IL
customers and maximise income generation. One
option could be the potential to have an IL ran
franchise like the Costa Proud to serve Model at
Ravenscraig Activity Centre

Overhaul of Waterfront Leisure Complex
Swimming Pool Changing Village Lockers

As the lockers within the Waterfront Swimming
Pool changing Village are almost 20 years old
and have been used significantly over that
period our Partners at IC have agreed to fund the
replacement.

Eye on the Ice System for Ice Rink

As we continue to look for the latest innovations
and be early adopters we will further embrace
technology with the introduction of the eye on
the ice system & TV/ cameras at the Polar Bar to
enable spectators to view far end “houses”

Social Media

Increase Instagram, Twitter and Facebook
presence with “live” footage of group fitness/
swimming & skating lessons.

Ice Equipment Replacement Plan

Quotes will be sought and consideration given
to the replacement of the ice preparation/
maintenance equipment to ensure consistently
high standards of ice is provided for all ice users
from curling, figure skating and recreational
skaters.

Waterfront Leisure Complex M&E Survey

IC have commissioned a full M&E survey of

the Waterfront Leisure Complex with a view

to implementing a capital investment strategy.
Items that should be covered include: building
management system, fire intruder alarm system,
public announcement system, ice rink flooring,
ice rink de-humidifiers and potentially high level
lighting.

Recruitment Days

We will look to introduce annual recruitment
fayres which will provide the opportunity for
potential employees to find out about the various
positions available in IL.

The introduction of this should ensure IL continue
to grow/ offer & deliver high quality services
throughout our portfolio. It will also ensure we
can meet the expected increase in the uptake of
physical activity.

Our focus now is to enhance our staffing
provision to ensure we have the right numbers of
appropriately qualified staff available to work the
required hours and deliver a quality service in all
our facilities.

H&S Quality
Make year on year improvements on Health and
Safety Audits and QMS quarterly audits.

Waterfront

¢ Improve timetable information to key areas
including swimming crash courses and skating
lessons

Improve customer presentation of
membership cards including capturing curling
usage, ice hockey etc.

Review free swimming with IC

All courses to be invoiced through Legend
Review all vending machines

Promotion of SWIMTAG

Develop incentive scheme for reception to
generate new leads




Year 2

Objectives

for Waterfront
Leisure Complex and
Swimming Pools

Group Fitness Studio at Gourock
Outdoor Swimming Pool & Fitness Gym
We will explore the possibility of having

a group fitness modular unit installed

at Gourock Outdoor Swimming Pool &
Fitness Gym which will bring this facility in
line with our premium gym offering.

Bulk Chemical Delivery at Gourock
Outdoor Swimming Pool

Bulk delivery of Swimming Pool Chemicals
like the Waterfront will be looked at as a
potential cost saving exercise.

Waterfront
e Strive to achieve 5 star visit
Scotland status

Arrange ice technician training
for new shift leaders as when required

Potential Re-modelling of Port Glasgow
Swimming Pool

As Port Glasgow Swimming Pool is heavily
deficit funded, we will look at the potential
to remodel by offering a different service.
Possible options could be to create a
“Training Hub” for pool lifeguard courses,

first aid courses,
health & safety
training, swimming lessons,
studio and gym.

Port Glasgow Pool
Look at opportunities to outsource GP room
at pool possible beauty therapy/ massage etc.

Skate School Accessories

As we have now taken control of the Waterfront
Figure Skating Club will look at the “specialist”
accessories for Skate School.

H&S Quality
Make year on year improvements on Health and
Safety Audits and QMS quarterly audits.

Contracts Review

As we are continually looking for efficiency
savings, an exercise will be conducted were we
will review all our services provided by external
contractors. This will include fire, intruder, CCTV,
hygiene provision, fire extinguishers, water tank
inspections etc.

Retail Review

A review of the retail provision within the
facilities which is currently provided by Sportmax
will be carried out to test the market with a view
to increasing income and providing the best
possible service & product for our customers.

Waterfront Leisure Complex
Reception toilet upgrade

There is the potential to upgrade
the toilet facilities at the
Waterfront Leisure Complex to
bring them up to the same high
standards as the main reception
area/ café area and the Fitness
Gym changing rooms.

