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e

 s
tr

a
te

g
ic

 o
b

je
c
ti
v
e

s
 h

a
v
e

 b
e

e
n

 i
d

e
n

ti
fi
e

d
 i
n

 r
e

s
p

e
c
t 

to
 "

c
u

s
to

m
e

r 
s
a

ti
s
fa

c
ti
o

n
" 

is
s
u

e
s
:

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 f
u

ll 
c
o

m
p

lia
n

c
e

 w
it
h

 a
ll 

F
u

s
io

n
 c

u
s
to

m
e

r 
c
a

re
 p

ro
c
e

d
u

re
s
, 

c
o

n
s
is

te
n

t 
a

p
p

lic
a

ti
o

n
 o

f 

p
ro

c
e

s
s
e

s
 i
n

 r
e

s
p

e
c
t 

o
f 

U
s
e

r 
G

ro
u

p
s
, 

c
u

s
to

m
e

r 
fo

ru
m

s
, 

m
a

n
a

g
e

m
e

n
t 

s
u

rg
e

ri
e

s
 a

n
d

 p
la

n
n

e
d

 a
c
ti
o

n
s
 

fo
llo

w
in

g
 c

o
m

p
le

ti
o

n
 o

f 
N

B
S

 s
u

rv
e

y
s
;

O
n

e
 s

tr
a

te
g

ic
 o

b
je

c
ti
v
e

 h
a

s
 b

e
e

n
 i
d

e
n

ti
fi
e

d
 i
n

 r
e

s
p

e
c
t 

o
f 

"h
e

a
lt
h

 a
n

d
 s

a
fe

ty
" 

is
s
u

e
s
:

* 
C

R
 1

  
T

o
 m

a
in

ta
in

 c
u

s
to

m
e

r 
s
a

ti
s
fa

c
ti
o

n
 l
e

v
e

ls
 a

t 
le

is
u

re
 f

a
c
ili

ti
e

s
 a

b
o

v
e

 9
5

%
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F
A

C
IL

IT
Y

 M
A

N
A

G
E

M
E

N
T

:

* 
F

M
6
  
T

o
 m

a
in

ta
in

 Q
u
e
s
t 
a
c
c
re

d
it
a
ti
o
n
 a

t 
a
 m

in
im

u
m

 'G
o
o
d
' a

t 
F

e
rr

y
 L

. 
C

, 
B

la
c
k
b
ir
d
 L

e
y
s
 L

.C
, 
H

in
k
s
e
y
 O

u
td

o
o
r 

P
o
o
l,
 O

x
fo

rd
 I
c
e
 R

in
k
 a

n
d
 B

a
rt

o
n
 L

. 
C

.

* 
F

M
1
  
T

o
 a

c
h
ie

v
e
 a

v
e
ra

g
e
 B

a
s
e
 C

a
m

p
 i
n
s
p
e
c
ti
o
n
 s

c
o
re

s
 o

f 
a
t 
le

a
s
t 
9
5
%

 a
c
ro

s
s
 a

ll 
fa

c
ili

ti
e
s

K
e
y
 a

c
ti
o
n
s
 i
n
c
lu

d
e
 r

e
v
ie

w
 o

f 
p
e
rf

o
rm

a
n
c
e
 o

f 
F

M
 s

u
b
c
o
n
tr

a
c
to

rs
, 
d
e
liv

e
ry

 o
f 
p
ro

g
ra

m
m

e
 o

f 
lif

e
c
y
c
le

 w
o
rk

s
 a

n
d
 

m
a
n
a
g
e
m

e
n
t 
o
f 
th

e
 e

q
u
ip

m
e
n
t 
in

v
e
n
to

ry
;

* 
F

M
2
  
T

o
 e

n
g
a
g
e
 f
u
lly

 w
it
h
 t
h
e
 C

o
u
n
c
il'

s
 p

ri
o
ri
ty

 "
 T

o
 t
a
c
k
le

 c
lim

a
te

 c
h
a
n
g
e
 a

n
d
 p

ro
m

o
te

 s
u
s
ta

in
a
b
le

 

e
n
v
ir
o
n
m

e
n
ta

l 
re

s
o
u
rc

e
 m

a
n
a
g
e
m

e
n
t"

 a
n
d
 t
o
 c

o
n
tr

ib
u
te

 t
h
e
 C

o
u
n
c
il'

s
 d

e
liv

e
ry

 o
f 
a
 5

%
 r

e
d
u
c
ti
o
n
 i
n
 c

a
rb

o
n
 

e
m

is
s
io

n
s
 y

e
a
r-

o
n
-y

e
a
r 

a
n
d
 3

%
 r

e
d
u
c
ti
o
n
 i
n
 w

a
te

r 
u
s
a
g
e

K
e
y
 a

c
ti
o
n
s
 i
n
c
lu

d
e
 1

0
0
%

 c
o
m

p
lia

n
c
e
 w

it
h
 p

ro
c
e
d
u
re

s
, 
re

g
u
la

r 
re

v
ie

w
 o

f 
fa

ilu
re

 t
re

n
d
s
, 
im

p
le

m
e
n
ta

ti
o
n
 o

f 

re
m

e
d
ia

l 
p
la

n
s
 a

n
d
 f
u
rt

h
e
r 

d
e
v
e
lo

p
m

e
n
t 
o
f 
th

e
 B

a
s
e
 C

a
m

p
 i
n
s
p
e
c
ti
o
n
s
;

