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Section 1

Introduction

Welcome to Brio Leisure’s fifth annual Business
Plan. It reflects on what we have achieved
and will continue to build on and sets out our
planned activities for the coming year 2019/20,
the fifth year of our 15-year contract term for
leisure delivery through to 2030. We are also
delighted to have been re-commissioned to
operate a revised Integrated Wellness contract
over a 5-year term, from 2019 to 2025.

Last year, we refreshed our company aims by introducing
Brio Elements. These are at the centre of everything we
have done over the last 12 months and continue to be
so moving forward. Expressing our aims through these
Elements has been positively received by staff, making
our mission clearer and simpler to understand and act on.

We made some exciting improvements to our services
in 2018, with Neston Recreation Centre undergoing
a £2.2m refurbishment which included a brand new
reception area, fitness studios, an expanded gym and new
changing facilities. Feedback from the local community
has been extremely positive, with significant uptake by
new customers and positive responses from existing
members. In 2019, short-term improvements will follow
at the Northgate Arena to address essential maintenance
needs while decisions are made regarding the overall
site's future requirements.

Locally, we have seen the evolution of a borough-wide
strategic direction for leisure, with the development of a
Sports Facilities Needs Assessment, which will identify
the areas where Brio can contribute and improve the
leisure offer.

Unlocking opportunities for broader access to premises
across the borough, such as schools and community halls,
will for example enable people to access services in the
heart of their communities. We are committed to working
with key partners to achieve this. Merging the health and
adult social care functions through the Integrated Care
Partnership has also provided Brio with opportunities to
contribute further to preventative solutions.

We have continued our partnership with the University of
Chester to understand Brio's contribution to social value
in the local community. Applying a social value calculator
to our customer base from last year, showed Brio has a
social impact of around £16m per annum.

Our model of delivery is undergoing refreshment. This
reflects the changing market locally and builds on
research and insights developed about our communities
and facilities. We are shaping this together with our
shareholder and expect to conclude this towards the
latter part of the current financial year. Doing so will place
Brio on a firm footing for the remainder of its contract
term, ensuring it remains agile and responsive.

After showcasing Brio's industry best practise last year,
The Parliamentary Review awarded us with membership.
This represents a significant opportunity for Brio to be
part of shaping the direction of future national policy by
feedinginto the parliamentary decision-making processes.



Section 2

Company Outline
Governance and
Management

We have continued to assess our portfolio of facilities
(see Appendix 8a) and are analysing those operating at a
deficit to find alternative cost-effective solutions.

We have reviewed the competitive landscape for leisure in the
Chester area and the facilities at Northgate Arena to understand
our marketplace positioning and will use this to shape Brio's leisure
provision for Chester in the next 12 months.

Using our partnerships, we provided more outreach support, especially
in health and children’s services.

We initiated work to understand and quantify the social value our
business provides. This project will continue to drill down into the
broader benefits of leisure, health and wellbeing that Brio provides
and by comparing these results against other borough population
statistics, establish how Brio is performing and can contribute further.



Section 2a

Governance

Our Board of Directors (see Appendix 8b) will change this year, in line with
its Articles of Association. There will be a new Chairperson appointed
who will bring different skills to the Board. Refresher training for our
Non-Executive Directors will be undertaken in partnership with Cheshire
West and Chester's extensive portfolio of companies. This broader
approach to training will enable us to collaborate with other agencies,
sharing best practise and ideas.

Our Annual Away Day is designed to refresh our industry knowledge
and reflect on industry best practice. Last year, it was run in conjunction
with UK Active. The day included strategic presentations on the future
of leisure facilities, as well as the health and wellbeing challenges
society faces in light of our ageing population. This event has led to
the development of a shared review between Brio and its shareholder,
Cheshire West and Chester, of Brio’s future contributions to the borough’s
health and wellbeing challenges going forward.

Another critical area of governance is Health and Safety. To support this
area, we have created a refreshed Health and Safety action plan and
new internal Key Performance Indicators, benchmarking these against
the industry, to ensure we remain vigilant on the highest areas of risk
and continue to pursue our goal of no harm to our employees and to all
those who visit our premises.