Waterfront Reception

Involve reception in the business
development by giving them

a better understanding of

the overall business purpose

in terms data capture/ lead
generation and growth.

Staffing Review

We will continue to monitor

our staffing provision across

all aspects of our business by
looking at line charts to ensure
we have the correct people in
the correct places at the correct
times and continue to deliver the
highest possible level of service
in the most cost effective way.

Year 3 Objectives for Waterfront Leisure Complex
and Swimming Pools

Teaching Pool at the Waterfront Leisure Complex
With the increasing demand for pool space look at
a feasibility study for teaching pool

H&S Quality
Make year on year improvements on Health and
Safety Audits and QMS quarterly audits.

Micro CHP at Port Glasgow Swimming Pool
There could be the potential to explore the
possibility of installing a Micro CHP unit at Port
Glasgow Swimming Pool to reduce heating and
power bills.

Gourock Outdoor Swimming Pool & Fitness Gym
patio

Options will be explored for developing the
bottom patio area at Gourock which would enable
us to deliver more outdoor classes. Options may
include the introduction of a functional rig /
suspension training.

Waterfront Leisure Complex Group Fitness
Studio’s

We will look at options to upgrade the two group
fitness studios within the Waterfront Leisure
Complex.




1.0

FINANCIAL
OVERVIEW

Finance and Head Office is managed by our
Finance Manager as well as being supported

by a dedicated team of back office employees
under the supervision of our Office Manager.

Our head office team have responsibilities for
general admin as well specific responsibilities for
accounts payable, accounts receivable, finance,
debt management, invoice management, HR and
IT.

71 FINANCIAL OVERVIEW

Head Office

Key functions delivered by our Head Office other
than those listed above include our Finance
Manager having responsibility as company
secretary as well as was producing management
accounts, the development of finance systems,
working as part of the Executive Management
Team, contributing to the overall business and
reporting on any areas of risk in the business so
we can react quickly if action is required. Other
key function includes the administration of
Freedom of information requests and reporting
to the Scottish information commissionaire, all
Board communication including the appointment
of new Directors and termination of Directors to
company’s house, notes for external meetings
and Board meetings, ensuring accounts are
submitted to company’s house, OSCR, IC and
annual returns are completed.

Finance Systems

IL uses a computer based financial management
systems. Our main accounting ledger system is
Access Dimensions and we will be reviewing this
over the next three years. We also use Legend
Club Management System as our front of house
system and for invoicing, during the business
plan will be looking to linking Access to Legend
through comma-separated value (CVS) file
transfer.

Our purchasing system is Redro, a cloud based
procurement system developed for companies
that place orders with multiple suppliers and
require budget control, a robust approved
authorisation process and are looking to make
cost savings. Redro eliminates paper orders
and provides procurement efficiency and live
management reporting on spend by supplier
products, by location and nominal code.

Budget Control

The profile set by each individual user will
determine what they can order and only

show the suppliers and products that they are
authorised to purchase. The lowest profile that
can be set for a user is that they can only order
from one supplier, with only one product and
only allow a minimum quantity per order or per
month. Reporting at all levels so companies have
visibility and control of all purchases made.

Authorisation Process

If an order that is placed goes outside the
parameters set for the user, an automatic email
alert will be sent to relevant authoriser for them
review and action.

Legend Front of House System

Legend’s FOH module is designed to ensure
the ultimate level of efficiency and speed in this
key area of your business. The result - A front

of house
area, fast and
efficient, with
real-time processing of
transactions across the key
functions of electronic point of
sale, access control, bookings and
attendance.

The Legend FOH module is designed to increase
throughput and ensure revenue maximisation.
Legend offers a real-time, one view solution

that makes the most important and frequent
functions of the reception environment effective
and manageable. Legend FOH enables point

of sale activity, access control, course and class
bookings and membership management to
ensure best use of available resources.

