
   

CUSTOMER FORUM AT 
KENTISH TOWN SPORTS CENTRE 

 
Quarter 3 – 2017 
 
Date: 24/07/17  
Time: 17:30 – 19:30 
Chair: Richard Gallagher (Better) 
Attendees: Tom Popsys (Better), Christine Guedella, Florence 
Chatelain, Sue Clark, Jane Fawcett, Kathleen Charles, Natalya Brown, 
Robert Dearman, Carolyn Mackenzie 
Apologies: Sheila Hayman, Sue John, Cllr. Jenny Headlam-Wells, 
Marion Paley, Robert Torday, Elsie Parsons, Muriidi. 
 

1. Introductions  
a. All attendees introduced themselves and welcomed the new members to the Forum 

2. Objectives of the Customer Forum 
a. To keep key customers informed of centre progress and improvements, so this 

information can be filtered out to all customers  
b. To give our customers a voice so that they can help us shape the future direction of 

the centre 
3. Review of previous minutes 

a. Actions completed 
• Studio equipment cleanliness can fall below standard.  
 RG has increased cleaning provision of equipment. Forum agreed studio is generally very 

clean with some stating it is the cleanest they have come across 
• On specific Wednesday and Saturday classes, the air conditioning does not come on until 

the end of the class. All equipment serviced – further investigation to be carried out. 
 RG investigated further and issues with timing clock were identified and resolved. Forum 

agreed that this issue is resolved, whilst noting it can take a little time to cool the studio 
(primarily due to the large size / ceiling height of the space) 

• Request for more pool dumbbell floats (Water Workout) 
 RG purchased additional along with extra noodles 
• Request for Water Workout instructors to ensure float belts are returned and stored safely 
 Instructors told to ensure safe storage, no further issues noted 
• FC suggested more innovative pool classes eg Aqua Spin / Aqua Step.  
 RG investigated FC’s suggestions but they are not currently affordable for the centre due 

to high start-up costs. Consideration will be given to budgeting for this in 2018. 



   

• Female pool change consider shower options to improve access to showers 
 Consulted with members and no overall consensus could be achieved. No action to be 

taken for now, the ideal resolution is to increase the number of showers which is an aim 
for 2018. 

• Forum suggested additional Rebound classes are required 
 Two additional Rebound classes added to the programme as suggested by the Forum. 
• GB agreed that in future bands will be issued to customers for all Water Workout classes 

to ensure only booked members can attend the class 
 GB has arranged this – some Forum members felt it was unnecessary – RG agreed 

customers can take their ticket and give to instructor if preferred 
• Forum suggested a Junior Rebound and Fitbeat class, as soon as an instructor with the 

appropriate qualifications can be recruited or trained. 
 Rosne has now gained this qualification and the intention is to run Junior classes 3 days a 

week – Rebound, Fitbeats, and Circuits, starting in early September. 
• SH requested a sign be put up regarding the recycling bin she provided for the female 

pool change 
 Signage in place 

b. Outstanding actions carried forward 
• Other class suggestions included more 30 minute / HIIT classes, another Zumba class, 

and more Circuit classes, all of which are noted for future timetable changes.  
 The class timetable is being reviewed prior to September and the Customer Forum will be 

given a first look at it for feedback 
• Some attendees felt that in many classes, the instructors used too much repetition and the 

classes quickly become boring. 
 This is being addressed on a regular basis with all instructors and we have had some 

positive feedback on it from members, work continues to address this. The Forum felt that 
a number of instructors had really taken this on board and improved their classes – some 
noted novelty is not always appropriate or required – agreed. 

• FC suggested pre-made programme cards for the gym, so a member can pick up a 
programme at the desired intensity and follow it for their workout.  

 Work in progress. 
 