We have four committees in our organisation:

* Audit and Risk

* Business Development

* People and Policy

* (Capital Asset Management

These four groups are made up of our Board members with our Leadership
Team who work together on our business strategy, each providing unique
insight to help shape future planning needs. In 2018, the Board also
approved the establishment of a Remuneration Committee.




I Section 2b

Management

In the last 12 months we have refreshed our management team creating
a new Operations Manager position, whilst revising our Health and
Safety role and Facility Manager team. Changes were made after the
refurbishment at Neston Recreation Centre, to reflect the larger scale of
the centre. Our current Management Structure can be found in Appendix
8d. These changes will not only help improve our customer experience
but also enable us to focus on energising our community through
partnership working in the forthcoming year.

Our new Marketing Strategy has a key focus on developing more detailed
research and insight, which will provide a greater understanding of our
market generation, purchasing behaviours and social value.

Phase 2 of our Information and Communications Technology Strategy
is well underway, including a new structure for business analysis and a
new data warehouse which will ensure we transition smoothly through
our 5-year plan. There will also be a review of our telephony and leisure
software to determine longer-term solutions, which will be delivered in
the forthcoming year.

Health and Wellbeing remains a continued important focus. Our ongoing
projects, which make up the four services of the Cheshire Change Hub
include:

* Falls Prevention

¢ Integrated Wellness
e Starting Well

* Neurotherapy

11



I Section 2c

Staff Development

We continue to deliver a robust suite of training
programmes for all Brio staff, including:

e IMPACT sets the standard for our frontline managers
to lead and develop their teams;

e +VIBES is our continued customer service training to
improve our standards;

* DRIVE is a new sales and retention programme for all
frontline staff.

This year, our ilearn training system update will
allow us to create bespoke courses for our staff and
we will extend our training packages to include;

e Make Every Contact Count (MECC) - an NHS
initiative to deliver Level 1 Health and Wellbeing
interventions through our service;

e ASPIRE training which will provide support and
guidance to encourage staff to progress in their
chosen career path;

e PATHWAY supports career development for senior
management and executive training.

The launch of Brio People this year will give a brand
identity to our internal communications so they
are easily recognisable to staff. Brio People covers
everything related to staff, including:

* A brand new Intranet, Brio Heart will be a one-
stop shop for useful information and the latest
company news.

e Brio Benefits will continue to grow, allowing staff
to take advantage of employee benefits through a
dedicated web portal and encouraging staff retention.

e There will be a training programme provided by
CIMSPA which focuses on our Gym Instructors and
their development in Health & Wellbeing.

We believe our staff are our greatest asset and we are
proud to be a Local Living Wage (LLW) employer. We
have made pledges to the Disability Confident and
Time to Change schemes to successfully employ and
retain disabled people and those with health conditions.
We have also partnered with the New Ways of Working
initiative to help staff support and improve communications
with families in the borough.

The annual staff survey has been re-designed with imput
from our workforce and we are launching a new approach
this year, enabling our people to tell us about the things
that matter most to them.

Our partnership with the University of Chester means
we will be able to offer placements for students in
many areas of expertise, including dietetics, nutrition,
exercise and cardiac rehabilitation, within our Health and
Wellbeing team.

I Section 2d

Partnership Working

We work with many partners across Cheshire West
and Chester, including:
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Company Objectives

We continue to develop a Business Action Plan each year which outlines delivery against our
broader strategic aims. Previously, our Action Plans consistently related to our business pillars,
but now we have re-shaped the pillars in to four Brio Elements - A simpler, more relatable way to
communicate our ambitions. Our Action Plan for 2019/20 includes the following:

ENERGISING
OUR

CREATING COMMUNITY

CUSTOMER
HAPPINESS

IMPROVING
THEIR
JOURNEY

GROWING
OUR
COMPANY
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The Charlatans performing live

at Northwich Memorial Court.
Photograph by Molly James
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Section 4

Review of the Year 2018/2019

Using our Brio Elements as our focused framework, we have achieved multiple milestones over the
past 12 months.

