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Housekeeping

• Microphones and cameras off 
• For questions, use the chat or email info@questnbs.org

mailto:info@questnbs.org


Agenda

▪ Last 18 months – what has happened with 
Quest

▪ Why Quest Prime & Recovery and what we have 
done so far

▪ Choices Available
▪ Modules and Content
▪ How will the MV be conducted
▪ How will the Assessment be conducted
▪ Any questions?



March 23rd 2020 – September 2020

• March – Sport England agreed that all assessments 
should be cancelled until September (over 300)

• June – Started proposal on Quest Prime
• July – Sport England agreed a proposal to launch 

Quest Prime
• 4th Sept – 1 year extension to contract awarded to 

Right Directions
• September – Started contacting facilities and rolling 

out plan for Quest Prime



October 2020 – September 2021

• 60 Quest Prime Assessments were originally booked 
between October and December 2020, and then…. 
Lockdown 2!

• January 2021 – All on hold for Lockdown 3!
• April /May - Assessments started back up again, 

delighted to see so many re-join / join
• July – Following changes in restrictions, Quest Prime 

(Recovery) was launched & we are now up and 
running again!



Well done to the following facilities, who have achieved Quest Prime 
“Excellent” since July 2021:

 Trinity Sports and Leisure Centre - 1610 Ltd

 Larkfield Leisure Centre - Tonbridge & Malling Leisure Trust

 Ken Martin Leisure Centre - Nottingham City Council

 Wyre Forest Leisure Centre - Places Leisure

 Tonbridge Swimming Pool - Tonbridge & Malling Leisure Trust

 Sport Wales National Outdoor Centre, Plas Menai - Sport Wales

 Oswestry Leisure Centre - Serco Leisure Limited

 Tipton Leisure Centre - Sandwell Leisure Trust

 Sportspark - University of East Anglia

 King's Sport - Kings College London

 Cotswold Leisure Cirencester - Everyone Active

 Seymour Leisure Centre - Everyone Active

 Porchester Centre - Everyone Active



Quest Prime & Recovery – Reasons for Development

• In the current climate we believe centres do not want an Improvement Tool, 
as they are trying to get their businesses back on track, a light touch 
assessment will add value to their business.

• The main outcome of this assessment is offer operators and local authorities 
the opportunity to demonstrate that their centres have robust processes 
and procedures to prevent the spread of Covid-19, with modules on general 
pandemic management and the approaches to engaging with customers 
who are not using the facilities.

• Centre’s may have less staff, and the whole building might not be fully 
operational. They may only be partially open, so this less managerial and 
more operational assessment maybe more attractive to centres.

• This new product will cover all centres for one year giving Sport England 
time to review Quest in 2021.

• This new award shows that Sport England has considered the current 
situation and adapted Quest to suit the needs of the industry at this 
unprecedented time. It also demonstrates to the DCMS that we are a low-
risk sector in terms of transmission.



For your front door:

Just like the Food 
Standards Agency stickers 
on restaurant doors, you 
can now show your 
customers that you have 
been externally assessed.



What is the link to Moving Communities 

• Sport England needs to demonstrate that the NLRF / CLRF is 
money well spent, and hopefully to get more insight

• Great opportunity for a single evaluation platform
• Beneficial to both operators and LAs
• Will provide insight for our sector going forward
• Encourage collaboration across the sector
• AND..  could influence government thinking

Please get your Quest applications in and add your data in the 
platform



Introducing Moving Communities



Moving Communities – Service Delivery (Quest) Platform 



Quest Choices

• Quest Prime (Recovery) – 1 Day Assessment & MV
• Quest Prime (Recovery) Plus – 2 Day Assessment & MV
• Quest Entry
• Quest Plus

* Centres can do Prime (Recovery) now and Prime (Recovery) Plus Day 2 within 
six months



Quest Prime (Recovery) Day 1 Modules



Quest Prime (Recovery) Day 1 Modules with MV Content

Cleanliness & Hygiene ✓

Operational Management ✓

Managing the Team ✓

Customer Journey ✓

Programming 

Community Engagement 

Compliance Declaration 



Quest Prime (Recovery) 1 – Cleanliness and Hygiene

Guidance Notes

Module Outcome

•

•

•

•

The level of cleanliness is visibly acceptable.
There are high standards of hygiene in critical areas.

Standards are in place to prevent injuries and ill health, increasing customer compliments.

The centre cleanliness meets the expectations of its stakeholders, including customer expectations
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Mystery Visit

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How does the centre 
communicate the expected 
cleaning standards to its 
customers?

There is limited 
evidence of any 
commitment to 
cleanliness online or 
within the centre.

The centre 
demonstrates a 
basic commitment 
to cleanliness 
standards inside the 
centre.

Cleanliness and sanitise 
standards are in place for all 
critical areas of the building. 
There is a commitment to 
cleanliness online.

There is a strong commitment 
to cleanliness and hygiene 
inside the centre.

Best practice 
approaches are used to 
provide customer 
confidence of the 
cleaning, sanitise and 
disinfecting standards in 
place.

Is the centre clean and
well presented?

Significant 
improvements need 
to be made to the 
level of cleanliness. 
Customers feel 
unsafe.

There are some 
areas of the centre 
where cleanliness is 
acceptable,
however there are 
several 
opportunities for 
improvement.

Critical areas such as the 
changing rooms are to an 
acceptable standard.

Aspects of cleanliness and
clutter removal have been noted 
that have negatively impacted 
the visit to the centre.

The levels of cleanliness are to 
a very high standard. The 
centre looks, feels, and smells 
clean.

Minimal clutter around the 
centre. A few opportunities for 
improvement have been
noted.

The team are seen to be 
cleaning high touch 
points throughout the 
visit.

Where applicable areas 
have been sectioned off 
for cleaning and 
sanitising.



Quest Prime (Recovery)

Guidance Notes

1 – Cleanliness and Hygiene
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Are hand soap or hand 
sanitiser stations widely 
available for all staff and 
customers?

Hand soap or hand 
sanitiser is not 
available near 
contact/ touch 
points.

Hand soap or hand 
sanitiser is not 
available near two 
or more contact/ 
touch points.

Hand soap or hand sanitiser 
is not available near one 
high contact/ touch points.

Hand soap or hand sanitiser 
stations are available at all 
high touch points. This 
includes the entrance, 
reception desk, at the 
entrance to activity areas, and 
adjacent to toilets and 
changing areas. Wash hands 
signage is displayed at these 
locations of the building.

Hand soap or hand sanitiser 
stations are available at all 
high touch points and 
handwashing/ sanitising is 
encouraged through signage 
and staff washing/ sanitising 
hands.

Are spray and cloths and 
instructions/ signage 
provided for users to wipe 
down each machine and 
equipment after use?

Spray and cloths with 
instructions not 
provided in multiple 
activity areas.

Spray and cloths 
with instructions 
not provided in one 
area.

Spray and cloths provided 
but, no signage or staff / 
customers using them.

Spray and cloths with 
instructions provided in all 
relevant activity areas, with 
clear signage.

Spray and cloths with 
instructions provided, with 
good clear signage and staff 
actively encouraging 
customers to clean.

Are surfaces and 
equipment clean and 
hygienic?

Surfaces and 
equipment are not 
clean in most areas.

Surfaces and 
equipment in one 
or two areas were 
clean and hygienic.

There is evidence that 
surfaces and equipment are 
clean and hygienic in in
most areas. This includes 
floors, walls, gym and 
studio equipment, vanity 
areas and mirrors, 
reception desks, lockers, 
café counter and tables, 
and general circulation 
areas.

There was evidence that staff 
were cleaning surfaces and 
equipment throughout the 
visit in all areas.

Surfaces and equipment were 
generally clean and hygienic. 
There were limited 
opportunities for 
improvement.

Industry standards are being 
followed. The Centre has 
taken action to ensure all 
surfaces and equipment in all 
areas are kept clean at all 
times.



Quest Prime (Recovery)

Guidance Notes

1 – Cleanliness and Hygiene
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Is there a visible 
commitment to cleaning 
and monitoring cleanliness 
and hygiene standards?

There is limited 
evidence of a 
commitment to 
monitoring or team 
members seen to be 
monitoring 
cleanliness and 
hygiene levels.