KEY FEATURES:
Powerful EPOS and Stock Control

Multi-mmember transaction capability
Intuitive ‘basket-based’ screen layout
Chip & Pin payment integration

Shift Management and Banking
Messaging and alerts

One touch short cuts

KEY BENEFITS:
Reduced queues at reception

Secure and auditable cash handling
More efficient access control
Current ‘user transaction’ visibility
Rapid & secure PDQ transactions

Allows ‘one’ to pay for ‘many’

Reciprocal access policies

Invoicing

Legend’s invoicing and debt management system
has been specifically developed to make it
simpler to raise, manage and pay invoices directly
from the Legend suite of core applications.

The result - An accurate, effective, reportable
method of maximising timely revenues. The
Legend invoicing and debt management system
is designed to increase automation through the
establishment, management and payment of
invoices, and through a database of debtors and
terms, automate the debt aging and collection
process. The system interprets directly with
Legend’s core applications. The system also
incorporates online payment capability, with

a one-click link directly to a secure payments
page from any invoice, letter of demand or
statement. Thus, invoice settlement
administration is greatly

reduced.

KEY FEATURES:

¢ Raise or pay
invoices direct from
Legend core apps

Configurable automatic payment-
date generation

Automated credit control & debt recovery
Secure and seamless online payments
Scheduled detail & KPI reporting

Mail & email-merge capability

Full communication history for any user to see

KEY BENEFITS:
¢ Accurate revenue protection

Easy, customer-friendly processes

More efficient debt handling

Allows easy payments

Reduced Administration overhead

Clear transaction and communications
visibility

Effective management of the whole revenue
process

Access Dimensions

Access dimensions is our accounting software
that houses the sales ledger and purchase ledger.
Access dimension structures our ledgers in a
way that best works for our company. Access is a
snapshot of our key information with interactive
nominal summaries this gives transparency
across our trading activities, with completed
transactions updating our whole financial system
instantly.




; _ & Income Growth
Management Information " : 3 oy g Income has grown significantly over the last
IL produces monthly management \ . & ; few years and as may be seen from the forecast
accounts these accounts are . ' S later in this section we plan for this to continue
gone through every month with the : S ; - ; | over the next three years. The graph below shows

Finance Manager and Chief Executive. ) ¢4 R ! income growth without management fee
Subsequently, the Board are updated \ 3 N '

at every meeting. This information is then ] = / G Income Growth with Management Fee

cascaded to all staff and backed up with regular T ) | 4 Below is a graph of income including management
monthly reporting to IC. The aim of this is to N k | fee as may be seen this has shown good growth,
address financial issues as soon as they become \ L “al 2 ' 4 especially in the last three years.

apparent and reduce any arrears of financial risk . ' ; ' :

by corrective action.

We employ a very robust accountancy
system with strict internal controls in terms
of authorisation limits, segregation of duties
and clears levels of financial security and
responsibility.

INCOME GROWTH WITH MANAGEMENT FEE
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Management Fee

IL also receives a management fee from IC for
the provision of leisure facilities in Inverclyde.
The management fee currently sits at £1.489m
and represents approximately 22% of total our
income. The fee has consistently reduced over
the years from IL’s initial 52% management fee.

The below graph shows how IL has reduced its
management fee over the last few years. We plan
further to reduce the management fee in the

next three years by not only committing to the
2% saving target but working with IC to deliver
further reductions in service considering the huge
pressure the council has on its own funding.

7.2 FINANCIAL STRATEGY

IL will continue to drive income and increase
profitability were possible. IL is also committed to
minimising our dependence on IC management fee
by continuing to meet efficiency savings.

Pricing

IL will maximise pricing of commercially viable
products and services while mindful of our
charitable objectives.

Products and Services

IL will develop products and serves with a view of
retaining existing customer base aiming to keep
our customer for as long as possible in our product

MANAGEMENT FEE

2010-2011 2011-2012 2012-2013 2013-2014 2014-2015 2015-2016 2016-2017

portfolio. But also, expanding and developing
new products and services in our current
business and potentially new business.

Diversification

One of the key strategies to growth will

be further diversification of our product
portfolio by segmenting the market to allow
for better allocation of IL financial resources
and more investment in growth areas of the
business.

Income Development

IL is committed to increasing all revenue
streams and will be striving to increase all
income especially in areas such as direct
debit memberships, swim school, skate
school and our play products.