FIRE - CREATING CUSTOMER HAPPINESS

Entertainment and cultural bookings continue to rise
year-on-year. With more than 177,000 attendances,
this represents a further rise and exceeds the contract
requirement by 5%.

Quest' achievement of ‘very good' for two directional
reviews at Winsford Lifestyle Centre and Ellesmere
Port Sports Village; and Northwich Memorial Court and
Christleton Sports Centre also achieved ‘very good'
for their 2-day assessments.

Combined scores of ‘excellent’ for the selected Quest
modules on ‘Health and Wellbeing’, ‘Community Outcomes'’
and ‘Team and Skills Development’. This is the highest
score attainable.

£2.2m renovation of Neston Recreation Centre, completed
on time and within budget. Opening in April 2018, the
public has responded well to the improved facilities.

Customer satisfaction scores hit an all-time high of 94%
in November, averaging 90% across the whole vyear,
an increase of over 4% compared to the previous year.

The Charlatans played at Northwich Memorial Court,
attracting crowds of 3,000 over four nights.

Record pantomime attendance numbers at Northwich
Memorial Court with 15,288 people enjoying the show.
A further 3,683 watched the pantomime at Ellesmere
Port Civic Hall.

1 Quest is the UK quality scheme for sport and leisure and is a tool for continuous improvement designed primarily for

the management of leisure facilities.




WATER - IMPROVING THE CUSTOMER JOURNEY

Our Macmillan team completed phase 1 of their project
in December 2018. We successfully recruited a team of
volunteers who provided over 2,000 volunteer hours,
which supported 326 people affected by cancer.

By using the Data Hub Social Value Calculator? toolkit, we
have been able to demonstrate that Brio generates £16m
of social value annually to the borough by getting the
community moving.

Alongside the PTC' feedback, we launched our Brio Secret
Agents. This group of mystery visitors help us understand
and respond to our customers’ needs better and has
supported an increase in swimming attendances.

1 Poverty Truth Commission

The mobile app launched to all Premier Members, offering
an easier way to manage bookings, stay motivated, be
challenged and get rewarded. The app continues to grow
with over 1,200 downloads to date and over 300 monthly
challenge participants.

2 Social Value Calculator - This is an approach used by UKActive - Data Hub and provides a way to measure social

return on investment in sport in England.

WIND - ENERGISING OUR COMMUNITY

We completed our delivery of the Swim Local pilot scheme
across four of our pools. The results performed far
better than the national trend, with improved customer
satisfaction and increased swimming numbers in
Cheshire West.

Evidence of the social value of the Integrated Wellness
contract, in particular, the reach of services to residents
aged 75+, was presented to professionals from 64
countries at the International Society for Health and
Physical Wellbeing Activity in London.

EARTH - GROWING OUR COMPANY

Brio was nominated and shortlisted for Best Apprentice
in the High Sheriff's Awards, Cheshire’'s most prestigious
award for business performance.

We featured in the last copy of the Parliamentary Review,
an annual document delivered by the government that
highlights best practice.

Brio continues to work with Cheshire West and Chester
Council on its Stonewall Workplace Equality Index, which
helps employers to ensure their workplaces are supportive
for their lesbian, gay, bisexual and transgender staff.
Cheshire West and Chester is now ranked by Stonewall
as one of the top 100 employers nationally.

We have revamped our Staff Survey using feedback from
our people across the company.

18

We entered the UK Active awards in four separate
categories: Marketing, Healthy Communities, Insight and
Unsung Hero of the Year.




Section 5

Market Focus

Recent insight into our customer and competitor
landscapes confirmed a need to reshape our
offer to suit our changing market. We will focus
on our ‘pay as you go’ (PAYG) market; an area
of the business that is unique to Brio in the
borough.

In the year ahead, we will diversify our approach to
attract new users to Brio and retain existing customers
by segmenting our audience into generational groups.
Understanding the behaviours and demands of each
generational group, enables us to target our marketing to
attract each segment more effectively.