There is 
commitment to 
inspection signage 
displayed and some 
evidence of front-
line team members 
monitoring 
cleanliness and 
hygiene standards.

There is evidence that the 
front-line team are 
regularly inspecting the
centre to ensure cleanliness 
and hygiene standards are 
met.

There is high presence of 
team members cleaning 
during the visit. This 
includes high touch points 
and objectives after each 
customer use such as tables 
and card machines.

There is evidence that 
management are inspecting
the centre on a regular basis to
ensure cleanliness and hygiene
standards are being met.

Up to date cleaning schedules 
are visible to customers.

Proactive approach to 
monitoring cleaning 
standards which includes 
team members reminding 
customers to sanitise at key 
points of their visit.

This includes at reception 
and before and after 
activities.



Quest Prime (Recovery)

Guidance Notes

1 – Cleanliness and Hygiene
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Plan

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Does the centre have 
a clear understanding 
of the outcome it 
wants to achieve with 
effective 
communication in 
place?

The centre 
demonstrates 
limited evidence
of the standards it 
aims to achieve.

The centre 
demonstrates a 
basic commitment 
to cleanliness 
standards.

Cleaning standards are in place 
for all critical areas of the 
building.

There is some evidence of 
them being communicated to 
team members.

Comprehensive cleaning and 
sanitising standards are in place for 
all areas of the building. These are 
quantitative and qualitative.

There is comprehensive 
communication of standards to key 
stakeholders, particularly 
employees.

The organisation can 
demonstrate that stakeholders, 
particularly front-line team 
members have a good 
knowledge of the standards.

Are there high-quality 
cleaning and hygiene 
plans in place to 
achieve expected 
outcomes?

There is limited 
evidence of any 
cleaning 
schedules or 
method 
statements in 
place.

There is evidence 
of a basic cleaning 
schedule and/ or 
method 
statements.

Cleaning schedules are in place 
with responsibilities and 
regularity clearly defined.

Schedules and method 
statements are tailored. 
depending on the area of the 
centre being cleaned.

Critical areas have been 
included in schedules. Touch 
points are referred to with 
regards to increased cleaning.

Method statements are in 
place which consider health 
and safety critical aspects.

Comprehensive realistic schedules 
are in place. This includes daily, and 
periodic cleaning such as deep and 
high-level cleaning. Staff and 
customer areas have been included 
in schedules.

Schedules and method statements 
have fully integrated good practice 
such as the British Institute of 
Cleaning Science and NGB 
guidance.

Cleaning and sanitising is clearly 
referenced in the plans. There is a 
procedure for when a symptomatic 
individual has been in the building.

There is evidence of 
comprehensive integration of 
best practice within method 
statements and schedules.

The organisation can 
demonstrate Stakeholders/ 
Interested parties have 
influenced the standards in 
place and feedback has been 
sought.



Quest Prime (Recovery)

Guidance Notes

1 – Cleanliness and Hygiene
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Do

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How are those 
who are 
required to 
clean trained 
to deliver 
cleaning and 
sanitising 
safely and 
effectively?

There is limited 
evidence of 
documented 
training in relation 
to cleaning.

Those interviewed 
do not recall any 
cleaning, sanitising 
or disinfecting 
training in relation 
to Covid-19.

There is evidence of generic 
health and safety related 
training such as equipment 
checks and COSHH.

A limited number of team 
members have received basic 
cleaning and sanitizing
update training in relation to
Covid-19 requirements.

A comprehensive range of 
team members have 
received health and safety 
training in relation to 
cleaning as a part of their 
induction.

Key team members have 
received basic cleaning and 
sanitizing update training in 
relation to the Covid-19 
requirements.

A comprehensive range of team 
members have received site specific 
training for each chemical they use, 
cleaning schedules and method 
statements. This includes COSHH risk 
assessment controls.

There is an ongoing training 
programme in place for all team 
members, which has included 
training on cleaning and sanitizing in 
relation to Covid-19 requirements.

Detailed training has taken 
place. The organisation has 
used competent trainers to 
bring about behavioural 
change. Training includes 
competency testing.

Team members are seen 
interacting with customers 
championing cleaning. The 
team lead by example.

Are suitable 
and sufficient 
resources 
available to 
achieve 
cleanliness and 
hygiene 
standards?

There is limited 
evidence of 
resources being 
allocated to meet 
the cleanliness and 
hygiene standards 
expected by 
interested parties.

Time has been specifically 
allocated to conduct 
cleaning.

There is a basic provision of 
equipment, allowing for 
cleaning to take place. PPE is 
in place which reflects the 
requirements stated in the 
cleaning COSHH risk 
assessments.

The site can demonstrate 
they have the resources to 
deal with a symptomatic 
individual using the centre.

Workforce resources have 
been allocated to enable 
enough time to complete 
deep cleaning and reflect 
the regularity of cleaning 
and sanitising 
requirements.

There is evidence of 
investment in equipment to 
allow for more efficient and 
effective cleaning to take 
place.

Additional workforce resources are 
evident during busier times when 
more frequent sanitising is required.

The provision of cleaning equipment 
meets the requirements of good 
practice.

There has been careful consideration 
of what chemicals and equipment

are required to clean, then sanitise/
disinfect, depending on the area/
surface.

The organisation seeks out 
insight and best practice. 
Best available technologies 
are being used to ensure 
cleanliness and hygiene is 
to the highest standards.

The facility has considered 
the longevity of cleaning 
and sanitising regimes to 
avoid fatigue and 
complacency.



Quest Prime (Recovery)

Guidance Notes

1 – Cleanliness and Hygiene
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Impact and Outcomes

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Can the centre 
demonstrate that 
high standards are 
in place and the 
positive impact 
cleanliness and 
hygiene is having 
on the business?

The centre 
provides limited 
evidence as to 
how cleanliness 
and hygiene 
standards are 
improving or the 
positive impact 
they are having.

The centre is able 
to provide ad hoc 
evidence that it is 
meeting 
cleanliness and 
hygiene 
standards.

The centre is able to 
evidence improvements 
that have been made to 
the cleaning and hygiene 
processes.

The site can articulate the 
origins of the 
improvements.

Improvements made 
to the cleaning and 
hygiene processes can 
be linked to a wide 
range of stakeholder 
feedback.

The site can articulate 
how standards have 
improved over time.

The centre has a relentless continuous 
improvement process in place.

The positive impact and outcome of cleaning and 
sanitising can be evidenced consistently over time 
using qualitative and quantitative data.

The centre has developed a reputation for its high 
standards and can demonstrate this through not 
only high customer satisfaction levels but can also 
link this to footfall.

Measurement, Monitoring and Review

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How does the 
organisation 
measure, monitor 
and review 
cleanliness and 
hygiene to ensure 
continuous 
improvement?

The centre 
provides limited 
evidence as to 
how cleanliness 
and hygiene 
standards are 
monitored or 
measured.

There is some 
evidence of how 
cleanliness and 
hygiene levels are 
monitored. This is 
demonstrated 
through basic 
documented 
monitoring by 
employees and 
supervisors.

Robust cleanliness and hygiene 
monitoring systems are in place, this 
includes stock checks with a particular 
focus on Covid critical items.

There is evidence that the completion of 
schedules and check sheets are being 
reviewed.

The centre can use customer feedback 
to review cleanliness satisfaction levels.

The centre has evidence of action based 
on the National Leisure Recovery Fund 
(NLRF) customer experience survey 
results.

The centre has developed 
SMART methods to 
monitor cleanliness and 
sanitise standards.

The centre is using an 
effective blend of 
qualitative and 
quantitative information 
to measure and review 
performance.

There is an effective 
documented monitoring 
process for stock levels of 
cleaning products.

A comprehensive monitor, 
measure and review process is in 
place for cleanliness, the 
effectiveness of disinfecting and 
customer perceptions.

Milestones/ KPIs are used to track 
the progress towards a longer-
term outcome. Therefore, the 
centre can demonstrate how 
outputs or activities link with the 
desired outcome.

Performance is communicated to 
key stakeholders.



Quest Prime (Recovery) 2 – Operational Management

Guidance Notes

Module Outcome

•

•

•

Preventative maintenance is in place to ensure the building is safe and Covid-secure.
Operational management systems are in place to support people meet the governments and industry Covid requirements.