K
e
y
 a

c
ti
o
n
s
 i
n
c
lu

d
e
 e

s
ta

b
lis

h
m

e
n
t 
o
f 
b
a
s
e
lin

e
 f
ig

u
re

s
, 
im

p
le

m
e
n
ta

ti
o
n
 o

f 
IS

O
1
4
0
0
1
 p

o
lic

ie
s
 a

n
d
 p

ro
c
e
d
u
re

s
 a

n
d
 

d
e
v
e
lo

p
m

e
n
t 
o
f 
s
p
e
c
if
ic

 p
la

n
s
;

* 
F

M
4
  
T

o
 e

n
s
u
re

 t
h
a
t 
h
ig

h
 s

ta
n
d
a
rd

s
 o

f 
c
le

a
n
in

g
 a

re
 a

c
h
ie

v
e
d
 a

t 
a
ll 

ti
m

e
s

K
e
y
 a

c
ti
o
n
s
 i
n
c
lu

d
e
 e

s
ta

b
lis

h
m

e
n
t 
a
n
d
 d

e
liv

e
ry

 o
f 
re

g
u
la

r,
 d

e
e
p
 a

n
d
 s

p
e
c
ia

lis
t 
c
le

a
n
in

g
 p

ro
g
ra

m
m

e
s
, 
re

g
u
la

r 

re
v
ie

w
 o

f 
e
ff
e
c
ti
v
e
n
e
s
s
 o

f 
c
le

a
n
in

g
 a

n
d
 c

le
a
r 

c
o
m

m
u
n
ic

a
ti
o
n
 o

f 
c
le

a
n
in

g
 s

ta
n
d
a
rd

s
;

* 
F

M
5
  
T

o
 e

n
s
u
re

 t
h
a
t 
h
ig

h
 s

ta
n
d
a
rd

s
 o

f 
re

p
a
ir
 a

n
d
 m

a
in

te
n
a
n
c
e
 a

re
 a

c
h
ie

v
e
d
 a

t 
a
ll 

ti
m

e
s

K
e
y
 a

c
ti
o
n
s
 i
n
c
lu

d
e
: 
 I
M

S
 a

u
d
it
, 
d
e
liv

e
ry

 o
f 
m

y
s
te

ry
 s

h
o
p
s
 a

n
d
 i
m

p
le

m
e
n
ta

ti
o
n
 o

f 
re

le
v
a
n
t 
c
o
n
ti
n
u
o
u
s
 i
m

p
ro

v
e
m

e
n

t

p
la

n
s
.

S
e
v
e
n
 s

tr
a
te

g
ic

 o
b
je

c
ti
v
e
s
 h

a
v
e
 b

e
e
n
 i
d
e
n
ti
fi
e
d
 i
n
 r

e
s
p
e
c
t 
o
f 
"f

a
c
ili

ty
 m

a
n
a
g
e
m

e
n
t"

 i
s
s
u
e
s
:

K
e
y
 a

c
ti
o
n
s
 i
n
c
lu

d
e
 r

e
v
ie

w
 o

f 
ta

rg
e
t 
fi
g
u
re

s
, 
im

p
le

m
e
n
ta

ti
o
n
 o

f 
IS

O
1
4
0
0
1
 p

o
lic

ie
s
 a

n
d
 p

ro
c
e
d
u
re

s
, 
re

v
ie

w
 a

n
d
 

im
p
le

m
e
n
ta

ti
o
n
 o

f 
w

o
rk

s
 i
n
 r

e
s
p
e
c
t 
fo

rw
a
rd

 l
if
e
c
y
c
le

 a
n
d
 d

e
v
e
lo

p
m

e
n
t 
w

o
rk

s
;

* 
F

M
7
  
T

o
 m

a
in

ta
in

 q
u
a
lit

y
 ' 