Tendering

IL will review all our current contracts over
£25k a year and will schedule these to be
put out to tender. All contracts under £25k
will be investigated and 3 quotes will be
obtained. We will also be reviewing all our
tender documentation to ensure it is
up-to-date

Financial Regulation

IL continues to review our financial
regulations these regulations will be further
reviewed over the next 3 years in line

with the QMS with all relevant changes
implemented.

Freedom of Information

IL will ensure all Freedom of Information
(FOI) requests are dealt with in the
appropriate way.

VAT

IL will continue to review current VAT status
and will look and seek advice to ensure
that we are still treating all our income and
expenditure in the correct way.

External Funding

IL will seek to increase access to external
funding and will aim to further develop
relations with key partners.

Accounting System

During the next three years, IL aim to review
Access Dimension linking it to our FOH
system or replacing it with a new system the
aim of this is to automate some process.

Energy Reduction

IL will continue to look to reduce energy
costs and will be working with both suppliers
to get the best rates on the market and
consultants to advise on energy efficient
products.

Insurance

IL will continue to competitively price
insurance for the company ensuring risks are
underwritten to help protect the company
against possible litigation.

Legal

Legal advice is sought for any contractual
changes and company law issues. Our current
legal advisors are Pattern and Prentice.

Reinvestment

IL will look re-invest some of its surpluses
possibly in the form of future capital investment
for the aim of developing future revenue streams
for the benefit of the organisation.




7.3 THREE YEARS’ FORECAST There will remain an increased focus and vigilance
in reviewing performance each month and any SUPPLIES & SERVICES 126000 126000 126000
The forecast has been produced to be necessary action will be carried out quickly. IL Telephones & Comms 28000 28000 28000
realistic and achievable, it does not take into will continuously review its accounts, maximising
consideration capital investment from the income through competitive pricing structures and Cash Collection Service 39300 39300 39300
projects that we may undertake as this will be mgrketing plans combined with a determination to )
managed on a project by project basis. drive down costs. Sundries & Postages 28300 28300 28300
Below is the three-year forecast including Oz S5pEneiilie <700 W00 IR0
assumptions:- TOTAL 142900 142900 142900
Loan Charges / Development 171000 171000 171000
Irrecoverable VAT 260000 263000 263000
INCOME YEAR 1 YEAR 2 YEAR 3
Printing & Marketing 121000 121000 121000
Insurance 42000 42000 42000
Trading Company 226000 226000 231000
Training 20000 20000 plelelo]e]
Leisure 4288001 4374001 4444001
Depreciation 178500 178500 178500
Communities 297600 297600 297600
Audit Fee, Legal Fees, Bank Charges 57000 57000 57000
Parks & Pitches 180000 180000 180000
Software Licences 14000 14000 14000
Health & Vitality 90000 90000 90000
PPL /PRS 30000 30000 30000
Interest 8000 8000 8000
IT 35000 35000 35000
Free Swimming IC pZiylelele] 242000 pZivielele]
Legend FOH 40000 40000 40000
Management Fee 1313734 1287459 1261710
DD Collection Service 36000 36000 36000
TOTAL INCOME 6645335 6705060 6754311
Legal and Staff Support 15000 15000 15000
IC Payroll Service i[e]e]e} 11000 11000
EXPENDITURE YEAR 1 YEAR 2 YEAR 3
2017/18 2018/19 2019/20 TOTAL SUPPORT COSTS 859500 862500 862500
TRADING COST OF SALES 123500 123500 123500
SEEITES 409041 SASIEL ik GROSS EXPENDITURE 6642711 6703023 6752704
EMPLOYEES 4090411 4131315 4172628
Water 118800 121176 122388 NET SURPLUS 2624 2037 1607
Electricity 505700 515814 520972
Gas 195900 199818 201816
UTILITY COSTS 820400 836808 845176
Refuse Collection 32000 32000 32000 This three year projection has been set with the Sales growth has been assumed in some of IL
Birkmyre Rent 12000 12000 12000 following assumptions:- centres
) o * Management Fee has been reduced by 2% Inverclyde Leisure have assumed no change
Furniture & Fittings 2600 2600 2600 each year to the free swimming grant received from
. | | il
Cleaning 28000 28000 28000 Year 1 Management Fee further reduced by nverclyde Counci
. £146,000 to incorporate, withdrawal from Development costs remain flat as no projects
SEES Contineis ol HE 20 Inverclyde Council HR support, Lease for are currently under review. Any potential
Repairs & Maintenance 138800 138800 138800 Birkmyre Gym and targeted saving from the projects are costed once reviewed and
CHP project. approved by the Board of Directors
OTHER PROPERTY COSTS $09000 509000 509000 The £12,000 rent cost relates to the payment 3% pay award over the next 3 years
i due to the Birkmyre Trust I . .
Special Events 15000 15000 15000 Y Utilities are projected to be lower in year 1 due
Tools, Equipment & Maint Contracts 66500 66500 66500 A cost of £15,000 has been assumed for staff to the CHP project. A moderate increase has
legal and support costs been projected for years 2 and 3.
Chemicals 19000 19000 19000 Inverclyde Leisure have assumed that all Irrecoverable VAT remains flat over the next 3
Clothing & Uniforms 10000 10000 10000 current facilities will remain open years as Inverclyde Leisure does not envisage
A £1 price increase for Fitness Plus members a significant change in sales trend
Licences 15500 15500 15500 P
has been assumed.