There is clear communication to participants to ensure that they should always take all reasonable measures to comply with social distancing measures, before, 
after and during physical activity.

Prominent signage is displayed in all relevant areas to draw attention to rules and arrangements.•
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Mystery Visit

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent
Is there effective 
communication 
about visiting the 
premises prior 
arrival?

There is limited 
evidence online of 
what processes are 
in place for 
customers to be 
prepared.

General measures to 
mitigate the risk of Covid-
19 are included as a 
minimum on the webpage. 
This could include 
commitment to:
Maximum numbers 

Cleanliness and hygiene 
A booking system (timed 

based) for the activity to 

control the number of

customers at any one time.

There is evidence online to 
inform customers which 
facilities/ activities are 
open. There is some 
evidence this is accessible.

Detailed information is 
displayed on the facilities 
webpage.

Bookings must be made in 
advance.

There is clear and easy to 
find information online 
describing which facilities/ 
activities are open and 
which are not currently 
open.

There is clear commitment
to making this information
accessible to all.

There is an ability to 
book all activities 
online.

Information about 
which facilities/ 
activities are open and 
closed are available on 
various online 
platforms, including 
social media.

The facility is using various 
online methods to promote the 
standards, which includes social 
media.

Communication methods are 
engaging through the use of 
high-quality multi-media.

There is an effective online 
booking system for all activities.

Good practice is evidenced to 
ensure the centre is accessible 
to different groups.

Information about which 
facilities/ activities are open 
and closed are available on 
various online platforms, 
including social media.



Quest Prime (Recovery)

Guidance Notes

2 – Operational Management
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Is information within 
the centre well-
presented and easy to 
understand, ensuring 
customers know what 
to expect?

There is limited 
information for 
customers on what 
to expect when they 
come to the centre.

Some information is in 
place informing 
customers what to 
expect and what control 
measures are in place.

Opportunities for
improvement are
noted.

Information is displayed in
several areas of the centre,
giving general information.

There were some areas where 
there was a lack of
information to show
customers what to expect.

There is good 
information displayed 
for customers which is 
well laid out and in 
plain language and/ or 
with the use of 
pictorials.

Noticeboards, and pop-
ups are used and are in 
appropriate locations 
around the centre.

Information is readily available, 
well presented and easy to 
understand and covers what
the customer should expect.

Communication of the 
standards is clear and 
consistent and of a good 
quality. Covid-19 information is 
easily distinguishable from 
other information.

Is the maintenance 
and housekeeping of 
the inside and
outside of the
premises effectively
managed?

Specific areas that 
need to be considered 
are: Car park, external 
fabrication of the 
building, circulation 
areas, activity 
equipment, changing 
and toilets including 
fixtures and fittings 
with adequate supply 
of stock and
amenities.

There are several 
maintenance or 
housekeeping issues 
at the facility that is 
causing an unsafe 
environment.

There is some evidence 
that maintenance and 
housekeeping is being 
managed, but there is 
still a lot to do. Issues 
are having a significant 
impact on the customer 
experience.

Faulty equipment is 
being made safe by 
quarantining or if this is 
not possible
appropriate signs.

On the whole conditions are 
well managed, however 
opportunities for 
improvement have been 
noted. These opportunities 
are not having a significant 
impact on customer 
experience, however better 
housekeeping could improve 
the environment and reduce 
costs.

Maintenance issues noted 
during the visit are effectively 
managed using professional 
communication to inform 
customers of the issue and 
expected recertification date.

On the whole 
conditions are well 
managed, with only a 
few areas for 
improvements noted.

Maintenance issues 
noted during the visit 
are effectively managed 
using professional 
communication to 
inform customers of the 
issue and expected 
recertification date.

The maintenance and 
housekeeping at the centre are 
at a high standard and having a 
positive impact on the 
customer experience and the 
environment.

Any opportunities for 
improvement are minor and do 
not impact on the overall 
customer experience.



Quest Prime (Recovery)

Guidance Notes

2 – Operational Management
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Is environmental 
management 
effectively managed?

There are several 
environmental 
management issues
at the facility that are 
having increasing 
consumption 
unnecessarily.

There is some evidence 
that environmental 
management is being 
managed, but there is 
still a lot to do. Issues 
are having a negative 
impact on the 
environment

On the whole environmental 
conditions are well managed, 
however opportunities for 
improvement have been 
noted.

Environmental 
management is well 
managed, with 
opportunities for 
improvement mainly 
only involving capital 
investment.

Significant investment is evident 
to reduce the centre’s negative 
environmental impact.

Is there is appropriate, 
accessible, clean, well 
maintained provision
of changing rooms and 
toilets?

There is changing and 
toilet provision 
however this is basic 
and may not meet 
customers 
expectations.

There is adequate 
changing and toilet 
provision, with some 
auxiliary equipment. 
Opportunities for 
improvement were 
noted.

Sufficient changing facilities 
were available with adequate 
showering and changing 
capacity.

Changing areas and toilets 
were reasonably maintained 
with some areas for 
improvement.

Accessible changing and toilet 
provision was good.

Most of the facilities were in 
good working order.

Overall the changing 
rooms are of a good 
standard and floors and 
ceilings well maintained. 
Decoration is good.

Auxiliary equipment is in 
good working order, 
which could include 
hairdryers, vanity areas 
hand dryers and baby 
change.

Toilets are well stocked 
with consumables and 
are well maintained.

There were limited 
opportunities for 
improvement.

There is good provision of high 
standard changing facilities to 
cater for all needs.

The changing rooms are well 
appointed with high quality 
fixture and fittings.

There are high standards of 
maintenance and there were 
no/ or limited items not 
working.

Toilet facilities are good, well 
stocked and clean.



Quest Prime (Recovery)

Guidance Notes

2 – Operational Management
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Plan

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Are there 
operational 
improvement 
plans in place to 
ensure day to day 
tasks are 
identified and 
actioned?

There is limited 
evidence of any 
improvement plans 
in place.

Basic plans are in place 
that identify how the 
facility can improve 
operationally.

Formal plans are evidenced 
including time-based targets.

Plans are shared with the team 
with those responsible for 
completion of individual tasks 
documented.

Improvement plans cover 
actions that originate from a 
comprehensive range of 
service areas, including 
health and safety, 
cleanliness, and customer 
feedback.

Actions with improvement 
plans are SMART.

There is a clear link between 
actions identified in the 
improvement plan and the 
outcome it aims to achieve.

Each action demonstrates it is 
improving the service offered.

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Is equipment 
provided 
appropriate, 
adequate and fit 
for purpose?

The equipment at 
the centre did not 
look in a good state 
of repair.

There was provision of 
equipment at the 
centre, however there 
are opportunities to 
improve in this area.

Adequate rescue equipment 
is available on poolside.

Equipment is set up in a safe 
manner and is set up 
correctly.

There are instructions in 
place for using lockers and 
the equipment in the gym.

However, there are still
some opportunities for
improvement.

There is a good supply of 
equipment for the exercise 
classes.

There is evidence of water 
aids available for lessons.

Inductions are in place 
including a health screening 
process.

There were limited 
opportunities for 
improvement.

Equipment is in a good state of 
repair, is visually free from wear 
and tear and/ or damage.

Staff are setting up and 
dismantling equipment safely 
using appropriate lifting aids or 
techniques.

There appeared to be sufficient 
equipment to meet the 
programme needs.



Quest Prime (Recovery)

Guidance Notes

2 – Operational Management
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Do

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Can the facility
demonstrate that the
capacity of the building and
areas within it have been 
reviewed in line with 
government and NGB 
guidance?

For example, is the 
ventilation of the building 
been optimised to ensure a 
fresh air supply is provided
to all areas of the facility and 
increased wherever
possible?

Particular attention should 
be given to areas where high 
intensity exercise activity 
takes place.

The facility is 
unable to evidence 
carbon dioxide is 
being monitored

or the
ventilation is at 
least 20 litres per 
second per person 
or multiple areas 
of the building are 
in use but do not 
have the correct 
levels of 
ventilation.

There is minimal 
evidence that 
carbon dioxide is 
being monitored 
or the
ventilation is at 
least 20 litres per 
second per 
person, with very 
few areas 
monitored.