In
te

g
ra

te
d
 M

a
n
a
g
e
m

e
n
t 
S

y
s
te

m
s
' (

IM
S

) 
p
ro

c
e
d
u
re

s
 a

c
ro

s
s
 a

ll 
s
it
e
s
 

* 
F

M
3
  
T

o
 r

e
d
u
c
e
 g

e
n
e
ra

l 
re

fu
s
e
 b

y
 2

5
%

 a
n
d
 t
o
 i
n
c
re

a
s
e
 r

e
c
y
c
lin

g
 w

a
s
te

 b
y
 2

5
%

K
e
y
 a

c
ti
o
n
s
 i
n
c
lu

d
e
 i
m

p
le

m
e
n
ti
n
g
 i
m

p
ro

v
e
m

e
n
t 
a
c
ti
o
n
 p

la
n
s
 t
o
 e

m
b
e
d
 a

n
y
 u

p
d
a
te

d
 s

y
s
te

m
s
 o

f 
o
p
e
ra

ti
o
n
.
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S
T

A
F

F
IN

G
:

* 
S

2
  

T
o

 d
e

m
o

n
s
tr

a
te

 a
 y

e
a

r-
o

n
-y

e
a

r 
im

p
ro

v
e

m
e

n
t 

in
 s

ta
ff

 s
a

ti
s
fa

c
ti
o

n
 a

c
ro

s
s
 e

a
c
h

 e
q

u
a

lit
y
 s

tr
a

n
d

 a
n

d
 

o
v
e

ra
ll

T
h

re
e

 s
tr

a
te

g
ic

 o
b

je
c
ti
v
e

s
 h

a
v
e

 b
e

e
n

 i
d

e
n

ti
fi
e

d
 i
n

 r
e

s
p

e
c
t 

to
 "

s
ta

ff
in

g
" 

is
s
u

e
s
:

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 i
m

p
le

m
e

n
ta

ti
o

n
 o

f 
s
ta

n
d

a
rd

 m
a

n
a

g
e

m
e

n
t 

a
n

d
 s

ta
ff

in
g

 s
tr

u
c
tu

re
s
, 

fu
ll 

c
o

m
p

lia
n

c
e

 

w
it
h

 H
R

 p
o

lic
ie

s
 a

n
d

 p
ro

c
e

d
u

re
s
, 

d
e

liv
e

ry
 o

f 
tr

a
in

in
g

 a
n

d
 p

e
rs

o
n

a
l 
d

e
v
e

lo
p

m
e

n
t 

p
la

n
s
 a

n
d

 

im
p

le
m

e
n

ta
ti
o

n
 o

f 
s
u

c
c
e

s
s
io

n
 p

la
n

;

* 
S

1
  

T
o

 e
n

s
u

re
 t

h
a

t 
th

e
 R

ig
h

t 
P

e
o

p
le

 a
re

 i
n

 t
h

e
 R

ig
h

t 
P

la
c
e

 a
t 

th
e

 R
ig

h
t 

T
im

e

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 f
u

ll 
c
o

m
p

lia
n

c
e

 w
it
h

 H
R

 p
o

lic
ie

s
 a

n
d

 p
ro

c
e

d
u

re
s
, 

re
v
ie

w
 o

f 
a

ll 
jo

b
 d

e
s
c
ri
p

ti
o

n
s
, 

s
p

e
c
if
ic

 p
ro

m
o

ti
o

n
 o

f 
F

u
s
io

n
 a

s
 a

n
 e

m
p

lo
y
e

r 
o

f 
c
h

o
ic

e
, 

a
n

d
 i
m

p
ro

v
e

d
 d

e
liv

e
ry

 o
f 

c
o

a
c
h

in
g

 a
n

d
 t

ra
in

in
g

 

p
ro

g
ra

m
m

e
s
;

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 f
o

rm
a

l 
a

n
a

ly
s
is

 o
f 

c
u

rr
e

n
t 

w
o

rk
fo

rc
e

, 
d

e
v
e

lo
p

m
e

n
t 

o
f 

s
p

e
c
if
ic

 a
c
ti
o

n
 p

la
n

s
 a

n
d

 

d
e

liv
e

ry
 o

f 
re

le
v
a

n
t 

tr
a

in
in

g
.

* 
S

3
  

T
o

 e
n

s
u

re
 t

h
a

t 
th

e
 F

u
s
io

n
 w

o
rk

fo
rc

e
 i
n

 O
x
fo

rd
 i
s
 a

s
 r

e
p

re
s
e

n
ta

ti
v
e

 a
s
 p

o
s
s
ib

le
 o

f 
th

e
 l
o

c
a

l 

c
o

m
m

u
n

it
y
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M
A

R
K

E
T

IN
G

:

* 
M

4
  

T
o

 e
n

s
u

re
 t

h
a

t 
th

e
 p

ro
d

u
c
ts

 a
n

d
 s

e
rv

ic
e

s
 o

ff
e

re
d

 b
y
 t

h
e

 l
e

is
u

re
 f

a
c
ili

ti
e

s
 a

re
 i
n

n
o

v
a

ti
v
e

 a
n

d
 

a
tt

ra
c
ti
v
e

F
iv

e
 s

tr
a

te
g

ic
 o

b
je

c
ti
v
e

s
 h

a
v
e

 b
e

e
n

 i
d

e
n

ti
fi
e

d
 i
n

 r
e

s
p

e
c
t 

o
f 

"m
a

rk
e

ti
n

g
" 

is
s
u

e
s
:

