
16 July 2019 at 7.00 pm

The Arts Room, Sevenoaks Leisure Centre, Sevenoaks 
TN13 1LW

Scrutiny Committee 

Supplementary Agenda

Pages Contact

5.  Sevenoaks Community Leisure (Pages 1 - 48)
Jane Parish, Chief Executive of Sencio Sevenoaks 
Community Leisure to give a presentation. 

If you wish to obtain further factual information on any of the agenda items listed 
above, please contact the named officer prior to the day of the meeting.

Should you need this agenda or any of the reports in a different format, or 
have any other queries concerning this agenda or the meeting please contact 
Democratic Services on 01732 227000 or democratic.services@sevenoaks.gov.uk.
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PRESENTATION TO SEVENOAKS 

DISTRICT COUNCIL 

SCRUTINY COMMITTEE 

16th JULY 2019

SEVENOAKS LEISURE CENTRE 
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WELCOME

• Jane Parish - CEO 

• Davina Miller - Marketing Manager 

• Paul Jobling - Business and Sales Manager 
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Strategic objectives

• To develop a 3-5 year strategy for sustainable 
growth and reinvestment

• To work in partnership with local  
organisations in order to maximise local 
resources and promote physical activity 
opportunities for the benefit of the local 
community

• Putting the staff at the heart of the 
organisation 
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Staff development   

• Work with ICON - staff training programme 

business & administration , leadership, customer 
service , fitness, sport coaching , CIPD (HR )

• Apprenticeship scheme launched 2018 –Wellness /LAs  
- 4 staff completed , 2 in progress 

• 2x Staff - Exercise referral  qualification –funded by  
SDC  

• Developed and delivered specific customer care 
training   
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Financial objectives 

40% income turnover generated from 

memberships  

Business Aim: Customers onto monthly 

DD and to retain them longer    
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How are we going to 

achieve this? 
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MARKETING
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• Supports the strategic business plan and corporate 

objectives. 

• Detailed campaign planning takes place throughout 

each year in liaison with the CEO, Sales & Business 

Development Manager, and centre managers.

• 2019 strategy prioritises the high-yield income 

streams of Wellness (including Feel Good), 

Swimming (including lessons) and Golf.

• Predominantly digital approach.

• Decisions are data-driven - shaped by research 

insights from sources such as UK Active’s Active 

Leisure Trends report, internal data from our leisure 

management software, Scuba, and analytics from 

digital platforms such as Google and Facebook. 

Marketing strategy
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Our vision

• To provide friendly and inclusive leisure facilities that are 

used regularly by our local communities, by encouraging 

membership and raising awareness of all our activities.

Our objectives

• Raise brand awareness

• Grow direct debit income

• Increase long-term memberships

• Increase member retention/loyalty

• Reach all demographics
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Marketing 
activity

Advertising 

– print & 
online

Social media

Website

Customer 
engagement

Outreach

Branding 

PR & Comms

Promotions & 
campaigns

Events

Email-
marketing
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Social media
Social media marketing has proven vastly effective for us, as it allows us to engage with our 

audience and integrate with the local communities for each site. 

We use a combination of organic (free) and paid for promotions on Facebook, Twitter, Instagram, 

Google Business and LinkedIn. Our followers are engaged, and interact with the posts we make. We 

have established a strong brand voice: colloquial, relatable, motivating and enthusiastic.

Facebook

Sencio Community Leisure

Followers= 2,168

Edenbridge Leisure Centre

Followers= 497

Sevenoaks Leisure Centre

Followers= 654

White Oak Leisure Centre

Followers= 762

Lullingstone Park Golf Corse

Followers= 814

Twitter

Sencio Community Leisure

Followers= 1,016 

Lullingstone Park Golf Course

Followers=  313

Instagram

Sencio Community Leisure

Followers= 365 Stats as of 12 July 2019
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Facebook and 

Instagram adverts
Advertising on the platforms where our followers spend their 

free time has proven extremely beneficial for us. 