7.4 RISKS

All business activities incur risk. Risk

is central to the concept of enterprise
and so all businesses have, to a greater
or lesser extent, developed methods to
anticipate and handle it.

IL has adopted a risk management
approach which is designed to raise
levels of awareness and develop risk
management strategies that are critical
to its corporate objectives.

IL have a risk register that is updated
on a six-monthly basis discussed at
senior level and cascaded to the Board
depending on the nature of the risk.

Within the area of risk management, it
is important to the various stakeholders
within IL for different reasons:-

Client / Partners - Business
continuity and legal issues

Employees - work

Customers - continued service
delivery

IL also has a business continuity plan to
cover a disaster recovery in all areas of
its operations. Integral to its business
continuity plan are the risk assessments
that IL carries out in all areas of the
business.

Recognising that effective management
of risk involves having monitoring
processes in place, access to reliable
information and appropriate control
mechanisms, a risk management
framework has been developed for the
organisation.

This framework will sit at the centre of IL
risk management approach to provide
consistency and control throughout

the process. It will also support a more
efficient allocation of resources and
allow investment to be focused into key
operational areas. The protection of IL
key assets can then be maintained and
its reputation and image protected.

The basic requirements for the risk
management framework are to:-

Establish the organisation’s risk
policy

Identify main stakeholders
Clarify objectives

Define the main approaches for
identifying risks; assessing risks and
reporting; and action to eliminate or
reduce risks

Define responsibilities for managing risk and
reporting to senior management, especially risks
which cut across core business activities and
organisational boundaries

Clear audit trail of decisions as the Risk
Management Strategy further develops

IL is aiming to achieve the following:-

Corporate objectives more widely known
Significant risks known and monitored
Less surprises

Recognition of opportunities that would have
otherwise been missed

Improved forward planning

Year 1

Improve electronic payments through BACS and
Legend invoicing

Integrate new approach for HR process and
systems into Head Office

Ensure review of debt management process
Return all FOI requests within parameters

Ensure all control accounts are reconciled

Update to Internet banking

Produce monthly accounts and end year accounts
Create cash flow projections

Review tender documentation

Review risk register

Review financial regulation
Seek external funding

Review pricing to ensure maximum return

Year 2

Look to re-tender insurance

Consider invoice matching through Redro
Review VAT with external advisor

Review pricing to ensure maximum return
Produce monthly accounts

Return all FOI requests within parameters
Review Budget authorisations on Redro
Seek external funding

Review risk register

Review utilities costs and contracts

Review bank charges and merchant services

Year 3

Return all FOI requests within parameters

Review Access Dimensions link to Legend or
implement a new system

Produce monthly accounts

Review pricing to ensure maximum return
Seek external funding

Review risk register

Review professional services, audit and legal
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