* 
M

3
  

T
o

 d
e

liv
e

r 
a

 5
%

 i
n

c
re

a
s
e

 i
n

 t
h

e
 t

o
ta

l 
m

e
m

b
e

rs
h

ip

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 d
e

liv
e

ry
 o

f 
a

 c
a

le
n

d
a

r 
o

f 
a

c
ti
v
it
y
;

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 d
e

liv
e

ry
 o

f 
s
p

e
c
if
ic

 a
c
ti
o

n
 p

la
n

 t
o

 i
n

c
lu

d
e

 n
o

ti
c
e

 b
o

a
rd

 p
re

s
e

n
ta

ti
o

n
, 

a
n

d
 c

u
s
to

m
e

r 

jo
u

rn
e

y

* 
M

1
  

T
o

 d
e

liv
e

r 
a

 p
ro

a
c
ti
v
e

 a
n

d
 p

o
s
it
iv

e
 a

p
p

ro
a

c
h

 t
o

 P
R

, 
s
u

c
h

 t
h

a
t 

fa
c
ili

ty
 a

n
d

 s
e

rv
ic

e
 s

u
c
c
e

s
s
e

s
 a

re
 

c
o

m
m

u
n

ic
a

te
d

 a
n

d
 c

e
le

b
ra

te
d

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 e
s
ta

b
lis

h
m

e
n

t 
o

f 
c
le

a
r 

p
ro

to
c
o

ls
, 

id
e

n
ti
fi
c
a

ti
o

n
 o

f 
m

e
a

s
u

ra
b

le
 K

P
Is

 r
e

 a
w

a
re

n
e

s
s
, 

tr
a

in
in

g
 t

o
 k

e
y
 m

a
n

a
g

e
rs

 a
n

d
 o

n
g

o
in

g
 l
ia

is
o

n
 w

it
h

 r
e

p
re

s
e

n
ta

ti
v
e

s
 f

ro
m

 C
o

u
n

c
il 

c
o

m
m

s
 d

e
p

a
rt

m
e

n
t;

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 c
re

a
ti
o

n
 a

n
d

 i
m

p
le

m
e

n
ta

ti
o

n
 o

f 
s
p

e
c
if
ic

 a
c
ti
o

n
 p

la
n

, 
ta

rg
e

te
d

 w
o

rk
 i
n

 r
e

s
p

e
c
t 

o
f 

d
e

p
ri
v
e

d
 w

a
rd

s
, 

5
0

+
 a

g
e

 g
ro

u
p

 a
n

d
 d

is
a

b
le

d
 p

e
o

p
le

, 
w

o
rk

 w
it
h

 r
e

le
v
a

n
t 

p
a

rt
n

e
rs

/s
ta

k
e

h
o

ld
e

rs
 a

n
d

 

re
v
ie

w
 o

f 
c
o

re
 l
it
e

ra
tu

re
;

K
e

y
 a

c
ti
o

n
s
 i
n

c
lu

d
e

 i
m

p
le

m
e

n
ta

ti
o

n
 o

f 
n

e
w

 p
ro

d
u

c
ts

 i
n

 r
e

s
p

e
c
t 

o
f 

b
ir
th

d
a

y
 p

a
rt

ie
s
, 

a
q

u
a

ti
c
s
 a

n
d

 

P
ri
m

e
ti
m

e
, 

re
v
ie

w
 o

f 
m

a
rk

e
ti
n

g
 a

t 
ic

e
 r

in
k
, 

c
o

n
ti
n

u
e

d
 u

p
d

a
te

s
 o

f 
th

e
 w

e
b

s
it
e

 a
n

d
 p

ro
m

o
ti
o

n
 o

f 
c
o

rp
o

ra
te

 

o
p

p
o

rt
u

n
it
ie

s
;

* 
M

5
  

T
o

 e
s
ta

b
lis

h
 a

n
d

 m
a

in
ta

in
 t

h
e

 h
ig

h
e

s
t 

s
ta

n
d

a
rd

s
 o

f 
fa

c
ili

ty
 p

re
s
e

n
ta

ti
o

n
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K
e

y
 a

c
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SERVICE PLANNING CONTEXT

INTRODUCTION:

PARTNERSHIP BOARD OBJECTIVES:

*  continued engagement with and participation by the Council's target groups, as follows: 

5% increase in participation by users resident in the most deprived wards in Oxford, 5% 

increase in participation by new users, 5% increase in participation by users who are 

members of BME groups, 5% increase in participation by users with disabilities, 5% 

increase in participation in the junior free swim scheme. (PB 2)

The over-riding objective of the Partnership Board is to ensure that the leisure facilities 

deliver a service that is "World Class for Everyone".