There is evidence to 
show that ventilation 
levels have been 
reviewed, but there is 
minimal evidence that 
carbon dioxide is being 
monitored or the 
ventilation is at least 20 
litres per second per 
person.

There is evidence to 
show that ventilation 
levels have been 
reviewed, but whilst 
there is evidence that 
carbon dioxide levels 
are being monitored in 
the majority of areas, 
one or more areas are 
not regularly 
monitored.

The maximum capacities been calculated 
based on 100sqft per person / 2m 
distancing.

The site can evidence a ventilation rate to at 
least 20 litres per second per person.

Consideration has also been given to:

• It can also evidence that the ventilation 
systems is providing 100% fresh air and 
not recirculate air from one space to 
another

• Dampers are fully open and fans on full 
speed

• The ventilation system operates 24 
hours a day

• Filter changes take place more 
frequently.

In the absence of known ventilation rates, a 
carbon dioxide sensor shall be used as an 
indicator to switch on additional mechanical 
ventilation or open windows.



Quest Prime (Recovery)

Guidance Notes

2 – Operational Management
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

What processes and 
training are in place 
to ensure that 
maintenance, the 
use of equipment 
and set up and 
dismantling is 
carried out safely?

There are no systems 
and processes in place 
for maintenance, the 
use of equipment and 
set up and dismantling 
equipment.

Staff are trained in an 
ad hoc manner.

There are some 
procedures in place 
for some of the areas.

Many opportunities
for Improvement were 
noted.

Safe systems of work are 
in place, documented 
and training carried out.

Not all staff were aware
of the documented safe
systems of work.

Servicing of equipment 
was carried out, but this 
was done on an ad hoc 
basis.

A log was in place for 
inspection of equipment.

There were still some 
improvements that could 
be made.

Staff were aware of the 
documented systems 
and processes and had 
been trained.

Equipment inspection 
records are kept and 
are generally up to 
date.

Staff were aware of the 
processes for 
contractors coming into 
the centre to service/ 
repair equipment.

There were some
opportunities for
improvement.

There are comprehensive systems and 
processes in place for safe systems of 
work, use of equipment and 
maintenance.
staff are trained, with specialist 
training given where required.

Servicing of equipment (including 
specialist servicing) is planned and 
carried out on a regular basis.

Processes are in place for inspecting 
equipment on a regular basis and 
broken/ damaged equipment is taken 
out of use.

What resources are 
available to maintain 
the facilities and 
equipment?

The limited resources 
are causing 
deterioration of the 
facilities. As a result, 
the building is unsafe.

There are enough 
resources to ensure 
the building is 
operated safely. The 
building including 
storage areas are safe 
and secure.

Contractors signing in 
and out in a hygienic 
way.

There is sufficient time 
within the rotas/ shift 
patterns for trained staff 
to carry out routine 
maintenance tasks.

The site has access to 
approved contractors and 
suppliers.

The site has invested 
well to help ensure a 
well maintained facility.

The site has invested well and has 
comprehensive plans to help ensure a 
well maintained facility in the future.

The site has taken the opportunity to 
expand its ‘goods for resale’ offering 
to help customers use their own 
equipment for the activities they take 
part in.
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Measurement, Monitoring and Review

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How does the 
organisation 
monitor, 
measure, and 
review the 
effectiveness of 
its operations to 
ensure 
continuous 
improvement?

The facility 
provides limited 
evidence as to 
how operations 
are monitored 
or measured.

Proactive and 
reactive methods are 
used to monitor the 
operations.

A defect report 
system is in place, 
facility checks 
(equipment and 
building) as well as a 
planned preventive 
maintenance 
programme (PPM) in 
place.

A system is in place to monitor, measure and 
review the defect reporting system and PPM.

There is a targeted approach with standards 
set for completions/ rectifications.

The defect reporting system is well used with 
items out of use added to the fault log.

The PPM overall is adhered to and up to date. 

Check sheets are robust covering most aspects

of the facility. They have been updated to
include Covid related inspections.

Regular monitoring takes place to ensure the 
ventilation systems are working correctly to 
meet best practice.

The centre has evidence of action based on the 
National Leisure Recovery Fund (NLRF) 
customer experience survey results,
Confidence Indicators.

Trend analysis takes place of 
defect reporting system and 
PPM. This is mainly 
quantitative and output 
focused.

Checks sheets are 
comprehensive and reviewed 
with improvements identified 
where required.

Improvement plans are being 
reviewed and actioned.

A comprehensive 
monitor, measure and 
review process is in 
place, where possible 
milestones/ KPIs are 
being used, such as 
targets for completion.

The of quality of work
completed is formally
reviewed.



Quest Prime (Recovery)

Guidance Notes

2 – Operational Management

Page 8 of 8

Impact and Outcomes

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Can the facility 
demonstrate the 
processes in place are 
making a difference?

The facility provides 
limited evidence as 
to how the 
operations of the 
facility is meeting a 
satisfactory 
standard.

The facility is able 
to provide ad hoc 
evidence that 
operations are 
being effectively 
managed.

The facility can 
demonstrate that 
overall the PPM and 
rectification 
standards set for the 
defect reporting 
system are being 
met.

Overall, there is 
sufficient well-
maintained 
equipment.

Improvements made to 
the customer experience 
can be linked to the 
maintenance and reviews 
of the operational 
standards and delivery of 
improvement plans.

There is evidence that 
ongoing issues have been 
rectified over the closure 
period.

The facility has a robust continuous 
improvement process in place.

The positive impact and outcome of high 
operational standards can be evidenced 
consistently over time using qualitative and 
quantitative data.



Quest Prime (Recovery) 3 – Managing the Team

Guidance Notes

Module Outcome

•

•

•

There are sufficient team members (including volunteers and sub-contractors) who have been trained to enable the facility to operate under Covid-19 guidance

The people within the organisation have the knowledge and skills and competency required to deliver to a high Covid-19 compliance levels. 

A cooperative management style is in place, which includes team consultation and clear lines of communication.

Page 1 of 6

Mystery Visit

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Do the team appear to be well 
managed and carry out their 
duties / activities in a 
professional manner?

The team have a negative 
approach and do not 
appear to follow any 
standards.

The facility and team do 
not promote a welcoming 
and professional 
environment.

There is minimal 
evidence that 
standards are being 
followed.

The team are overall 
behaving in a safe 
manner conducting 
day to day tasks such 
as setting up 
equipment and using 
communication 
systems.

There is a clear 
commitment by the 
team delivering 
activities to adhere to 
standards, however 
opportunities for 
improvement had 
been identified in the 
consistency of 
delivery.

There is a clear 
commitment by the 
team delivering 
activities professionally.

Team members have a 
positive approach to 
delivery standards.

The consistency of delivery 
has a positive impact on 
customer behaviour.
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Plan

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent
Does the facility have
human resource processes
in place (including HR 
procedures
and training plans)?

There is limited evidence 
of policies and procedures 
being in place.

Training is carried out on 
an ad hoc basis.

Staff resources are strained 
for the activities and 
programme in place.

There are some 
policies and 
procedures in place.

Staff are trained to 
carry out their 
duties.

There are further 
opportunities to 
consolidate this 
area.

Staff have 
knowledge of the 
policies, procedures 
and training that is 
in place.

Training plans are in 
place and followed.

Team members and 
management have 
the knowledge and 
skills to carry out 
their duties to 
deliver the activities 
and programme.

Human resources 
are well managed, 
team members are 
trained to carry out 
their duties.

There are limited
opportunities for
improvement.

Comprehensive policies and 
procedures are in place and team 
members have access to these.

Recruitment procedures are set 
and followed.

Succession planning is detailed and 
there are career opportunities for 
team members.

Training is planned from induction 
through to gaining qualifications. 
Training needs analysis is carried 
out for each position and team 
member.

Rotas ensure that there is 
sufficient cover for the activities 
and programme.
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Do

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How are staff kept up to 
date and informed?

There are no systems in
place to keep staff up to
date.

There is an informal 
process to pass on 
updates and information.

Team meetings are 
held on a regular basis 
to keep staff
informed.

The team have 
performance reviews 
with objectives set for 
the following period.

There is evidence that 
ongoing updates are 
given to the team.

There is an ongoing 
training and 
communication 
programme in place for 
all the team.

