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• £85m+ Managed turnover
• £350m forward order book
• 85 venues for 26 public sector clients
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• 19 new / refurbished projects through PFI/PPP/DBOM
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Introduction

- Annual Service Report (1st April 2016- 31st March 2017, Year 10)  

- Provides detailed information for 

-Breckland Leisure Centre & Waterworld 

-Dereham Leisure Centre

- Presented at the Strategic Board Meeting (June 2017).

- One of the outcomes of this meeting was a request to provide a similar report to full Council 

committee.

- Full service period commenced:

-Breckland Leisure Centre & Waterworld 19th February 2007

-Dereham Leisure Centre 20th April 2007



Vision

“To be the leading management operator in the UK, recognised as the best company in 

its field in the provision of quality community based leisure and cultural services”

Ethos

Quality, Care and Excellence across all aspects of service delivery to include an open 

and honest partnership with clients



Operational Standards



Executive Summary
• This report predominantly covers the Annual Services Period from 1st April 2016 to 31st March 2017 

(Year 10).

• The centres continue to  operate to a number of key objectives to contribute to the continued 

development within the Breckland Contract.  

• In addition to the key contractual objectives, Parkwood Community Leisure is aware and 

committed to achieving its corporate and social responsibilities in Breckland’s leisure centres and 

within the local community through key strategies, such as:

Parkwood Community Leisure Key Strategies

1. Look to increase participation within the leisure centres.

2. Ensure pricing remains competitive and affordable for all.

3. Increase community engagement to improve awareness of the services that 

the leisure 

centre can provide.

4. Increase usage during the ‘off peak’ period.

5. Increase customer satisfaction throughout the contract.



Executive Summary

1st April 2016 to 31st March 2017

Total combined usage totalled 734,679

Increase compared to previous year of 21,365 (3%) 

Main contributor was swimming lessons +11,357 (14%)

Facility development

Dereham Leisure Centre
• Extension of gym area (via removal of male changing area) enabling relocation of free weights 

area and introduction of a Functional Training area which has been well received by users.
•
Breckland Leisure Centre & Waterworld
� Additional CHP unit installed which has contributed towards further improvements regarding 

energy use.



Activity Programme
• All junior in-house courses (Trampolining, Gymnastics, Badminton) at Dereham full throughout

2016-17.

• In partnership with Active Norfolk:

-Fun & Fit Courses delivered over 3 periods throughout 2016-17 at Thetford and Dereham. Designed

for inactive people provide opportunity to introduce the facilities and programme to new or returning

customers. Courses included Badminton, Swimming and Yoga.

• -‘This Girl Can’ 6 week beginners running group commenced in February 2017 at Thetford. 20 plus

ladies attended each week with the end goal being the Thetford 5km Park Run.

• Camp Adventure Holiday Programme continues to grow, during 2016-17:

• 505 Attendances recorded at Thetford, up 39 attendances compared to the previous year.

• 794 Attendances recorded at Dereham, up 174 attendances compared to the previous year.

• Balanceability courses introduced to the programme at Thetford and Jungle Tots revamped to

provide enhanced focus on increasing daytime activity participation.



Activity Programme

• Essentials Beginner Adult Badminton Courses (3 x 6 Week) run over the contract to continue to feed

participants into pre-existing Adult social badminton sessions at both sites. An additional Over 60’s

session has been introduced at Dereham to deal with demand.

• Pickleball Weekly ‘pay & play’ session introduced at Dereham on a Wednesday afternoon, to enhance

both the daytime activity programme and the diversity of activities on offer. Total of 446 attendances

over 9 months from July 2016 (Average of 12 participants per session).

• Sway Dance, Street Dance sessions continue to run at Dereham for 7-10 year olds and 11-15 year

olds. Course. Annual Christmas show for course participants showcased what they have learnt to

friends and family.

• Walking Netball in partnership with England Netball, sessions commenced weekly at Dereham from

September 2016, with a weekly average attendance of 15 participants.