4. 2017 Centre/Service Improvements to date and planned improvements 
a. £200k investment into upgrading fitness equipment completed – Forum members 

who use the gym were pleased with the upgrades which have enhanced their 
experience – particularly the addition of a stair climber 

b. Replacement of entrance access gates completed. The Forum members all agreed 
this was a positive improvement and generally has speeded up their access and 
egress to and from their activities 

c. Second Meet the Manager session held on 13th June, feedback shared with Forum 
prior to meeting. Forum was reminded to keep an eye on the centre’s web page for 
the latest news from the centre: www.better.org.uk/KentishTown 

d. Broken locker bank inside the female pool changing rooms replaced with brand-
new locker bank. These lockers will be operated by a padlock, not key. This is to 
discourage customers retaining lockers when not using the centre – any lockers 
with padlocks on at the end of the day, the padlock will be removed and the locker 
put straight back into use. Lockers are available to purchase for £5 from Reception; 
we are looking for an alternative supplier so that we can bring the cost down. 



   

Customers are in no way obliged to purchase a padlock from the centre and are 
welcome to bring one from home. The remaining 300 lockers in the pool change 
corridors will remain as 20p operation. 

e. Deep cleaning schedules revised with added focus on pool tanks, changing rooms 
floors, shower walls (see also section 5.b) 

f. Listen360 pilot launched – an innovative way of sourcing continuous member 
feedback whilst providing a quantitative measure of performance and customer 
satisfaction – look out for an email from us asking how likely you would be to 
recommend us to a friend. Richard and Tom phone all customers who leave a 
score below 6/10 to find out what more we could be doing to improve our service 

g. Flame Finalists -  the centre was a close runner-up in the Flame Awards ‘Leisure 
Centre of the Year’ category – beating thousands of other applicants 

h. Still to come in 2017: 
i. Gym lockers to be converted to padlock operation (approx. September 

completion) 
ii. Locker hire (additional cost) available for members 
iii. Launch of table tennis 
iv. Some changes to Fitness Class timetable from September 

5. Feedback from Forum members 
a. Staff / customer service 

i. General feedback from the Forum is that staff are very efficient, exceptional 
at times and look after customers very well 

ii. Laura and Daniel – yoga instructors – were highlighted by NB and CM as 
standout yoga instructors  

iii. FC noted there is a lack of consistency on Sunday mornings – sometimes 
the pool opens a few minutes late. RG advised we are reliant on staff 
arriving on time but more focus will be placed on this for weekends. 

iv. Forum noted equipment is not always switched on (ie gym TVs) ready for 
opening time – RG to address. 

v. Some attendees suggested staff sometimes don’t communicate as well or 
give mixed messages when staff are running late which can cause 
confusion. RG noted and will address with Duty Managers to ensure their 
response is consistent. 

vi. SC queried lost property policy – RG advised for hygiene reasons swimming 
costumes are disposed of if not collected on the day, other belongings kept 
for 4 weeks / valuables 6 months. 

b. Cleanliness 
i. Several members stated the studio is extremely clean 
ii. The Forum agreed that the centre is generally very clean 
iii. NB requested that the Power Plates be deep cleaned – RG agreed 
iv. RD advised that in general there were no concerns in male areas, beside 

customers shaving in the shower – RG confirmed this is discouraged but 
impossible to police. 



   

v. RD advised flooring is being damaged outside gym change due to cleaning 
methods. RG confirmed damage is historic but will review cleaning methods 
to ensure they are appropriate. 

vi. Forum advised female showers in the gym change have seen an 
improvement in cleanliness (although hair deposits can be found too often), 
but pool change showers aren’t much better. To be addressed again with 
team and cleaning provision increased further. 

vii. Forum noted that pool tank cleanliness is much better than in the past, but 
more attention is to be paid to some areas of grouting and behind steps in 
particular. RG to increase cleaning provision. 

c. Facility maintenance 
i. The Forum questioned the length of time taken to repair the Costume Dryer. 