The specific themes identified for service performance in 2013/14 are as follows:

*  the analysis of contract performance to date;

* to provide diversionary activities  to reduce crime and anti-social behaviour (PB 7)

* to improve the health and well-being of local communities by engaging people in 

physical activity (PB 6)

*  continued engagement with reducing CO2 Emissions   -  delivery of 5%year-on-year 

reduction in carbon emissions and a 3% reduction in water (PB 1);

*  maintain a proactive and positive approach to Public Relations, such that facility and 

service successes are communicated and celebrated (PB 3);

*  improving access to the facilities (e.g. car parking) (PB 4)

*  to explore opportunities for the Council and Fusion to extend their relationship in 

respect of other facilities in Oxford (PB 5).

The purpose of this section of the Annual Service Plan is to establish the context in which 

the planning activity will take place.  This context incorporates a range of national, local 

and organisational factors, as follows:

In the notes that follow, we have set out the key principles within each of these factors.

These principles are then summarised in the form of a Strengths, Weaknesses, 

Opportunities & Threats (SWOT) analysis for the current service.

*  the analysis of the markets affecting the leisure facilities, including industry 

developments, national trends, regional and local market factors.

*  the findings of the Sport England National Benchmarking Surveys undertaken in 

respect of 5 of the facilities;

*  the commitments and intentions set out in Fusion's Best And Final Offer (BAFO)  tender

submission;

*  Fusion's corporate objectives as reflected in the company's 1 and 3-year Business 

Plans

*  the objectives as set out by the Partnership Board;
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OXFORD CITY COUNCIL CORPORATE OBJECTIVES:

The Annual Service Plan is also influenced by the City Council's broader corporate 

objectives.  The relevant objectives are incorporated into the Corporate Plan 2012-2016 

and those objectives with specific relevance to the leisure facilities are as summarised 

below:

*  Vibrant, sustainable economy:  "...Over the next 4 years, the city council will invest 

around £68m into the local economy - building new houses, by employment-led 

development and by improving the city's leisure offer.... we will increase  the proportion of 

apprenticeships created through Council investment for those who live in Oxford City to 

100% by 2015/16; Increase the number of jobs created through Council investment 

projects and other activities to over 850 by 2015/16; Increase City Council spend with 

local businesses to 48% by 2015/16... (OCC 1).

*  Meeting Housing Needs:  Deliver a programme of new homes and community 

facilities across the city. (OCC 2);

Invest £1.4m to support a range of voluntary and community organisations and 

volunteering; Further increase levels of adult participation in sport, through building a 

competition-standard pool in Blackbird Leys and programmes such as 'Healthy Walks' 

and 'Active Women'; Continue to work with partners to provide positive activities for 

young people in deprived areas...." (OCC 3);

*  Cleaner, Greener Oxford: The City Council's objective is to maintain and develop a 

cleaner City. To tackle climate change and promote sustainable environment, greener 

Oxford - in the city centre, in outer neighbourhoods and in all public spaces " We will .... 

Reduce the city's carbon footprint by 5% each year; increase satisfaction with our street 

cleaning from 75% in 2014/15; increase the percentage of waste collected sent for reuse, 

recycling or composting to 52%; Reduce the Oxford City Council's water consumption by 

3% per annum..." (OCC 4);

*  Strong, Active Communities:  Communities that are socially cohesive and safe, and 

citizens who are actively engaged in pursuing their own well-being and that of their 

communities. We will "...Improve satisfaction with our neighbourhoods by 1% every year; 

Increase the percentage of adults participating in sport (as measured by the Annual Sport 

England Active People Survey); Increase the number of young people attending our 

Holiday Activity programme to more than 1,600 in 2015/16; Work with partners to break 

the cycle of deprivation by supporting vulnerable families, improving employability and 

reducing inequalities; Invest £33,000 per annum for three years commencing 2012 to 

enable more effective use of Oxford City leisure facilities by schools, £28,000 per annum 

for young people to access free swimming and £240,000 per annum to provide support 

where there have been changes to youth provision; Invest £9.2m the construction of a 

new competition-standard swimming pool at Blackbird Leys; Invest £50,000 over two 

years so that councillors can bid to fund projects with social inclusion aims; 
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The Sports Strategy incorporates a Sports and Physical Activity Action Plan with 

the following key elements:

* to identify and evidence the key Focus Sports for the Council (confirmed as swimming, 

football, skating & StreetSports, with other prioritised sports being badminton, dance, 

tennis, rugby, cricket & athletics);

*  Efficient, Effective Council: Oxford City Council aspires to be an efficient and 

effective council by being a flexible and digitally enabled organisation, delivering high-

quality, value-for-money services ."… we will increase the percentage of customers 

satisfied at their first point of contact across all access channels (web, telephone, face to 

face) to 75%; reduce the cost of delivering Council services per resident from £172 in 

2011/12 to £162 in 2014/15; Deliver efficiency Savings of £7 million by 2012/13 and over 

£17m by 2015/16; Achieve IIP Gold by 2013/14; further improve attendance rates; 

continue to strengthen working relationships between management and trade unions..." 