A comprehensive range 
of team members have 
received general and 
site-specific training.

Two-way communication is 
effective and management 
encourage team members 
to put forward ideas and 
give feedback. Team 
members are engaged and 
involved in any changes to 
work arrangements.

Are team members trained 
to exceed customer 
expectations and adhere to 
national guidelines?

Training on meeting 
customer expectations is 
not in place.

Team members are given 
none, or very basic 
information on customer 
care.

Some training had been
carried out however this
is limited.

Team members are 
aware of the ways that 
customers can give 
feedback.

There are further
opportunities for
improvement.

Team members strive 
to exceed customer 
expectations and are 
generally aware of 
good practice.

Procedures are in 
place to ensure that 
the front of house 
team carry out tasks 
in a consistent and 
effective manner.

There are good systems 
and processes in place 
for meeting customer 
expectations. Promise 
less and deliver more is 
evident.

Customer care training is in 
place, training records
show that team members 
have been trained.

Training includes 
competency testing.

Team members are seen 
interacting with customers 
championing standards.

Updates or training covers 
mental health.
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Have team members with 
protected characteristics /clinically 
extremely vulnerable / learning 
difficulties / disabilities been 
considered when they returned to 
work?

Nothing has been put 
in place to consider 
return to work for 
team members with 
protected 
characteristics.

Some consideration 
has been given 
however there are 
further opportunities 
for improvement.

There is evidence to 
show that 
consideration has 
been given to 
identifying any issues/ 
problems that could 
arise for the team 
member.

Management are 
aware of the team 
members who require 
support.

There is good 
consideration for team 
members with policies 
and procedure in place.

Consultation is carried 
out with each team 
member.

Regular meetings are held 
to ensure that the team 
member can discuss any 
issues and/ or concerns.

Support is given in 
appropriate ways to 
ensure that the team
member has confidence in 
the working environment.

How do leaders promote 
innovation / creativity / enterprise 
and develop high morale?

Leaders do not 
promote innovation / 
enterprise or high 
morale.

There may be some 
direction from 
leaders.

Performance of 
individuals is 
positively managed, 
and action taken 
where required.

Team members have 
clear goals, defined 
roles and 
responsibilities and 
personal development 
plans in place.

Team members are 
given opportunities to 
put forward new ideas 
and discuss ways of 
working.

Management have 
developed a high-
performance culture.

Leaders are good role 
models, provide vision and 
create a culture of 
continuous improvement 
and development.

Leaders proactively 
recognise good work and 
acknowledge achievement 
and excellent work.
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Measurement, Monitoring and Review

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How does the organisation 
measure, monitor and review the 
effectiveness of the team to 
ensure a continuous 
improvement?

The facility provides 
limited evidence as to 
how team 
performance is 
monitored or 
measured.

There is some 
evidence of how 
people management 
aspects are 
monitored.

There should be 
evidence that 
government guidance 
is being followed to 
ensure Covid-19 cases 
can be traced such as 
the site keeping a 
temporary record of 
team shift patterns for
21 days.

All team and 
volunteer contact 
numbers and 
emergency contact 
details are seen to be 
up to date.

Robust team 
monitoring systems 
are in place. This 
includes a monitoring 
process for first aid 
qualifications and 
other essential/ 
mandatory training.

Qualifications sampled 
are evidently in date.

A monitoring system 
is established for 
instructors rotating 
amongst different 
facilities. Standards 
are set using the risk 
assessments process.

Consultation been 
evidently reviewed 
before and after 
opening and
improvement made as a 
result.

The facility is using an 
effective blend of 
qualitative and 
quantitative
information to measure 
and review team 
performance.

A comprehensive monitor, 
measure and review 
process is in place, where 
possible milestones/ KPIs 
are being used.

There is ongoing 
engagement to monitor 
and understand any 
unforeseen impacts of 
changes to working 
environments.
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Impact and Outcomes

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Can the centre 
demonstrate
there is high team 
morale and great 
team 
performance?

The facility 
provides limited 
evidence of high 
team morale and 
performance.

The facility provides ad hoc 
evidence of high team morale 
and performance.

Resources are in place that 
will enable the facility to 
maintain good standards.

The team report they feel
safe when working in the
facility.

Improvements can be 
linked to a wide range of 
team feedback.

The site can articulate 
how standards have 
improved overtime.

The facility has a relentless 
continuous improvement 
process in place.

The positive impact and 
outcome of team engagement 
can be evidenced consistently 
over time using qualitative and 
quantitative data.

The facility has developed a 
reputation for its high 
standards and can 
demonstrate this through not
only high customer satisfaction 
levels but can also link this to 
footfall.

The centre has a track record 
of low sickness levels.



Quest Prime (Recovery) 4 – Customer Journey

Guidance Notes

Module Outcome

•

•

•

There is a customer focused culture in the facility with commitment throughout the organisation to continually improve
The facility understands its customer base and through consultation can measure the outcomes of the service

The facility can demonstrate strong customer loyalty as well as the ability to attract new custom using recommendations by existing patrons.
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Mystery Visit

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Are all the team 
spoken to friendly, 
helpful, and 
knowledgeable?

There is very limited 
evidence of the centre 
meeting minimal 
standards of customer 
care.

Team members lack 
knowledge about the 
facility and its activities.

It is unlikely customers 
will want to visit the 
facility again.

There is evidence of a 
customer care system being 
in place, however significant 
areas of improvement have 
been noted.

Some members portray a 
positive attitude.

The knowledge of the team 
requires them to regularly 
ask other team members for 
information.

There is a clear 
commitment by the team 
to deliver customer 
service standards.

The team are happy to be
at work and interact with
customers.

Feedback is 
acknowledged.

There is a clear 
commitment by the team 
to deliver customer 
service standards.

The team are happy to be 
at work and interact with 
customers. They are 
apologetic if there is an 
issue.

Opportunities for 
improvement have been 
identified in the 
consistency of delivery.

Feedback is 
acknowledged and action 
is taken, where 
appropriate.

Team members have an 
efficient, positive, proactive 
approach to customer care 
with a friendly atmosphere 
throughout.

There is a consistently high 
level of customer care 
throughout the visit.

Comprehensive information 
is provided at the initial 
point of contact with team 
members.

Feedback is actioned and 
resolved, and the customer 
is informed.
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Are enquiries and 
feedback made 
online positively 
dealt with?

There is limited 
opportunity to 
make an 
enquiry online 
or enquiries 
have not been 
responded to.

Enquiries have been 
responded to, however 
there was a significant delay 
in response time.

There are limited methods 
online to contact the centre 
and/ or it is difficult to find 
information about how to 
make a comment.

The response to the enquiry 
is partially answered or the 
incorrect information was 
provided affecting the visit 
experience.

Enquiries have been 
responded to with a 
reasonable 
timeframe.

There are different 
methods to contact 
the facility online 
which can be easily 
found.

The enquiry was 
responded to 
providing the 
information required.

There was a considered
response to all enquires
within a good timeframe.

There are a variety of 
methods to contact the 
centre online.

There was a comprehensive response to 
all enquires within a fast timeframe.

Where appropriate the enquiry is 
followed up by the centre with other 
information provided.

Are enquiries made 
by telephone 
positively dealt?

It is very 
difficult to 
contact the 
centre by 
telephone.

Most calls were 
not answered.

Calls were consistently not 
answered within a 
reasonable timeframe.

Calls were answered using a 
basic level of customer care.

Some information was 
provided about the initial 
enquiry.

Some calls were 
answered within a 
reasonable 
timeframe.

The information 
required was 
provided.

The call was answered 
in a professional 
manner with the 
correct information 
given.

Most calls were 
answered within a 
reasonable timeframe.

Information required was 
provided in a concise 
articulate way.

Staff were professional 
and friendly.

All calls were answered within a 
reasonable timeframe.

Any automatic response system works to 
meet the customer’s needs.

The team provides proactive relevant 
information without hesitation.

A comprehensive response was provided 
to all enquiries.

Follow up contact is made if appropriate.
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Customer 
information is
easily available and 
well-presented 
inside, and where 
applicable outside 
the facility

Limited 
information is 
provided around 
the facility causing 
issues finding areas 
or essential 
information.

Adequate directional 
signage is in place around 
the premises.

Overall statutory 
information (signage) is 
provided throughout the 
facility.

