
Quarter: 4 Year: 2020
Result: Comment:

Facility Customer Usage

1 Leisure Centre Usage Figures 649266

2 Membership Visits 238212

3 Pay As You Go Visits 88823

Health and Wellbeing

4
12 Week Adherence to the Exercise Referral 
Programme (%)

-

5 24 week completion of the Exercise Referral Service (%) -

6
Exercise referral service completers classified as active 
at 24 weeks (%)

-

7
Exercise referral service completers who report positive 
change in physical health at 24 weeks (%)

-

8
Exercise referral service completers who report positive 
changes in psychological wellbeing at 24 weeks (%)

-

Operational efficiency and effectiveness

9 Number of new memberships 2120

10 Fitness membership growth (%) -

11 Number of ‘learn to swim’ participants 4651 There has been an increase of 0.76% compared with Quarter 3. Currently all Learn to Swim memberships are frozen to reflect the current climate.

12 Swimming Development Occupancy (%) 80.41%
Total Number of available spaces has increased by 112 / 1.97%. from Quarter 3.  A drop in participants and an increase in class spaces at Ashington 
and Riverside has reduced the occupancy percentage.

13 Level of Customer Satisfaction (reported annually) -
The Customer Satisfaction survey has been sent out to the Active Northumberland customers. We have yet to receive the summary report as a result of 
the third party, Leisure-net, having to furlough their workforce due to COVID-19. Once Leisure-net have resumed to normal working business we expect 
to receive the results of the survey, and in turn provide an update.

14 Fitness membership retention (%) (reported annually) 43.36%

The retention figure for 2019/2020 for the organisation as a whole is 43.36%. Although this shows an increase compared to the 2018/2019 figure of 
33.36%, the 2019/2020 result does not include any cancellations between 24th March - 31st March. Although we have provided the option for members 
to freeze their memberships during the COVID-19, customers will have provided cancellation forms. When Active Northumberland returns we will be 
able to provide an accurate retention figure.

Quarter 4 is traditionally Active Northumberland's healthiest quarter in terms of uptake, reflecting the sociological factors of the New Year and 
consumers wanting to improve their health and wellbeing. The data provided is of January, February and part of March, which shows a direction of 
strong ongoing growth in comparison to Quarter 3. However at the start of January 2020, the first signs of the COVID-19 pandemic arises, and by 
February the virus begins to affect european countries. Following government guidance we were forced to close all Active Northumberland sites to the 
public on 20th March, and continued to close our locations to our workforce as of Tuesday 24th March.
Usage data provided by Northburn Sports & Community Centre and The Pegasus Riding Centre is currently unavailable as data is supplied at the end 
of the quarter and not collated via a CRM system. When the workforce at these sites have returned we will provide their site usage.

Data for the Exercise/ GP Referral scheme cannot yet be completed for Quarter 4, nor can we make a comparison at this current time. The programme 
used to supply the data cannot be accessed by the workforce who are currently operating the business during this hibernation period, and those who 
may be able to input the data are currently furloughed. Data will be therefore be provided in the near future. All memberships relating to the scheme 
have been suspended until Active Northumberland return.  

With COVID-19, Active saw potentially 1800 membership cancellations between February and March 31st. In february customers were given the option 
to freeze their membership rather than cancel, and by Friday 20th March memberships were suspended across the estate. Therefore the cancellation 
total has the potential to vary until we know the actual figures when the Active Northumberland are able to return. Payments already collected up to 20th 
March will be refunded to customers and we have provided this instruction to DFC, however they have also furloughed their staff which has resulted in 
extreme delays to the process. When the Active Northumberland workforce returns, we will be able to actual new membership and growth figures.
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