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crtviewpoint.com

Customer Research Technology

Presented to: Leicester City Council

Pilot Date: 13th June 2012 – 21st June 2012

Point of Experience

“Feedback captured at the point of experience is 40% 

more accurate than that gathered 24 hours later” 

Gartner Research.

Technology
• The methodologies tested:

– Kiosk – placed in 7 sports centre.

• Data uploaded at end of Pilot.

• Not aware of any technical issues.

• All technology worked throughout pilot.

Response Rates

Responses 2,070 Quarantined 738 Valid Responses 1,332

• Quarantine includes incomplete surveys and manipulations using Valid8™ Software

Quarantine figure: 36% of total

Response rates by location
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Demographics

Age

Gender

52% 48%

10%

14%

10%

11%

7%

5%

8%

35%

18 - 24

25 - 34

35 - 44

45 - 54

55 - 64

65 - 74

75 and over

Under 18

Have a disability

Employment Status

Demographics
Ethnicity

29%

6%

7%8%

50%

Asian or Asian British Black or Black British
Chinese / Other Prefer not to say
White or White British

75%

9%

16%

No Prefer not to say Yes

36%

9%
11%

5%

27%

11%

342
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97 87

18 36 17
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Resident Type

Attrition rates

500

600

700

800

900

1000

1100

1200

1300

Q1 Q2 Q3 Q5 Q6 Q7 Q8 Q9 Q10 Q11

4%

Visit a leisure centre

41%

29%

46%

24%

57%

44% 41%

14%

16%

14%

20%

13%

20%
18%

13%

19%

10%

24%

7%
11%

11%

9%
11% 5%

12%

6% 11%

11%

23% 24% 25%
20% 16% 13%

19%

Aylestone Leisure

Centre

Braunstone

Leisure Centre

Cossington Street

Sports Centre

Evington Leisure

Centre

Leicester Leys

Leisure Centre

New Parks Leisure

Centre

Spence Street

Sports Centre

1 day 2 days 3 days 4 days 5 days or more

Were you satisfied with your 

visit?

68% 71%

58%

78%
85%

74% 71%

14%
13%

24%

17%
7%

12% 16%

18% 15% 17%

5% 7%
14% 14%
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Centre

Braunstone

Leisure Centre

Cossington Street

Sports Centre

Evington Leisure

Centre

Leicester Leys

Leisure Centre

New Parks Leisure

Centre

Spence Street

Sports Centre

Yes Maybe No

What could we do better?
All locations (select all that apply)

48%

38%

25%

40%

50%

30%

Cleaner facilities Better staff Better

programmes

Better equipment Lower prices Other
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What could we do better?
Breakdown by location (select all that apply)

45% 50% 55%

28% 28%

54% 48%

47% 39%
42%

44%
21%

29%
27%

29%
19%

28%

28%

7%

29%
23%

45%

31%

40%

50%

32%

43%

40%

53%

42%

53%

28%

36%

43%
62%

41%

23%

31%

17%

14%

36% 29%
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Braunstone
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Cossington Street
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Evington Leisure
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Leicester Leys
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Sports Centre

Cleaner facilities Better staff Better programmes Better equipment Lower prices Other

Would you return again?

74%
79%

67%

85% 83% 82%
76%

11%
8%

18%

9%
7% 9%

13%

15% 13% 15%
6%

10% 9% 11%

Aylestone Leisure

Centre

Braunstone

Leisure Centre

Cossington Street

Sports Centre

Evington Leisure

Centre

Leicester Leys

Leisure Centre

New Parks Leisure

Centre

Spence Street

Sports Centre

Yes Maybe No

Rated the experience - Top 2 
(Excellent and Good)

Location Top 2 %

Aylestone Leisure Centre 62%

Braunstone Leisure Centre 72%

Cossington Street Sports Centre 61%

Evington Pool 74%

Leicester Leys Leisure Centre 76%

New Parks Leisure Centre 67%

Spence Street Sports Centre 68%

Overall 67%

Excellent 80%+              Good: 65% - 79%                  Fair: 50% - 64% Poor: 40% - 49%                  Very poor:  Under 40%

Rate the experience overall
(Those who said Very poor)

• 13% of people thought the experience was ‘Very poor’

• 42% of those who rated the experience as ‘Very poor’ 
visited the gym 5 days or more.

• 1 in 2 respondents thought prices should be lower.

• Only 21% of respondents would return after a bad 
experience.

Summary and going forward

• Excellent and Good experience rating is 

standard throughout all locations.

• Majority of respondents were employed or 

students.

• Suggest well placed open ended question to 

capture further improvements.