Basic customer focused 
information is provided.

Well-presented correct 
directional signage is in 
place around the premises.

Most information is 
professionally displayed, 
providing relevant 
information about key 
activities taking place at 
the centre.

The facility has made it 
clear how customers can 
provide feedback.

Well-presented correct 
directional signage is in 
place around the premises.

Information is professionally 
displayed, easy to find, and 
mostly up to date.

Customer feedback is fed 
back to stakeholders.

All information is professionally 
displayed and up to date.

There is a strong corporate brand 
imagine throughout the centre. 
Multi-media is effectively used.

A ‘less is more’ approach has 
been taken, whilst ensuring 
information can be easily 
obtained.

Are team members
well-presented and
visible?

Supervision levels 
at the facility are 
low.

It is difficult to 
distinguish who is a 
member of the 
team.

Some team members are
appropriately dressed for
their role.

Team presence during
the visit in key areas is
evident.

Most team members are 
professionally presented.

Team members are well 
positioned throughout the 
facility to help support the 
delivery of customer care.

All team members are 
professionally presented.

There is a high presence of
team members both inside
and outside the facility.

All team members are 
professionally presented.

There is a high presence of team
members and they actively try to
engage with customers.
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Was the activity 
delivered with a 
high level of 
customer care and 
competence?

This includes fitness 
classes, personal 
training/ gym 
interactions and 
lifeguarding.

Standards in place 
could include:

• Pre-activity 
questionnaires

• Equipment 
being seen to 
be cleaned 
regularly

• NGB guidance 
for the activity 
is being 
followed.

The activities 
delivered feel unsafe.

The standard of 
teaching and 
supervision is not to 
the required 
standard to ensure a 
safe environment.

There are clear 
breaches of 
government 
guidance.

Management systems 
are in place to help, 
however there is 
minimal evidence that 
government guidance is 
being followed, with
several opportunities for 
improvement.

There is a clear 
commitment by the 
team delivering 
activities to adhere to 
standards, however 
opportunities for
improvement have been 
identified in the 
consistency of delivery.

There is a clear commitment by
the team delivering activities to
adhere to all standards.

There is a consistently high 
standards of delivery before, 
during and after the activity.

The deliverer is proactive in 
explaining how the activity should 
be delivered by customers to 
adhere to guidance, whilst also 
making it fun and enjoyable.

There is an ethos which gives 
customers confidence.
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Plan

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How do you plan 
to deliver an 
excellent 
customer 
service?

There is limited 
evidence as to how 
the facility plans for 
customer service 
excellence.

The facility can 
evidence a basic 
documented 
commitment towards 
delivering customer 
service.

The facility has adjusted 
its plans to take into 
account new 
expectations of 
customers, such as 
demonstrating a 
commitment to feeling 
safe. It documents how 
it intends to monitor 
this.

The facility has set challenging 
and stretching targets for 
customer satisfaction.

Detailed research plans are in 
place.

Customer service plans are fully 
integrated into the values and 
ethos of the business.

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Are all facilities
and programmed 
activities 
accessible for 
everyone?

There are limited 
facilities in the 
centre that help 
make the centre 
accessible for 
everyone.

There may be one or 
two areas that are 
accessible.

Some facilities have 
been provided however 
there is opportunities 
for more improvement.

Good provision is in place 
to make the centre 
accessible, and this 
includes equipment to 
help people join the 
activities and be able to 
participate.

Children and babies are 
catered for, and the 
centre is family friendly.

There is evidence that the 
centre is providing facilities 
for most sections of the 
community and that the 
centre is proactive in making 
the centre fully accessible.

There is good provision of 
equipment to make the centre 
accessible and inclusive.

A range of equipment, systems and 
processes are in place to make the 
centre accessible and inclusive.
This offers access to all areas of the 
centre for wheelchair users,
people with hearing or sight 
impairment, children and babies 
and those who do not speak 
English as their first language.

The programme is inclusive, and 
staff are knowledgeable and assist 
all customers.

Customer comments show 
satisfaction with the accessibility 
and programming of the centre are 
gathered and are positive.
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Do

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How are team 
members trained 
to deliver a high 
level of customer 
service?

There is limited 
evidence of 
documented training 
in relation to 
customer care.

There is minimal 
evidence of generic 
customer care training.

A comprehensive range
of team members have
received customer care
training.

A comprehensive range of team 
members have received general 
and site-specific customer care 
training.

The team are regularly updated 
on customer related matters 
including feedback.

An ongoing training plan is in 
place. Training includes 
competency testing.

Are suitable and 
sufficient 
resources 
available to 
achieve customer 
service 
excellence?

There is limited 
evidence of 
resources being 
allocated to ensure 
customer service 
standards meet the 
minimal standards.

There are enough 
resources for the centre 
to respond to normal 
footfall.

Resources have been
allocated to help deal
with busier periods.

Technology is being used to help
ease the pressure on the front of
house. This allows customers the
ability to book and pay online.

The organisation seeks out insight 
and best practice. Best available 
technologies are being used to 
manage the customer experience.
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How do you use 
and communicate 
your findings in 
relation to 
improving the 
service for both 
customers and 
staff?

There is limited 
evidence of 
processes to 
demonstrate that 
there is a 
commitment to 
improving customer 
service.

There may be some 
ad-hoc informal 
feedback in place

Some feedback is 
gathered and reviewed 
although this may be 
limited.

There is some 
communication of 
findings to inform plans.

The team have some 
awareness of feedback 
and the actions that are 
planned to drive 
improvement.

Customer feedback is 
gathered and shared 
with staff and 
customers.

Some customer 
satisfactions surveys are 
carried however do not 
cover all areas.

Sharing the findings with 
staff and customers is 
done but not on a
regular basis.

There are still a few 
areas to be addressed.

Customer feedback is gathered
through various sources, this is
reviewed and shared with staff
and customers.

Satisfaction surveys are carried 
out and cover all areas. Generally, 
findings are shared with 
customers and staff.

Commitment to excellent 
customer service is known by staff 
and they are aware of how they 
contribute to this.

There was some evidence of the 
findings informing plans and 
actions completed.

There are limited opportunities 
for improvement.

Excellent customer service is a 
high priority with feedback 
proactively gathered, reviewed 
and acted on. The commitment 
to excellent customer service is 
heavily promoted to all.

A variety of ways to feedback are 
available and promoted. Staff are 
involved in reviewing feedback 
and understand how they 
contribute to excellent customer 
service.

Satisfaction surveys covering all 
areas are in place.

Findings from feedback and 
surveys are shared with staff, 
customers and stakeholders, 
including actions taken.

Other methods such as social 
media, mori polls or similar and 
external surveys are used. 
Findings from feedback and 
surveys inform future plans for 
customer service.
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Measurement, Monitoring and Review

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How does the 
organisation 
measure, 
monitor and 
review the 
effectiveness of 
the customer 
experience to 
ensure 
continuous 
improvement?

The facility provides 
limited evidence as to 
how customer 
experience is 
monitored or 
measured.

There is some evidence 
of how customer 
experience levels are 
monitored.

Limited sources of 
information are used to 
gain customer feedback.

Proactive and reactive 
customer experience 
monitoring systems are 
in place.

There is regular 
monitoring and review 
of customer feedback 
using different sources 
such as post use 
questionnaires and 
online feedback.

There are proactive 
measures in place to 
ascertain customer 
satisfaction levels.

The centre has evidence 
of action based on the 
National Leisure 
Recovery Fund (NLRF) 
customer experience 
survey results, 
confidence indicators.

The centre has developed good 
practice SMART methods to 
measure and review customer 
care standards.

The facility is using an effective 
blend of qualitative and 
quantitative information to 
measure and review 
performance.

Measurement includes key areas 
including those on delivery, 
timeliness, information, access, 
and the quality of customer 
service.

Benchmarking takes place to 
ensure good practice is used to 
improve customer experience.

A comprehensive monitor, 
measure and review process is in 
place and relevant milestones/ 
KPIs are being used.

Best practice is used to measure 
and review customer experience.

Milestones/ KPIs are used to track 
progress towards a longer-term 
outcome.