We need to account for every generation individually
as they all have their own behaviours and habits.
For segments such as Gen Z, this approach will
include a digital onboarding' journey as they expect a
straightforward joining process with fewer humanised
touchpoints, similar to the popular budget gym processes.
Conversely, this means we will be able to spend
longer and provide more detailed inductions to Baby
Boomers and the Silent Generation who generally
require a greater trust in suppliers before committing.
A full breakdown of our generation segmentation can
be found in Appendix 8c.

We will also continue our strong focus on customer
retention and will continue to develop our newly launched
mobile app with regular challenges, competitions,
discounts and loyalty rewards to support this. Investment
into centres and equipment will also support our customer
retention strategy, with the priority on finalising
the refurbishment plans for the Northgate Arena.

Both the membership joining and retention processes
will benefit from investment in our Information and
Communications Technology, meaning we can answer
all customers the first time they call and will enable
consistent communication across the whole business.

By participating in the Swim Local pilot, we were able to
assign resources to swimming facilities and marketing

that normally would not have been possible. The success
of the pilot means we are able expand this approach and
our learnings into other activities, trialling new ways of
advertising, breaking down barriers to accessing activity
and encouraging healthy behaviours.

Analysing our data to develop insights into what
our customers want, remains a core priority, with
improvements to go live early in-year. These changes
will enable easier access to real-time data across our
vast range of products. This redefined dashboard of
information will incorporate product performance figures,
member behaviour and satisfaction and measure social
value return against each of our customer segments.

Separately, we will complete a wellbeing study with the
University of Chester surrounding the positive benefits of
physical activity and social value. This study will provide
findings for our health and wellbeing contracts, which
have continued to grow and evolve over recent years.

Our Audience Development Plan? for Brio Entertainment
is being refreshed to map and profile our customers more
effectively and shape our offer. We are able to do this
using data collected from Audience Finder, a national
audience data tool which enables arts and culture
organisations to gather, analyse and compare audience
data and to identify new opportunities.

Work will shortly commence on a project investigating
consumer behaviour for our events, so we can understand
what products we should offer that will satisfy a range
of different event types, expanding the secondary spend
options and increasing customer satisfaction.

Working collaboratively with Cheshire West and Chester,
we will be exploring opportunities to address the
indings of a Facility Needs Assessment for the future
borough demographic.

1 Digital Onboarding is the process of transitioning customers from offline to online channels. For example, transitioning
our customers to signing up for memberships online and following up the process with digital communications.

2 The Audience Development Plan focuses on the needs of our current audience and local area in order to ensure we are

delivering shows and events they want to see.
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I Section 6

Company Operations

We work continuously to retain high
standards of operation through a
robustsetof processesandprocedures
which ensure we adhere to best
practice and legislative compliance.
These include:

Maintaining Quest accreditation for five of our facilities,
now involving a more rigorous Z2-day assessment
process. We cover the feedback from this in our annual
company-wide Service Improvement Plan and aim to
always achieve a ‘Very Good' or ‘Excellent’ score across
the assessment.

Our partnership with QLM, the industry’s leading health
and safety consultancy provider.

Working with Right Directions to implement STITCH'.
Using this we can review and improve our processes, as
well as benchmark our standards against national scores.

CIMSPA (Chartered Institute for the Management of Sport
and Physical Activity) training to ensure we develop our
teams in critical areas.

Our Board reviews the company Business Action Plan
quarterly to ensure it aligns with the Council's “THRIVE'
strategy, as well as other local and national strategies.

Refreshed performance indicators, both from a
contractual perspective as well as an internal viewpoint
guided by our strategy and vision.

Extended training programmes including Make Every
Contact Count (MECC), +VIBES, IMPACT and DRIVE,
alongside mandatory training such as iLearn and National
Pool Lifeguarding Qualification (NPLQ).

Continued review of our policies through our Board
committee process.

In addition to maintaining the above, this year
we will also:

Monitor new Health & Safety Key Performance Indicators.