RG apologised and explained it is under warranty so had to be sent away to 
manufacturer for repairs, they have taken a frustratingly long time to repair 
but it is due back imminently. 

ii. Some discussions around relocating the costume dryer – positioning to be 
reviewed. 

iii. Flashing lights in the studio – will be repaired asap. 
iv. Forum noted several cubicle locks had been replaced in recent months and 

all now appear to be working fine. 
d. Gym 

i. The Forum praised the new fitness equipment. 
ii. FC questioned whether more of the kit could have headphone connectors for 

the main TVs on the wall. TP advised all of the new kit has its own TV so 
headphones should be plugged into the equipment – this gives a full range 
of channels to watch. 

e. Swimming 
i. RD felt the Willes Pool was too cold. FC disagreed and felt it is perfect for 

fitness swimming. RG confirmed the majority of customers prefer the pool as 
it is, but in the winter would look at whether it could be slightly increased. 

ii. Clarity requested on pre-swim shower rules – RG confirmed Better strongly 
encourage a pre-swim shower but do not enforce it as doing so would 
distract the lifeguard from safeguarding the pool. 

iii. RD suggested the Willes Pool to go back to 3 wider lanes to allow easier 
overtaking. RG advised he is happy to trial this for a couple of hours a week 
and monitor feedback, pool lane fixings permitting. 

iv. Concerns raised around boys aged 8+ being taken by mothers into female 
pool change, and vice versa. RG confirmed family change is available if 
required for this, and that he put up signage to discourage this practice but it 
was largely ignored. RG agreed to think about a better way to manage this 
and seek further advice. 

f. Fitness Classes 
i. Request for more belts for deep water workout – RG to liaise with teachers 

and order as required  



   

ii. Request from MP for 70 dinar bands for Maria’s class noted – RG will liaise 
with instructor 

iii. CG recommended a Fitness Class instructor and will send details to RG 
iv. Forum questioned whether the Kiosks could issue bands for classes – we 

believe not but will investigate further 
v. Forum suggested a day of shorter taster classes, perhaps in September, to 

encourage members to try something different in a low-risk environment full 
of beginners. RG and TP agreed this is a good idea and will be considered. 

vi. KC requested that the teacher for each class is communicated in advance. 
RG confirmed this detail is on the website, but timetable can’t be re-printed 
for each change – however RG will ensure information on the website is 
always up to date barring last minute cover situations. 

vii. JF noted there are missing hand weights in the studio – RG confirmed 
replacements will be ordered. 

viii. NB and CM advised there are insufficient yoga blocks and bands – RG 
confirmed he will liaise with yoga instructors and order additional equipment 
as required. 

ix. NB and CM emphasised the need for more yoga classes, ideally delivered 
by Laura or Daniel, as the existing classes are extremely popular. RG 
acknowledged the request – as these yoga classes are usually 1.5 hours it is 
difficult to fit them into the timetable without compromising other classes, but 
the timetable is being reviewed and this will be a consideration. 

x. Concerns raised around a number of Water Workout classes having to be 
cancelled, some at very short notice 

1. RG sincerely apologised for continued issues, and explained that 
following the loss of several great instructors earlier this year it has 
been very difficult to replace them 

2. The centre has tried hard not to remove any classes from the 
timetable in order to keep all classes running. This has stretched our 
capabilities and at times has meant we have been unable to run every 
class. 

3. We have organised a Water Workout Instructors course to run at the 
centre in July and early August, we have already recruited one 
instructor from this course and intend to recruit several more. 

4. RG confirmed he would review all classes for the remainder of the 
summer and ensure that if cover cannot be found that sufficient notice 
is given 

g. Junior activities 
i. The forum felt that Rookie Lifeguard was a great idea – RG confirmed it is 

performing very well and thanked Forum member Elsie Parsons for 
encouraging the idea from the start. 

ii. The Forum felt the 3 new Junior classes were a positive move 
iii. FC suggested more cross-promotion between Talacre and Kentish Town – 

RG agreed and will arrange. 



   

6. Any other business 
a. FC – TV slides can be too fast to read. RG to resolve. 
b. RD – requested a second hairdryer in the male gym change. RG advised he will 

cost up but expected to arrange by end of the year. 
c. RD – suggested a coffee shop in the centre. RG agreed he this would be great, 

there is a plan in place to install but funding is required and has not been gained 
yet. 

d. NB – felt Kentish Town Sports Centre is the best in Camden 
e. SC – highlighted what an excellent teacher Penney is (agreed by the Forum) 
f. All – thanked RG and TP for hosting the Forum, all agreed it was a very positive 

and constructive meeting. 
ENDS 
 