(OCC 5).

* to identify key challenging sporting projects within the City leisure service area and 

prioritise them accordingly;

* to deliver key projects (e.g. competition-standard-pool, Barton pavilion, five-a-side 

* to improve governance (e.g. chair CSN, attendance at relevant stakeholder meetings);

* to review focus sports;

* to improve performance management;

* to crystallise the Council’s role in providing a Sport & Physical Activity offer;

* to show how the Council links in to the Sport & Physical Activity national & local priorities

and agendas;

Further, the Council has drawn up a specific Sports Strategy which seeks to 

achieve the following objectives:

* to ensure effective access to leisure facilities.

* to increase participation;

* to ensure City Leisure is resourced effectively;
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FUSION CORPORATE OBJECTIVES:

*  to provide leisure facilities which provide excellent value for money measured by 

subsidy per user that reduces year on year;

*  to maintain overall satisfaction above 95%

*  to increase participation in adult sport by 2% 

*  to contribute to the delivery of the Council’s targets of reducing carbon emissions from 

Council buildings by 5% year-on year and 3% reduction in water consumption.

*  to increase total usage of the Council’s leisure facilities by 5% 

*  to maintain Quest accreditation score of at least 'Good'.

Fusion's corporate vision is "to be the first choice leisure organisation, delivering a new 

standard in healthy active leisure", and this vision is reflected in the company's three core 

values of "We put the Customer First", "We make it happen" and "We only want the best".

*  to ensure 97% "good"/"excellent" for overall customer satisfaction and 100% "good"/ 

"excellent" for staff (Fus 4);

*  to increase Bonus card membership by 5% 

Key commitments agreed within the business planning process are:

*  to ensure 100% compliance with Basecamp inspection regimes and to deliver an 

average score of at least 95% on Basecamp inspection scores (Fus 8);

*  to deliver a 5% year-on-year increase in like-for-like general participation (Fus 6);

*  to reduce attrition of subscription memberships to less than 50% per annum (Fus 5);

*  to deliver a 5% year-on-year increase in like-for-like participation by target groups (Fus 

The specific targets specifically established for 2013 are as follows:

*  to deliver all facility redevelopments on time and on budget and to deliver the projected 

uplifts (Fus 2);

*  to deliver a surplus margin of 5% (Fus 3);

Fusion's five-year and annual corporate business plans reflect this vision and these core 

values and incorporate five strategic strands as follows:  "Sustainable Growth and 

profitability", "Customer First", "Efficiency, Effectiveness and the Highest Quality Service", 

"Fusion People" and "New Business Development", as well as financial targets.

*  to deliver a 5% year-on-year increase on like-for-like income (Fus 1);

*  to deliver a 2% year-on-year reduction on like-for-like energy consumption (Fus 10);

*  to deliver Quest accreditation rating of "Good"; Mystery Visit scores to be 100% and 

EFQM Committed to Excellence   (Fus 9);

* Achieve turnover of 72 million pounds (Fus 12)
*  to win 2 new partnerships with combined turnover of 6-10 million per annum (Fus 11).

AGREED COMMITMENTS WITHIN THE BUSINESS PLANNING PROCESS:

*  to increase the total number of members by 10% 
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SPORT ENGLAND NATIONAL BENCHMARKING SURVEYS:

MARKET ANALYSIS:

Disabled Users:

*  Disadvantage usage is above NBS benchmark average, though there is less use from 

those unemployed

Disadvantage users

*  approximately 10.6million disabled people in the country;

*  Sport England market segmentation research shows that disabled users are spread 

*  consumers view keeping fit as more important than many other leisure activities and are

less willing to cut back spending on this area than many others;

*  the gap between participation by men and women is greater amongst certain BME 

groups (e.g. "Black Other");

*  the key 25-34 age band is set to increase most significantly, along with the 45-54 age 

group, which could also prove to be a lucrative market if targeted correctly;

Users from BME groups:

*  participation levels (40%) are generally lower than that of the wider population (46%)

*  typical sport preferences amongst BME groups include weight training, martial arts, 

badminton, cricket and basketball.  Swimming is typically not preferred;

*  "Above industry average" customer satisfaction performance at Barton Pool, Blackbird 

Leys Leisure Centre, Hinksey Pool and Ferry Leisure Centre. OIR was perceived to be

below industry standards due mainly to poor food and drink, poor equipment and activity 

charge/fee.