We consistently achieve low CPC, high CTR and reach our 

objectives within budget. 

Facebook and 
Instagram posts
Posting to our pages and responding to comments and 

messages increases member retention as it enforces the 

community aspect of Sencio.

Members feel engaged and listened to as we foster an 

environment for two-way conversation.
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Website
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Website

New website launched May 2019.

Fantastic feedback from both customers and 
staff.

• Page views have risen by 22.13% (72,883 vs 
59,678) since launching the site

• Bounce rate has reduced by 23.91% (33.19% 
vs 43.62%)

Users are now spending more time on our 
website, browsing, finding the information they 
need, signing up to our newsletters and 
submitting enquiries.

Online joining – coming soon
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Outreach events

We are involved 
within our local 
communities and take 
part in external 
events such as Live on 
the Vine, where we 
ran a competition and 
gave out free passes. 

People could also try 
one of our gym 
machines.
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Campaigns

Campaigns run all year round to grow our membership 
base. 

Seasonal campaigns can include:

• Winter ShapeUp
Nov – Jan

• Golf promotion
Jan – March

• Summer ShapeUp
Jun – Aug

• Swimming promotion
Jan – March
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Email marketing
Our monthly newsletters are one of our most valuable resources.

We send centre updates, offers, feel good stories and motivation to our 

subscriber’s inboxes every month.

Our average open rate between 1 Jan – 31 May 
2019 is 51.4%

Our average click-through rate is 6.9%

Demonstrating how our readers are engaged and 
find value in the content we send.

Average email benchmarks for all industries

•Average open rate: 17.92%

•Average click-through rate: 2.69%

•Average unsubscribe rate: 0.17%

•Average click-to-open rate: 14.10%

•Average bounce rate: 1.06%
Campaign monitor 2018
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How do we achieve these 
results with our email 

campaigns?

• Enticing subject lines

• Exclusive content

• Personalised greetings

• Suitable for mobile and desktop readers

• Sectioned content

• Eye-catching graphics

• Relevant message
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Print advertising

• Town/Parish council magazines

• INDEX magazine

• Kudos magazine

• The Edenbridge Directory

• Edenbridge Chronicle

• County Border News

• Sevenoaks Chronicle

• News Shopper

• InShape

• Primary Times

• Family Matters

• Golf South
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• Swim lessons memberships launched Nov. 2017                     
- payment option for parents   

• Increase in Golf DD membership 

• Key investments:

extension of fitness gym at SLC Feb 2018

new gym equipment at ELC June 2019

• New equipment LPGC – April/May 2019 

• New gym equipment WOLC – June 2019 and March 2020  

• Online joining - Aug 2019

How are we doing ? 
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Edenbridge
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SLC gym extension 

• Gym opened Feb 2018 

• New second studio opened June 2018 

• Jan 2018 Buckhurst car park closed –
significant  impact on centre users 

• Membership has grown by 20%

• Online booking available for members
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DD INCOME BREAKDOWN 
Type 2019 ( budget ) 2018 2017 2016

Swim £416k £331.6k £170.5K £161k  

Wellness £1.563m £1.485m £1.235m £1.141m 

Feel Good 
£50.7k £38.9k £33.9k £12K 

Golf £102K £85.7k £65k £45k 

Total 
£2.133m £1.941m £1.5m £1.3m

Total of all 

membership 

income 

£2.410m £2.18m £1.91m £1.74m

% of  membership 

income to turnover
47% 45.93% 40.2% 37.71%
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Membership nos

2015 2016 2017 2018 2019

AIO 
3615 3600 3751 4624 4809

Swim 
640 642 651 683 638

Golf 
147 158 188 223 239

Feel good 
164 167 199 205

Swim lessons 
314 621 608

4402 4564 5071 6307 6499

P
age 28

A
genda Item

 5



Member retention

• Programme offered is updated regularly and in line with 
current trends 

eg Les Mills fitness class franchise
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Member retention

• Swimming lessons transition from STA to Swim 

England - June 2019.