There is evidence that customer 
comments are followed up to 
check the issues have been 

addressed.
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Impact and Outcomes

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Can the centre 
demonstrate 
that high 
customer care 
standards are in 
place and the 
positive impact 
this is having on 
business aims 
and objectives?

The facility provides 
limited evidence as 
to how customer 
experience is 
improving or the 
positive impact the 
customer care is 
having.

The facility is able to 
provide ad hoc evidence 
of positive customer care 
feedback.

The facility is able to 
evidence improvements 
that have been made to 
the customer 
experience.

The site can articulate 
the origins of the 
improvements.

Improvements made to the 
customer experience can be 
linked to the analysis of 
customer experience and a wide 
range of stakeholder feedback.

The site can articulate how 
standards have improved 
overtime using reliable and 
accurate methods.

The presence of under promise, 
over deliver is evident.

The facility has a relentless 
continuous improvement process 
in place.

The positive impact and outcome 
of high levels of customer care can 
be evidenced consistently over 
time using qualitative and 
quantitative data.

Impact is demonstrated using best 
practice methods and 
benchmarking. High customer 
satisfaction levels can be linked to 
increased business success such as 
referrals increases and repeat 
visits.



Quest Prime (Recovery) 5 – Programming

Guidance Notes

Module Outcome

•

•

The centre has a programme that caters for the whole community
The centre has a programme that makes a clear contribution to meeting wider social objectives during Covid-19 recovery, making best use of limited /
restricted space to cater for non-sporting / sporting activities

Programmes are in place that target key audiences where participation rates have been low

Programmes attract and re-engage the community.

•

•

Page 1 of 5

Plan

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How do you plan 
to deliver a 
programme that 
meets community 
and financial 
needs of the 
centre?

There is limited 
evidence as to how 
the centre plans for 
programming 
improvements.

Changes to the 
programme are 
predominantly 
reactive.

Basic plans are in place 
to improve the 
programming.

Formal plans are in place that
have a focus on improving the
programming of a broad range
of facilities on site

National governing bodies 
player pathways are used to 
design programmes where 
relevant.

There is a plan for the phased 
reintroduction of activities in 
the centre in line with the 
governments phase return.

Formal plans are in place that 
have a focus on a 
comprehensive range of 
facilities on site.

Plans make use of some of 
the latest local and national 
insight and research and/ or 
uses primary research to 
identify priority groups and 
latent demand.

The plans have been co-
produced with local 
stakeholders.

The plan makes extensive use of 
both primary and secondary 
research to inform its priorities 
across all its activity areas and 
programmes. Where an 
opportunity exists, the centre 
has taken advantage of it.

There is evidence of SMART
objectives within plans.
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Do

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How is the 
programme 
delivered to meet 
the needs of the 
community?

Equalities Act (2010) 
or the Disability 
Discrimination Act 
(DDA) in Northern 
Ireland has not been 
considered when 
developing the 
programme. There is 
a possibility the 
design of the 
programme might be 
discriminating.

Activities being 
delivered are in 
breach of 
government or NGB 
guidance.

The centre offers a basic 
programme to the 
community and there are 
many opportunities for 
improvement.

The programme offers the 
minimum requirement of 
stakeholders.

The programme has been 
designed to allow time 
between activities/ 
classes.

The programme has 
staggered arrival and 
departure times to reduce 
crowding. Those with 
protected characteristics 
taking account of, when 
doing this.

There is ad hoc evidence 
of external clubs being 
managed under 
government guidance.

There appears to be a 
balanced programme, for 
example between 
membership/ pay as you play 
operation; courses/ classes 
and club hire and directly 
organised sessions/
initiatives for target 
audiences or groups such as 
children and young people 
and the inactive.

The centre can demonstrate 
it is managing external 
bookings taking account of 
current government 
guidance. The requirement 
for the clubs to adhere is 
included in the booking 
terms and conditions.

The programme is clearly 
designed to drive up 
participation of target groups 
such as women/ girls, older 
people, people with 
disabilities and those from 
low income areas.

Hard to reach groups do not 
appear to be disadvantaged 
as a result of programming 
changes.

The centre proactively asks 
for information from clubs as 
to how they are meeting the 
NGB standards. For example, 
the centre receives a copy of 
their risk assessment.

The programme is diverse with 
examples of good practice 
throughout the centre and with 
elements of best practice.

The programme has been 
designed to encourage those 
with protected characteristics/ 
high risk groups to attend.

The centre pr ogramme has 
evolved with new best practice 
opportunities implemented as a 
result of Covid-19.

The centre can evidence how 
external hirers are meeting their 
governing body standards. For 
example, the centre can 
demonstrate excellent 
knowledge of the standards and 
can evidence spot checks.
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Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Are suitable and 
sufficient 
resources 
available to 
achieve customer 
service 
excellence?

The lack of resources 
is having a negative 
impact on 
programming, 
resulting in a limited 
programme and 
regularly cancelled 
activities.

Staff delivering 
activities are not 
qualified.

There are sufficient 
qualified staff resources 
allocated to deliver the 
current programme. 
Team resources have 
been assigned.

Checks and inspections 
take place to ensure 
equipment is in working 
order.

Vacant spaces and latent 
demand currently exists; 
however limited 
resources prevents 
improvements being 
made.

Clubs and the voluntary 
sector who previously 
used the centre, have 
returned to using the 
centre.

Contingency plans are in 
place for annual leave 
and sickness for those 
involved in the 
programming. These do 
not breach Covid-19 
guidelines.

There are sufficient 
budget resources 
allocated to ensure the 
programme is delivered 
effectively

There are positive 
relationship with clubs 
and the voluntary 
sector. They are 
promoted within the 
centre.

Space and facilities are 
designed and managed 
to be flexible to enable 
the delivery of different 
activities at different 
times to help meet 
demand and need.

The workforce development and 
training plan aligns with the 
programme. CPD is evidenced as 
taking place.

Forward planning takes place to 
ensure equipment continues to be 
a high quality.

The centre is proactively working 
with partners and clubs/ NGBs and 
local commissioners to explore 
potential funding opportunities to 
help deliver an enhanced 
programme.

The centre proactively supports and 
promotes and encourages more 
quality accredited clubs.

Succession planning is in place 
to ensure adequate team 
resources for the future. The 
centre uses initiatives such as 
apprenticeship schemes and the 
voluntary sector to support its 
own activities

Resources are available to 
ensure the best quality 
equipment is available and the 
programme can be expanded.

Where there is a need or an 
opportunity to work with 
partners the resources available 
have enabled improvements to 
the programme that are 
sustainable for those hiring and 
for in-house activities.
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Measurement, Monitoring and Review

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How does the 
organisation 
measure, 
monitor and 
review the 
effectiveness of 
the programme?

The centre 
provides limited 
evidence as to 
how the 
programme is 
monitored/ 
measured or 
reviewed.

There is some 
evidence that the 
programme is 
monitored.

There is evidence of timely 
planned formal reviews.

The centre has developed
good practice SMART methods 
to measure and review 
programmes and initiatives. 
The team are using a range of 
KPIs to measure performance.

A capacity management 
system is in place which helps 
monitor percentage usage of 
key activity areas. The centre is 
tracking use over time.

The centre has evidence of 
action based on the National 
Leisure Recovery Fund (NLRF) 
finance indicators.

Programme changes are measured by 
tracking resources (cost of the venue, 
equipment, staff) against additional 
income generated.

The centre is using an effective blend 
of qualitative and quantitative 
information to measure and review 
performance.

Measurement includes key areas 
including those on delivery, timeliness, 
information, access, and the quality of 
the programme.

Benchmarking takes place to ensure
good practice is used to improve the
programme.

Reviews of the capacity management 
system influences pricing and 
promotion policies to help fill gaps in 
the programme.

A comprehensive monitor, 
measure and review process is 
in place.

Where possible milestones/ KPIs 
are used to track progress, 
towards a longer-term outcome.

Best practice is used to 
proactively measure and review 
the programme. For example, 
Moving Communities insight/ 
APSE or similar.

There is clear evidence of how 
reviews are influencing the 
programme.
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Impact and Outcomes

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

Can the centre 
demonstrate the 
impact programming 
is having on the 
facilities objectives 
and community 
outcomes?

The centre 
provides limited 
evidence as to
how programming 
is improving or

the positive
impact it is having 
on the wider 
community.