Sport England Benchmarking Surveys are undertaken on a bi-annual basis. During the 

first part of 2011, Sport England National Benchmarking Surveys were undertaken at 

Barton Pool, Blackbird Leys Leisure Centre, Ferry Leisure Centre, Hinksey Outdoor Pool.

The Survey processes involved an analysis of financial and usage statistics for the 

facilities (in year 2010/11) and sample surveys of customer satisfaction undertaken in the 

summer 2011.  Oxford Ice Rink was surveyed in September 2012 and utilised financial 

information from 2011/12 The findings are summarised as follows:

*  less money in their pockets may put consumers off joining a health and fitness club or 

steer them towards less expensive options;

General Consumer trends:

National Context:

*  Areas of good satisfaction across all sites for; helpfulness of staff, standards of 

coaching, general cleanliness and activity range. Areas of poor satisfaction include quality 

and value for money of food and drink.

*   "Mixed" access performance at Ferry Leisure Centre and Hinksey Pool Oxford Ice Rink 

and Blackbird Leys Leisure Centre. With the exception of the Ice Rink there is a relative 

higher attendance of 11 - 19 year olds.

*  "Strong" financial performance at; Ferry, Ice Rink, Blackbird Leys Leisure Centre. 

"Weak" performance at Barton. (NB financial figures for Barton were 2010/11 which were 

prior to new fitness facility development). Subsidy per user in the top quartile at Ferry and 

Oxford Ice Rink. 
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*  current penetration/participation rates are relatively low particularly the 11 - 19 year olds

(based on NBS reports and U16 free swimmers);

*  circa 18,000 (i.e. 13.2%) increase in population in Oxford City projected between 2001 

and 2016;

*  tuition KPI decreased by 2.6% to 18.3% (ranked 4th in Oxon);

*  Oxford is reporting an aging population for the first time in recent history

*  wards with particularly high projected increases include Barton & Sandhills (46%), 

Cowley Marsh (26%) and Carfax (24%);

Users under 16:

Active People Surveys:

Oxford-specific Context:

General Population Projections:

*  slight decrease (0.7%) projected in Blackbird Leys;

*  participation (3 x 30 minutes per week) KPI @ 25.5% (ranked 2nd in Oxon);

*  volunteering KPI increased 3.5% to 5.8% (ranked 3th in Oxon);

*  current penetration/participation rates have improved (based on NBS reports) 

*  club membership KPI decreased by 4.8% to 27.2% (ranked 5th in Oxon);

*  a review has been undertaken of the key deprived wards within Oxford and how those 

wards might be better served by Oxford's leisure facilities.  The key wards for focus are 

as follows:  Barton and Sandhills, Headington Hill and Northway, and Quarry and 

Risinghurst (all directly served by Barton Pool), Rose Hill and Iffley, Littlemore, Northfield 

Brook, Blackbird Leys and Cowley (all directly served by Temple Cowley Pools, Blackbird 

Leys Leisure Centre and Blackbird Leys Pool) and Carfax (served to some extent by 

Ferry Leisure Centre).

Users over 50:

*  relatively large BME population (16.6%) in facility catchment areas, particularly amongst

under 16s (19.8%);

*  people of Black and Bangladeshi ethnic origin are at particular risk of unemployment
*  increased diversity in recent years, through influx of people from new EU countries;

(NB.  Oxfordshire is the highest overall scoring county in the country in respect of Active 

People Participation).

*  recognised that this remains a significant potential market, with up to 120,000 potential 

users aged over 50 in the wider catchment for the leisure facilities;

Users from BME groups:

*  competition KPI decreased by 9.6% to 6.9% (ranked 5st in Oxon);
*  satisfaction KPI reduced to 60.2% (ranked 5th in Oxon);

Deprived Wards:

to 39.1%  (ranked  3rd in Oxon);

*  participation (1 X 30minutes per week) kpi increased 
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 * The key factors to be addressed according to non-users are lack of time, which has the 

highest importance factor at 49% stating very important. Direct costs (17%); lack of 

personal motivation (11%); indirect costs (9%).

Findings from non-user survey:

* 42% thought that they were regularly undertaking at least 5 x 30 minutes of moderate 

exercise (national benchmark 39%).12% said they had done no sessions, (national 

benchmark 15%). 

* The majority of the sample thought that regular exercise/activity was important with 68% 

stating very important (national benchmark 61%).