• Introduction of continual  assessment - Jan 2020P
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Meeting demand and responding to feedback eg: 

• Mermaid swimming  sessions 

• Roller skating discos – ELC  

Member retention
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• Staff training and development

• Keeping in touch – Monthly newsletters

• Drive to keep improving our standards

• Communicating with our users

• Promoting and focusing on joint memberships

• World class inductions and programmes in our gym

• Partnerships with local businesses 

Member retention
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Member attrition 

• Membership retention can be formally         

measured and compared

Industry benchmark: 4%  
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Lapsed members – renewed members

Active members at start of the month  
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SENCIO FEELGOOD 

END USER IMPACT REPORT

MARCH 2019 

Conducted by Shapemaster
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• 66 participants  
15 males       
51 females 

• Average age 65

• 41% visited     
3 times per 
week (39% 
more than 3 
times) 

Feel Good members
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• 76% of participants indicated that they had a medical 
condition (53% indicated they had two or more medical 
conditions)

• Over 78% say that since using the centre they generally feel 
better

• 44% of users indicated that having a medical condition was 
their primary reason for visiting the centre

• Over 22% felt that their mobility had improved

• Over 36% say they can now move better

• Just over 18% indicated that their social life had improved

• 77% agreed that they felt fitter and stronger

• Just over 18% indicated that they could move parts of their 
body that they couldn’t move before

• 64% agreed the centre offers good value for money
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“I suffer from C.O.P.D and have found that 

my breathing has much improved since 

using the equipment. Other people have 

also noticed that I am breathing easier”.

Male user aged 75

White Oak Leisure Centre
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Embracing our communities
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Charity events 

• 2018   West Kent Mind

Golf charity Day  

Primetimers - SLC sponsored walk    

Sponsored fitness class day  -WOLC

Quiz night  customers and staff 

raised £2.4 K 

• 2019 Cystic Fibrosis   
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What do our customers think ? 
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• My children came to a week intensive course last 

week with Mark and wow what an improvement in 

their swimming. He really is a superb teacher, so 

much patience and structure, my children were 

looking forward to their lesson every day. I will 

definitely be booking another one. 

Jane Slater, SLC

• Thank you so much for today. The session that you 

ran for the sixth form students was perfect! So 

relevant, really engaging and they have all walked 

away with an experience that allows them to 

practically apply their skills in a professional context. 

Honestly, I have run a few of these trips to different 

local gyms and you guys today were the best by a 

country mile! 

Nic, Trinity School, Sevenoaks

• I can’t fault the swimming party we had at 

Edenbridge Leisure Centre for my daughter. The staff 

were amazingly professional, friendly and most of 

all – helpful. They made the party go swimmingly, 

going above and beyond to reduce the stress that 

can be had hosting 20 five and six year olds!

Sarah Y, ELC

• Great course. Well kept. Lovely greens. Staff friendly 

and they do a great breakfast. Will be going again. 

Malcolm Head, LPGC

• Hi, I just wanted to say thank you for providing a 

really good summer programme this year. We didn't 

go away this summer and therefore my children 

took part in a number of different activities that you 

provided from swimming lessons, regular swimming 

to different craft activities. They loved them all! 

Thank you to the staff who were always helpful and 

polite.

Elizabeth Holdak and family, SLC

• We had a Christmas party in Treasure Island today 

and I just wanted to say thank you to all the staff. It 

was really well organised and all the children’s food 

and the sandwich platters for the adults were lovely. 

All the parents were really impressed and the 

children had a great time. The staff were all so 

friendly too. I will definitely book a party again! 

Jill, WOLC

• I would just like to say how impressed I am with the 

care and activities that my daughter gets in the 

creche in Edenbridge over the last month. Claire is 

fantastic. She not only offers a variety of activities 

for the children but reads stories to them and 

educates them. Thank you

Hannah, ELC
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Changing people’s lives
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