• Water safety talks delivered to local school children during swimming lessons as part of the summer

campaign.



Pricing 2016-17
• Reviewed annually for all services, ensuring provision is made for “affordable” charges.

• A price comparison is undertaken throughout the period to ensure 

–that the centres pricing policy is in line with other leisure providers

– the price is not preventing sections of the community from participating in activities. 

• Some prices were increased above inflation in conjunction with Breckland Council’s agreement

– to ensure all activities and services remain competitive and reasonable

– to assist in the overall affordability issues at the contractual benchmark stage. 

• To continue to attract disadvantaged groups; promotions and concessionary pricing is offered at 

both leisure centres. 

–Examples of continued initiatives have been: ‘Fun and Fit’ sessions, Summer Swim Passport, 

Festive Free Swimming and GP Referral scheme. 

– Grandparent Free Swimming project as well as the Carers Membership Project were 2 new 

initiatives introduced in 2016/17

• Swim 23 membership remains good value for money for everyday unlimited swimming 

opportunities for all customers (as at 31/3/17 423 memberships, up by 62 (17%) on 31/3/16). 



Health and Safety Management

• Health & Safety remains Parkwood Community Leisure’s number one priority. 

– ‘Annual Health and Safety Work Plan’ to ensure that all statutory inspections, industry best 

practice and guidance are followed. 

–qualified health & safety competent persons who continually monitor all systems and 

procedures on a 6 monthly and annual basis. 

–high level of health & safety management is prevalent within the leisure centres to avoid 

accidents or injuries. 

• Regular internal and external monitoring is also undertaken to ensure independent compliance

– Breckland Leisure Centre & Waterworld had an independent health and safety audits 

during this reporting period by Walker Cotter (December 2016) and achieved a score of 

96%.

• All incidents, accidents and RIDDOR’s are monitored on a monthly basis to ensure there are no 

trends or concerns. 

• Re. 2016/17 the indices are below the company

benchmark of 1.8% accidents per 100,000 users. 



Customer Satisfaction

In order to ensure that the centres continue to meet the expectations of the customers,

− Parkwood Community Leisure monitors all comments received on an ongoing basis as well as 

completing annual Customer Comment Satisfaction Surveys. 

− Customer care and the service we deliver remain key elements to ensuring continued 

participation and renewal of memberships. 

Dereham Leisure Centre

− Overall satisfaction levels  remains high with 94% reporting  very satisfied or fairly satisfied.

Breckland Leisure Centre & Waterworld

− Overall satisfaction levels show further improvement compared to previous years with 93% 

reporting very satisfied / fairly satisfied.



Annual Performance- Participation 
• Parkwood Community Leisure key objective is to try and increase the throughput and new 

users of the Breckland Leisure Centres. 

• Year on year increases in usage levels have continued. In the period between April 2016 and 

March 2017 the combined centre participation (total 734,679) resulted in a 3% increase  

(21,365 visits) compared to the previous year.



5.2 Participation
Breckland Leisure Centre & Waterworld

Dereham Leisure Centre 



Comparison of 2016/17 with 2015/16
Breckland Leisure Centre & Waterworld usage comparison:

• The total number of people using the leisure centre amounted to 351,075

• Increase of 2.39%, 8,187 visits.

Swimming lessons:

• Pleasingly developed further on the back of previous year success with an increase of 15.74%, 5,067 

(reflecting  programme changes and the annualised programme).

Classes: 

• Increase of 9.70%, 1,831 - increased uptake across timetable.

Fitness:

• increase of 2.45%, 1,089

Bowls:

• Usage has continued upturn and is recovering from 2014/15 drop-off. Up by 39.65%, 1,337. 

Grass Pitches:

• Increase of 16.55%, 727 users. 

Squash:

• Usage has seen a decline again this year by 18.64%, -1,131.