Produce an annual Business Continuity Plan.

Implement a refreshed pool maintenance contract.

Deliver energy efficiency solutions in partnership with
Cheshire West and Chester, which sees Salix? funding
enable CHP (Combined Heat and Power) and LED (Light
Emitting Diode) improvements across sites.

Develop catering services and expand into external
environments for meetings, conferences and private
functions.

1 STITCH - an online platform that captures, collates and aggregates accident and near miss data for the sports and

leisure industry

2 Salix provides interest-free Government funding to the public sector to improve their energy efficiency and reduce

carbon emissions.
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I Section 7

Company Finances

For 2019/20 we understand our current position
in the market and see several challenges
emerging. These include an increase in local
competition with more independent and budget
gym operators opening in the Borough. The
condition of our older buildings continue to
be very challenging to manage and costly to
maintain, (see Appendix 8e) coupled with the
delay of the planned refurbishment of Northgate
Arena, this places significant pressure on the
company'’s finances.

Taking these pressures into account, we have set new
income targets that address the capabilities of each
site, seeing a 1% increase in income across all leisure
sites. Neston Recreation Centre has performed very
well since its refurbishment and we expect to see that
trend continue.

The combination of poor assets, increased competition
and other assets operating at a deficit all form part

of our broader review with the Council alongside the
increasing role we play in delivering health and wellbeing
outcomes. While this remains underway, we continue to
look for potential new revenue streams whether that is
through new contracts, joint working or collaborating with
partners, or our marketing strategy, developed to improve
our current income performance. We continue to work
on the management of energy, maintenance and asset
condition to help mitigate risks and improve the state of
the facilities going forward.

Our entertainment programme continues to go from
strength to strength with 7% increase expected
in revenue next year. Improvements to our catering
offer, including the introduction of Costa coffee,
which continues to grow while our Brio Bites catering
rises. Moving forward, our company-wide Information
and Communications Technology project to improve
our research and insights will further enhance our
opportunities for financial success in the coming year.

P Wheg (RPPS 1.\‘.: T

‘ Section 8

Appendices

8a. Facility Portfolio

Our portfolio of services is made up of both built
infrastructure and outreach delivery. We operate 11
leisure and entertainment sites including:

Christleton Sports Centre

A joint use site with Christleton Academy comprising a
5-lane 25m swimming pool, multi-purpose 6-court sports
hall, squash court, dance studio and gym. We also hire out
the Academy 3G pitch on their behalf.

Ellesmere Port Civic Hall

An entertainments and civic venue comprising a 700
seat auditorium hall with stage and associated lighting,
several multi-purpose spaces for a wide array of hires and
touring theatre productions, as well as mayoral offices.

Ellesmere Port Sports Village

A Sport England case study venue and a 20715-built
leading regeneration project within the Ellesmere
Port area providing new ‘state-of-the-art’ sports and
leisure facilities on a former school site. It includes an
8-lane 25m swimming pool certified by for short course
swimming competitions and a range of other first class
sports, leisure and community facilities for both the local
and wider communities. The 8-court sports hall with
1,400 seating capacity has also become the home of the
Cheshire Phoenix Basketball Team. The site also has the
only full athletics track in the borough and a new 3G pitch.

Frodsham Leisure Centre

A joint-use leisure and library site situated alongside
Frodsham Medical Practice, making a holistic offer for
the community of co-located services. The leisure centre
comprises of a multi-purpose 6-court sports hall, gym,
spin studio, fitness studios, skate park room and squash
courts.

Moss Farm Leisure Complex

A multi-purpose, mainly outdoor site comprising rugby
and football pitches, a 3G Pitch, three squash courts,
social centre and home to the local archery, cricket and
rugby clubs.

Neston Civic Hall

A multi-purpose venue comprising a small hall with stage,
bar and kitchen area, small meeting rooms, changing area
and snooker room. The site is situated adjacent to the
bowling green and Stanney Fields Park.