Non-user surveys are undertaken on a bi-annual basis. A street survey was undertaken 

in October 2011.  A total sample of 300 people were surveyed in the Summertown, 

Headington and Templars Square areas.  The research was designed to investigate 

attitudes and behaviour around exercise and to find out what the residents of the area 

think about the leisure facilities.  The key findings were as follows:

* 52% strongly agree that physical activity is good for your health even if moderate, 32% 

strongly agree it’s good for your health even if only for 10 minutes at a time. 43% strongly 

agree physical activity is better for you if you keep it up for at least 30 minutes and 16% 

strongly agree it’s better if you get out of breath.  38% either agree or strongly agree you 

can get enough in your daily life without doing sport or exercise.

* 62% of respondents are wanting to do more activity, slightly lower than the national 

benchmark of 67%), the main reason for this being “wanting to improve their health” at 

62%.  Slightly under half (47%) thought that not enough time due to work was the major 

factor in preventing them doing more, (national average 50%), followed by not enough 

time due to home at 11%.

* Of those who do not want to do more the main reason is “no need” at 56% (higher than 

the national average at 44%), followed by not enough time due to work at 13%.

* 52% of the sample would consider using Oxford Fusion Lifestyle facilities slightly higher 

than our national average of 60%. 

* The main reasons they don’t currently use were ‘No time’ (31%), ‘Cost’ (17%), and ‘No 

need’ (12%). 

* Of those that did exercise regularly, 18% used a leisure centre/health club Esporta and 

College/University facilities seem to be the main competitor at 25% each, followed by LA 

Fitness at 11%. The most popular form of independent activity was walking/jogging in the 

street/parks at 74%.

* The main thing, according to our respondents, that the facility could do to encourage 

usage amongst these non-users, would be to ‘Lower costs’ at 28% (lower than the 

national benchmark at 44%), followed by ‘more information’ (8%).
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SWOT ANALYSIS:

Strengths:

Opportunities:

Weaknesses:

Threats:

Supporting Documentation:

Leisure Net Solutions "street Focus" non-user research 2011

Target Market Report - Deprived Wards (Hatrick Marketing, November 2009)

Target Market Report - Users over 50 (Hatrick Marketing, November 2009)

Target Market Report - Users under 16 (Hatrick Marketing, November 2009)

Target Market Report - Users from BME Groups (Hatrick Marketing, November 2009)

Oxford Regeneration Profile 2009 (Oxford City Council)

Target Market Report - Disabled Users (Hatrick Marketing, November 2009)

NBS surveys 2011

*  delivery of consistent increases in direct debit memberships;

*  improved facilities through developments and substantial maintenance programme

*  potential over-supply of pool water;

*  high and variable staff costs (as a percentage of income);
*  poor customer perception of the quality and value for money for food and drink

*  maintained improvements in cleaning standards;

*  consistent meeting, reporting and monitoring regimes with the Council;

*  positive impact of ISO14001 & ISO9002 accreditation process;

*  delivery of major wet/dry facility at Blackbird Leys;

*  challenge of delivering significant increases in income and participation;

*  increased car park charges at Ferry Leisure Centre and Oxford Ice Rink
*  the emergence of the budget gym market in Oxford

*  continued delivery of cultural change within management and staffing teams;

*  positive impact of delivery of lifecycle/substantive works;

*  continued partnership working between Fusion and the Council;

*  age and condition of some facilities (TCP, BBLSP);

*  positive impact of phase 2 facility developments at Oxford Ice Rink, Ferry, Barton and 

Blackbird Leys Leisure Centres;

* staffing establishment ensuring right people right place right time

*  response of competition to major facility developments; particularly the investment 

works at DW Fitness Facility near Blackbird Leys Leisure Centre.

* strong financial performance, particularly subsidy per user

*  variety and geographical spread of facilities within portfolio;

*  higher than industry average performance in respect of customer satisfaction (cf. NBS 

* Maintained high customer satisfaction and Mystery Visit results

Index of Multiple Deprivation Map (Department of Communities and Local Government, 

2007)
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y
e

a
r;

1
 i
s
 "

lo
w

" 
lik

e
lih

o
o

d
: 

 i
.e

. 
it
 i
s
 h

ig
h

ly
 u

n
lik

e
ly

 t
h

a
t 

th
e

 t
h

re
a

t 
w

ill
 o

c
c
u

r 
in

 t
h

e
 n

e
x
t 

y
e

a
r;

5
 i
s
 "

h
ig

h
" 

im
p

a
c
t:

  
i.
e

. 
w

ill
 c

a
u

s
e

 s
h

u
td

o
w

n
 o

f 
th

e
 b

u
s
in

e
s
s
 l
e

a
d

in
g

 t
o

 s
ig

n
if
ic

a
n

t 
lo

s
s
 o

f 
m

o
n

e
y
 a

n
d

 s
u

rp
lu

s
 w

h
ic

h
 i
s
 c

a
p

a
b

le
 o

f 
b

a
n

k
ru

p
ti
n

g
 t

h
e

 

b
u

s
in

e
s
s
;
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