• Efforts to improve have included working with the NGB and club members to develop this area however 

availability / sustainability of a coach resource has proven difficult. 



Comparison of 2016/17 with 2015/16
Dereham Leisure Centre usage comparison:

• The total number of people using the leisure centre amounted to 383,604

• Increase of 3.56%, 13,178 visits.

Swimming lessons:

• pleasingly developed further on the back of previous year success with an increase of 12.77%, 6,290.

Spectators

• Aligned to swim lessons  resulted in increase of 12.60%, 6,533 

Classes: 

• increase of 4.03%, 1,191 reflecting improved class occupancy.

Halls: 

• increase of 2.57%, 1,067 reflecting further developments in programme and club bookings

Events: 

• declined by 49%, -761 - offset by hall increase / availability which has also reduced need / benefit of 

accommodating events

Bowls: 

• declined by 8.40%, -973 



5.4.0 Energy Management
• To demonstrate our commitment to energy reduction, investment has included:

– Additional Combined Heat and Pump (CHP) unit being installed at Breckland 

Leisure Centre during 2016. 

– Investment during 15/16 in the Dereham Leisure Centre Building 

Management System (BMS) is now also providing an improvement in energy 

efficiency 

• Continued to make good progress in improving energy efficiency especially electric. 

Comparisons v 2015/16:

–Electric : Dereham decreased by  43,609 KWH. (4.6%), Breckland: decreased 

by  100,489 KWH (12%).

–Gas : Dereham decrease of 116,490 KWH (4.8%), Breckland slight  increase by 

1,620 KWH (0.04%). 



2017/18 update
Dereham Leisure Centre - 10 year anniversary

• Event was held between Breckland District Council and 

Parkwood Community Leisure to recognise the staff who have 

been employed at the Centre since it opened.

• Both parties recognised the valued contribution the staff have 

made to the successful development of the site and the 

beneficial partnership arrangement.

• Promotional 10p swim and gym pricing (13th & 14th May). 

Breckland Leisure Centre & Waterworld - Facility Developments

• New boilers installed to improve efficiency and reliability

• Car park layout improvements

• Gym Development

Health & Safety

● Audits carried out by Parkwood Health & Safety Compliance 

Manager in September 2017 support robust practices being in 

place across the contract ( DLC 86%, BLC&W 90%).

Product Launched

● Swim 15 was introduced as from July 2017 for users aged 65+

providing further value for this target group.



Usage :April 1st -Sept. 31st 2017

Breckland Leisure Centre & Waterworld usage 

comparison:

• The total number of people using the leisure centre 

amounted to 190,632

• Increase of 4%, 7,404 visits v 2016/17

Dereham Leisure Centre usage comparison:

• The total number of people using the leisure centre 

amounted to 191,908

• Decrease of  0.71%, 1,376 visits v 2016/17

Combined:

Total = 382,540 (+6,028, 1.6%)

Activity Up / Down %

Swimming - 2,716 4%

Swim Lessons + 717 3%

Halls + 1,846 9%

Events + 676 188%

Fitness - 1,543 5.%

Activity Up / Down %

Swimming - 3,249 4%

Swim 

Lessons

+ 3742 21%

Classes + 1,688 16%

MUGA + 1,214 15%

Specatators + 4,968 27%



Summary
• We are pleased to report that the Breckland Contract has continued to perform well in both 

increasing participation and operationally developing new initiatives to increase the sports 

provision on offer.

• Group Fitness and Expressions membership continues to be a major reason for residents to 

join their local leisure centres due to the competitive pricing and variety of activities and 

programmes. Recent investment in the sites is aimed to retain existing members and attract 

new users by broadening our fitness offer and ensure they remain accessible to all.

• The swimming lesson direct debit continues to be successful in assisting more children to 

learn to swim.

• The energy investment made to the building management systems, CHP units and more 

recently boilers are  beginning to demonstrate positive savings. 

Working in Partnership