Neston Recreation Centre

Is a multi-purpose, newly refurbished site comprising
a 4-lane 25m swimming pool, gym, spin studio, fitness
studio, community room and a 6-court sports hall.

Northgate Arena

A city centre, multi-purpose leisure centre comprising
a 4-lane 25m training pool, large fun pool, three squash
courts, spin studio, 8-court sports hall, large gym, fitness
class studio, Dojo and meeting rooms.

Northwich Memorial Court

A 2015-built combined leisure and entertainments
venue with a new ‘state-of-the-art’ auditorium with a
650 seating capacity. There is also a green room and
associated dressing rooms, bar area, gym, 6-lane 25m
swimming pool with flume, teaching pool, dance studio
and community room.

Rudheath Leisure Centre

A dry side, joint-use site with the University of Chester
Academy, Northwich. It comprises outdoor tennis courts,
6-court sports hall, community room, gym and dance studio.

Winsford Lifestyle Centre

Is a 2009-built leisure centre comprising of a
6-lane 25m swimming pool, teaching pool, gym,
4-court  multi-purpose  sports  hall,  with  dual
use theatre function and electronic seating
bank, function room, dance studio and spin studio.
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Section 8b

Board Members

Anthony Annakin-Smith
- Chair

Anthony has extensive experience of
strategic management, with expertise
in marketing. He worked for twenty
years in a variety of roles in sales
and then in marketing, becoming a
Communications Manager.

He's been lecturing in marketing and
strategic management up to MBA level
at a variety of academic institutions in
the UK and abroad. He also undertakes
training and consultancy and has
co-written two marketing textbooks.

Anthony enjoys badminton, swimming
and cycling.

Dr Jane F. Wilkinson
- Non-Executive Director

Jane has been a GP Partner in Ellesmere

Port and Chester for over 14 years and
has a wealth of expertise in leadership
as a GP Champion for Sexual Health and
specialises in menopause. She explores
ways for patients to better their health
with nutrition, exercise and relaxation,
her knowledge is invaluable for our
Integrated Wellness contracts.

In her spare time she loves to attend the
gym, BODYPUMP classes and swims on a
regular basis.
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David Woods
- Vice Chair

David Woods has over twenty years
experience in healthcare and healthcare
education having been an Executive
Director of an NHS Trust. Most recently
worked as Associate Dean for external
relations in the Faculty of Medical and
Human Sciences at The University of
Manchester.

David also chairs the Chester Music
Society, which provides live classical
events as well as the Cheshire West
and Chester Voluntary Arts Network. In
his spare time he is a keen road cyclist,
traveller and photographer.

Clir Stuart Parker
- Non-Executive Director

Elected a Councillor in 2007 for Chester
City Council he was later appointed to
the post of Chair of the Culture and
Leisure Development Board. He's now
a Shadow Cabinet Member for Culture,
Leisure and Wellbeing and has returned
to Brio Leisure, to which he brings vast
experience and knowledge of this
sector.

He's managed his own wastewater
treatment company for 20 years and

in his spare time has interests in
gardening, reading, classical

music and opera.

Professor Lynne Kennedy
- Non-Executive Director

Lynne is Associate Dean in the Faculty
of Medicine and Clinical Sciences
and Head of Department of Clinical
Sciences and Nutrition at the University
of Chester. She's a registered Public
Health Nutritionist; her work is aimed at
increasing access to affordable healthy
food and opportunities for physical
activity in deprived areas.

In her youth, Lynne was a successful
long distance runner, representing
Cheshire and Merseyside many times.
She now prefers walking and is regularly
enjoying the outdoors and fresh air.

Tony Allen FCMA
- Non-Executive Director

Tony has held senior positions in
industry, public sector and social
benefit organisations. A qualified
accountant, he has delivered finance
and IT strategies and raised significant
funds for private equity business and
social housing.

Managing partner for his consultancy
business and independent advisor to a
national membership organisation, he
brings a wide range of expertise to us
including risk management, audit and
governance.

Tony is a keen squash and 5-a-side
football player.