The centre is able to
provide ad hoc 
evidence of positive 
customer care 
feedback.

Some impact 
statements exist 
and are validated.

The centre is able to 
evidence improvements 
that have been made to 
the programme.

The site can articulate 
the origins of the 
improvements.

Overall, the centre is 
well used and has a 
balanced programme, 
particularly during peak 
hours. The management 
are aware where there 
are gaps that can be 
exploited.

The centre can evidence 
the success of individual 
programme reviews, such 
as courses, classes and 
casual pay as you go 
(particularly in casual 
swimming).

Case studies are used to 
demonstrate the success 
of programme 
improvements.

Participation and usage are
more reflective and 
representative of the local 
catchment area as a direct 
result of programming 
changes and initiatives.

The centre can evidence how programming 
improvements has positively impacted on 
footfall and/ or income and achieving
higher level objectives and outcomes.

The management are able to show how 
programme improvements have a direct
link or contribution to the wider community 
outcomes around health and well-being. 
This could be demonstrated by using 
recognised tools (for example, VIEWS/ 
MOVES/ UPSHOTS/ SROI or Social Value 
Calculator).

The positive impact of programming can be 
evidenced consistently over time using 
qualitative and quantitative data.

Success has enabled activities to be scaled 
up either at the centre or with best practice 
used elsewhere.



Quest Prime (Recovery) 6 – Community Engagement

Guidance Notes

Module Outcome

•

•

The team has the knowledge, understanding and skills to effectively engage communities
There is a clear plan in place to progress engagement processes which will deliver improved relationships to targeted communities and reach out to 
underrepresented groups and those who are inactive
Community engagement is used to develop the marketplace and is linked to positive use of insight, effective data collection and the co-production of 
services and products which attract and retain new audiences

There is evidence of a recovery of participation in sport and physical activity and of other social benefits in communities that have been engaged

•

•
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Plan

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

What plans are in 
place to
effectively engage 
communities?

No plan exists to 
proactively 
engage targeted 
communities. 
Actions are 
predominantly 
reactive.

There are plans in 
place to engage the 
community, but it has 
limited ownership 
within the facility.

There is an 
understanding of the 
current issues of 
engagement and the 
barriers to visiting the 
facility.

The planned approach 
to community 
engagement broadly 
meets the Equality Act 
(2010).

A community engagement 
plan is in place and 
describes actions, 
community engagement 
processes and outputs and 
outcomes being sought.

The plan is SMART and has 
considered secondary 
research conducted to help 
inform actions.

Consultation has taken 
place with local 
communities, such as clubs 
to identify their needs in 
the return to the new 
norm. This has influenced 
the plan.

A phased process to reopen 
facilities and activities is 
evident in the plan.

The plan has very clear aims, 
objectives and outcomes. It 
includes facility specific actions.

Plans make use of the latest local
and national insight and research
relating to Covid-19 recovery.

Priority groups and targeted 
communities and key stakeholders 
have been consulted to inform the 
plan.

There is real understanding of local 
communities, their geography, 
needs and priorities.

A phased process to reopen 
facilities and activities is evident in 
the plan. There is a clear 
consideration of balancing financial 
and social objectives.

The plan has been developed with 
the input of local stakeholders. 
They are involved in the decision-
making process.

The facility engagement plan 
appears to be a part of the wider 
strategic response to the Covid-19 
recovery.

The plan involves use of local 
primary research and the latest 
local and national insight. Barriers 
for each target group are identified 
with best practice being used to 
ensure the most appropriate 
method of engagement.

A phased process to reopen 
facilities and activities is evident in 
the plan. There is evidence of 
under-promise and over-deliver.
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from hard to reach groups to be

Page 2 of 4

Do

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How do you 
communicate to 
ensure effective 
community 
engagement?

There are limited 
resources and skills 
to deliver effective 
communication.
Communication does 
not appear to be 
tailored for different 
targeted groups.

The facility would 
benefit from a more 
professional 
approach to 
communication.

There is some 
investment in skills and 
modest implementation 
of communications 
which reaches most of 
the community.

On the whole 
communication is 
jargon free and in plain 
English.

Investment is apparent in skills 
to implement a range of 
inclusive marketing and 
communication approaches.

Communication takes place in 
formats that work for the 
targeted community. The team 
have sound knowledge and 
understanding of techniques
to engage local communities 
and targeted population
groups and good experience of 
doing so.

Communication focuses on 
increasing community 
confidence to encourage a 
return to the facility.

Partnerships are in place to 
aid the communication 
process.

The team/ organisation have 
specialist knowledge and 
understanding of techniques 
to engage local communities 
and extensive experience of 
doing so. There is clear 
evidence of how 
communication is accessible 
and tailored to the targeted 
community.

The centre is using its 
communities that have 
returned to encourage more 
people to return.

There is strong evidence of co-
production of marketing and 
communication approaches.

Engaging communities is a major 
part of the core service and 
embedded into the ‘ways of 
working’.

Tool kits or a well-defined 
structured approach is being 
used to help the facility engage 
the community.

The facility is using customers 

advocates for the facility.
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Measurement, Monitoring and Review

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

How do you, 
measure and 
review the 
strength and 
effectiveness of 
your 
engagement 
with 
communities?

There are no 
identified 
measurement 
and review 
processes in 
place or 
evidenced.

Some measurement 
takes place, but it is
not used systematically 
or as a means on
which to build 
decisions / 
improvements.

Reviews happen but 
they are not
systematic / planned in 
advance.

Key Performance Indicators 
(KPIs) have been identified 
and targets set to measure 
the success and failure of 
community engagement 
activities.

A planned and agreed review 
process is in place with 
responsibilities for ownership 
and implementation defined.

The engagement plan is 
reviewed regularly (at least 
annually).

Measurements are used to shape 
decisions and actions taken to 
change what is done.

Detailed data is available to 
understand who is and is not 
returning to the facility. This 
includes a detailed breakdown of 
demographics and the ability to 
compare data over time.

Ongoing stakeholder consultation 
and review of KPIs allow an
effective review of the engagement 
plans.

Quality and quantitative data is 
reviewed.

Measurement and review 
process tools include output and 
outcome.

Best practice is used to 
proactively measure and review 
such as the wider social value of 
community engagement work.
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Impact and Outcomes

Challenge: Unsatisfactory Satisfactory Good Very Good Excellent

What difference have 
you made by engaging 
communities?

The facility provides 
limited evidence of 
the impact of 
community 
engagement.

The facility is able 
to provide ad hoc 
evidence of the 
impact of 
community 
engagement.

Some impact 
statements exist 
and they are 
validated.

Action is taken as a 
result of consultation 
and engagement
with the community
including community
groups.

Data and information 
suggest overall levels 
of participation are 
increasing and 
differences have
been recognised and 
validated.

The facility can evidence
the success of individual
community engagement
initiatives.

Case studies are used to 
demonstrate the success. 
There has been an 
improvement in partner, 
stakeholder and customer 
feedback/satisfaction.

Reliable and valid data/ 
information sources are 
used to demonstrate 
impact in targeted 
communities and priority 
population groups.

The facility can evidence how community 
engagement has positively impacted on 
footfall and/ or profitability and achieving 
higher level objectives and outcomes. 
Outcomes could be demonstrated by using 
recognised tools (for example VIEWS/ 
MOVES/ UPSHOTS/ SROI).

Participation and usage are becoming more 
reflective and representative of the local 
catchment area and attracting hard to

reach groups. This is demonstrating

relationships and trust is built over time.

The organisation has a track record for 
building strong relationships with key 
players in local communities and priority 
population groups and offering a bespoke 
package based on needs.



Ops 4  - Compliance Declaration

As before, no changes.

For all modules and detailed content visit 
www.questnbs.org

http://www.questnbs.org/


How will the MV be conducted

As a customer would partake…

• Calls and Online Enquiries
• Website
• Activity



How will the Assessment be conducted

• Assessor will let you know if isolating or has Covid-19. 
We will re-arrange or get cover

• Plan
• Look at paperwork
• Chat to staff and customers
• Tour the building
• Give you feedback
• No score provided



Welcome back to Quest

Any Questions????

For more information:
info@questnbs.org
01582 840078
www.questnbs.org

mailto:info@questnbs.org
http://www.questnbs.org/

