
 
 

OASIS SPORTS CENTRE USER GROUP – MINUTES OF MEETING 
 
 
Date: 
18/07/2017 
 
Time: 
10:00 
 
Location: 
Better Coffee Corner Terrace, Oasis Sports Centre 
 
In attendance: 
Alex Harrison, GLL (AH), Joy Murray (JM), Simon Woodman (SW), Rebecca Band (RB) 
 
Apologies given: 
David White, GLL (DW), Mike Eden (ME) 
 
 
1.0 Items: 

1.1 AH thanked everyone for attending. ME was unable to make the meeting and had 
sent apologies as well as some items which AH had picked up directly. DW was also 
unable to make the meeting and sent apologies.  

1.2 AH began by updating the group on some recent developments around the centre 
including the new access control gates which were working much better and seemed 
to have improved customer flow. Everyone was positive about these, though SW 
noted he had encountered a problem when he changed his bank account  
1.2.1 AH to investigate issues with bank account transfers affecting 

membership access during month of transfer with GLL Customer 
Experience team. 

1.3 AH said some extra training had been carried out with the lifeguards on general 
customer service and more specifically managing lane etiquette. He asked if the 
group had noted any improvements. The group said in the mornings the slow lane 
management seems to be the biggest area for improvement.  
1.3.1 AH to continue to work with lifeguard team on confidence in moving 

customers in to the correct lane depending on the speed of their 
swimming. 

1.4 AH asked for any other feedback that the group had on specific items around the 
centre: 
1.4.1 The group fed back that the reception team seemed to struggle with 

answering the centre phones during peak periods. 
1.4.1.1 AH to investigate alternative phone answering resource 

during peak periods 
1.4.2 JM noted that it would be nice if customers would shower between using the 

sauna and the swimming pool. AH said this was best practice and actually 
makes the sauna more effective for the user.  
1.4.2.1 AH to pick up with lifeguard team who will manage this 

process 
1.4.3 Along similar lines, the group noted that some customers are very good for 

pre-showering before getting in the pool, but others are not 
1.4.3.1 AH suggested he looks into installing pre-showers at the 

entrance to the Outdoor Pool to give people an extra 
reminder after getting changed 

1.4.4 JM said another customer had approached her to ask if there were any plans 
for the Upper Sun Terrace. AH said that he was in the process of getting this 
re-decorated and putting in new, more comfortable chairs/benches, as he 
recognised many customers come to the centre just to use the Terrace.  

1.4.5 JM and RB noted that the Spin Dryer was currently missing from the female 
changing room. AH informed them that this was due for re-installation the 
following morning. Due to the heavy use, the motor had worn and it took 
longer than hoped to replace the part, however this was now complete.  

1.4.6 JM said the shelf in the largest shower cubicle was missing again.  



 
 

1.4.6.1 AH to get reinstalled and look at an option which may be 
more durable as the present one seemed to break more 
often than the other cubicles. 

1.4.7 AH asked the group about their feelings on the general cleanliness of the 
changing rooms. The group was positive in their feedback and complimented 
the cleaners for being attentive.  

1.4.8 JM said there was a toilet seat slightly loose in the changing rooms.  
1.4.8.1 AH to get replaced with a more durable seat as, again, this 

seemed to come loose more often than it should.  
1.4.9 JM said it was nice to see that the lane ropes had been cleaned recently. AH 

said this was part of the cleaning regime in the Outdoor Pool which included 
cleaning the scum line and that the lane ropes were due to be removed and 
deep cleaned again shortly.  

1.4.10 The group asked about the photography policy in the pool area as a number 
of customers had started taking photos during the hotter weather. AH said 
the policy remained the same that ‘selfie’ photography was permitted in the 
centre but not in poolside or changing room areas.  
1.4.10.1 AH to remind lifeguards to be vigilant around poolside to 

ensure photography is not happening.  
1.4.11 JM asked about the hand grip tape that was no longer on the poolside steps. 

AH said that the tape that had been put on was non-standard and so he 
removed it but was looking for a less ‘rough’ option, such as the grip on a 
tennis racket, that would allow hand grip for customers with higher 
accessibility needs but wouldn’t be uncomfortable for all customers.  

1.4.12 JM observed that the Coffee Corner had been closed during some of the 
hotter weekends. AH explained that originally the Coffee Corner was not 
intended to open at weekends as during Spring, Autumn and Winter the 
usage is almost non-existent, however he had just recruited two new casual 
Café Assistants so that Coffee Corner would be opening at weekends and 
would look to open before 10.30am during the week. 

1.4.13 RB noted that she had recently brought a colleague swimming who was blind 
and there was a discussion about how the industry could generally be more 
supportive of blind swimmers.  
1.4.13.1 AH to assess leisure industry to understand if any initiatives 

currently exist for notifying other swimmers that there is a 
blind swimmer in the pool to make general swimming 
sessions more accessible for blind swimmers.  

1.5 AH asked if the group were generally happy with the user group format. The group 
said that they were happy with the format and that they didn’t feel any need for any 
changes as they felt their feedback was being listened to and actioned by the centre’s 
management team. AH thanked them for this feedback and encouraged the group to 
let them know if they ever felt this was changing.  

1.6 RB explained she was involved in a charity that worked with homeless people and 
asked if there was any way Better/GLL could become involved with a ‘used trainer’ 
collection. AH said he would put RB in touch with Dominic Norton (Community Sport 
Manager) who could discuss this and potentially co-ordinate across all of the Camden 
centres if it was feasible. 

 
Meeting closed: 11:30 