Mike Hobday
- Resources Director

Mike has over 15 years experience within the
non-profit sector and has been with Brio since
its formationin 201 1. Before this, he worked for
the Chester and District Sports and Recreation

Trust (CADSART).

He's a qualified accountant with vyears
of experience in many sectors
hospitality, working for
organisations and businesses, including hotels

and sporting venues.

including
large multi-sited

Clir Richard Beacham
- Non-Executive Director

ClIr Richard Beacham was invited to join

the board after being elected to serve
on the Borough council for the Newton
ward in Chester. He is the Vice Chair
of the Culture, Leisure and Wellbeing
policy and performance panel.

Richard currently runs his own web
design business but has worked for the
National Health Service in wellbeing
and higher education in the field of
equality research and practice.

In his spare time, Richard enjoys
swimming and hiking.

Elly McFahn
- Managing Director

Elly joined Brio as Managing Director
in 2011, with previous experience in
contracts, operations and managing
leisure sites. Starting as a Duty Manager
and progressing to Quality Manager,
she then moved to Cheshire and took
on a Centre Manager role. Before going
to Vale Royal Borough Council in a wider
capacity as Operations Manager for the
leisure unit.

In her spare time, Elly enjoys walking
her dog, skiing and travelling.

Mike lives in North Wales and enjoys running,

walking and cycling.
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Section 8c

Generational Segmentation
DIGITAL GROWTH THROUGH THE GENERATIONS

o of those aged over o of adults have
75 years use the never used the
o internet [ | 0 internet

0 Increase in over
o 75s usage since
2011

GEN ALPHA

0 -4 years
(Toddler)

)

oW

GEN ALPHA

5-14 years
(Junior)

A
|

Ranking for North

West for lowest
N o number of adults not
a

using the internet

- Research
PAYG Usage
- Cross-sell

Current Usage:
e Swimming Lessons
e Topsy Tumbles

- Research
PAYG Usage

- Engage now for our
future customers

Current Usage:
e Swimming Lessons
e Holiday Fun

- Develop video
expertise

- Enhance digital
skillset

Behaviour:

e Advertise via Facebook, Instagram & Snapchat
e Responds to email communication

- Respond faster to
enquiries
- Reward Loyalty

Behaviour:

e Advertise via Facebook, YouTube & Snapchat
* Responds to email (Better than Gen 2)

e Hipsters / Love the next big trend

GEN X

40 - 54 years
@ O

Reward
Loyalty

Behaviour:
e Advertise via Facebook and Twitter
e \ery responsive to emails

e Responds to newspapers and direct mail
BABY BOOMERS
SENTs - Answer phones!
- /o years - Reward Loyalty
o v
Behaviour:
] [ e Advertise via Facebook and newspapers
e Responds best to phonecalls

SILENT
GENERATION
Aged 80+
o

Behaviour:
e Advertise via newspapers and flyers
® * Responds to direct mail

- Increase print
advertising

- Earn trust




Section 8d

Management Structure

I Section 8e

Summary Annual Budget 2019/20

BUDGET TOTAL

2017/18 2018/19 2019/20 2011/20
MANAGING DIRECTOR £'000 £'000 £'000 £'000

Trading Income

Cost of Sales
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BUSINESS HR RESOURCES
DEVELOPMENT MANAGER MANAGER DIRECTOR Gross Profit
Employment Costs
OPERATIONS Administration Costs
MANAGER
Operational Costs
Utility Costs
Technical Costs
FACILITIES CATERING MARKETING HEALTH & SAFETY HEALTH AND
MANAGER MANAGER AND SALES CO-ORDINATOR / WELLBEING
MANAGER ENTERTAINMENT MANAGER
NGA MANAGER
wLC Total Expenditure
EPSV
NMC/RLC
NRC
CSC/FLC/MF

CWAC - Operating Fees

Trading Profit and Loss




K3 /brioleisure
Y @brioleisure
brioleisure.org

Designed and produced by Brio Leisure
Head Office: Northgate Arena,
Victoria Road, Chester, CH2 2AU
01244 377 086

June 2019



