
CUSTOMER  
CHARTER



CUSTOMER CARE POLICY

OUR SERVICE

We will…
• Provide a range of accessible products, services and

programmes that meet our vision and your expectations in
a secure, safe, clean and friendly environment.

• Acknowledge when we get things wrong and work with you
to put them right.

OUR STAFF WILL...

• Respect all and make you feel welcome
• Provide prompt, personal, friendly, courteous and efficient

service and at all times remain professional.
• Strive to excel in providing excellent customer service

through continuous improvement.
• Actively seek your feedback on our services and products

to ensure they meet your needs.
• Ensure all team members are recognisable by wearing

uniform and name badges
• Endeavour to answer 80% of call within 60 seconds.
• Maintain our website (www.nlleisure.co.uk) with relevant

and up-to-date information that is easily understood and
accessible.

• Respond to enquiries and posts on our social media
platforms that encourages interaction and feedback.

OUR FACILITIES

We will…
• Provide facilities that are clean, well maintained and safe
• Ensure cleaning standards are maintained regardless to the

time of day.
• Keep the temperature of activity areas suitable for individual

sessions
• Ensure all equipment is fit for purpose

WE ASK OUR CUSTOMERS TO

• Respect our venues, team members and other users and
visitors.

• Use our services and products within the conditions and
guidelines that we apply.

• Enjoy your visit, tell your friends and tell us when we get it
right or wrong.

• Providing feedback in ways in which you think we could
improve.

YOU CAN CONTACT US

• In person at reception or speak to our Duty Management team
• Via our online ‘eComment’ feedback form on our website: 

www.nlleisure.co.uk/contactus
By telephone: 01236 341 952
By writing us a letter: 
BroadwoodHQ
1 Ardgoil Drive
Cumbernauld
G68 9NE

CUSTOMER CHARTER

North Lanarkshire Leisure 
is committed to providing 
exceptional facilities and 
services for everyone. We 
aim to provide a  
personalised customer 
service and value for 
money experience 
through the provision of a 
range of high quality sport 
and health improving 
activities.

OUR VISION AND VALUES
Our VISION is to provide exceptional customer service and 
value for money experience through the provision of a range of 
high quality Sport, Recreational and Health Improving activities.
We recognise the importance of having a set of Company Values, 
that aid us to see more clearly, the skills and behaviours, that 
all Team Members should be demonstrating and to challenge, 
where these standards are not met.

INTRODUCTION

Our Customer Charter 
states our commitment to 
provide you with quality 
services and to provide 
standards by which to 
measure our performance. 
It also provides our Team 
Members with clear 
standards and expectations 
to strive for a personalised 
service and to achieve the 
Company Vision and 
Values.

THESE CORE VALUES ARE:

COMMUNICATION We will provide information accurately,
clearly, timely and as intended.

ONE TEAM We will all work together towards our
vision and goals.

RESPECT
We will be open and honest in our 
dealings, involving listening to others, 
demonstrating respect to our customer, 
visitors, partners and each other.

EXCELLENCE We will take pride in the services we 
provide.  



THE JOURNEY

How we review 
your feedback

WE’D LOVE TO HEAR YOUR 
FEEDBACK
Let us know what you think of the services we 
provide.

Tell Us…

1 Which part(s) of your customer experience are you
commenting on?

2 Which activity area are you commenting on?

3 Would you say that you are making a;

a Complaint: An expression of grievance or resentment

b Compliment: An expression of satisfaction

c Comment/suggestion: An observation or idea for
consideration

4 What are you telling us?

5 Would you like someone to respond to your comment?

6 If Yes, how would you like to be contacted?

a Phone

b Email

What happens to your comments?

All of our customer complaints, compliments and comments/
suggestions are logged on to our ‘eComment’ portal and 
automatically sent to the most suitably qualified member of our 
team to deal with.

You can expect to hear from our team within 48 hours. If your 
points required further investigation or consideration a follow 
up contact will be made within 7 days.

THE FASTEST WAY TO RESOLUTION
In person to our team

Our venue teams are trained to help in the first instance. If your 
feedback is about something that can be resolved immediately, 
please let us know and we will get it sorted.

We respectfully ask that you do not engage in lengthy 
conversations with our lifeguards while watching the pool.

‘eComment’ Portal

Our ‘eComment’, customer feedback portal is used to collate all 
customer complaints, compliments, comments and suggestions. 
Visit www.nlleisure.co.uk/contact-us

Whatever method of feedback you choose we log it all within 
our ‘eComment’ portal. This ensures that customers are 
directed to the most suitably qualified member of staff as quickly 
as possible and also, we can keep an accurate and up to date 
trend of where and when we get things wrong, and how we can 
get it better.

YOU CAN CHOOSE TO CONTACT US 
BY
Online: eComment

Our customer will be encouraged and directed to our 
‘eComment’ online customer feedback portal in the first 
instance. All customer feedback and comments are logged on 
to our ‘eComment’ portal and automatically sent to the most 
suitably qualified member of our team to deal with.

Telephone

We receive a high volume of calls each day and one of our 
team will answer your call as quickly as possible. Every effort 
will be made to answer 80% of calls within 60 seconds. We will 
log your feedback onto the ‘eComment’ portal.

Social Media

The majority of customers choose to feedback through our 
social media channels, these consist of Facebook,Twitter & 
Instagram.  We receive a high volume of feedback every day via 
these channels. Our team will aim to respond within 1 hour 
during normal working hours and within 8 hours for out of 
hours. Customers will receive a response, redirecting customers 
to our ‘eComment’ portal. 

Letter or email

You can always write us a letter.  Please        take     into    accoun t   that 
we can only respond once this has been received and added 
to our ‘eComment’ portal.

Customer Comment Card

Based on customer behaviour and preferences, North 
Lanarkshire Leisure no longer operates a Comment Card 
system

Start
Tell us whats going on

www.nlleisure.co.uk/contact-us

2
All feedback is logged 

onto eComment portal and 
we aim to reply within 48 

hours

3
If we are unable to
resolve immediatly,
we aim to offer full

resolution within 7 days

4
If you are not

satisfied with the 
outcome of this 

feedback you can 
escalate your comment 

to the Area Manager 
who will aim to resolve 
to satisfaction within 28 

days

5
You will be invited in 
to meet a member of 

the senior management 
team to review your 
concerns. We aim to 

resolve within 35 days 
from your original 

complaint.

6
If you are not fully

satified with the way in 
which your concerns have 

been reviewed all feedback 
will be sent to the NL Leisure 
corporate managment team 

 (CMT) Feedback may
take upto 60 days

7
If you feel that your

concerns have not been
resolved, the CMT will

foward your comments to
the North Lanarkshire 

Leisure's Board



We would like to understand our customers, 
improve customer service to increase 
customer satisfaction and loyalty. Our 
‘Five-Senses’ process includes tools that 
identify what’s important to our customers, 
understand how they want services 
delivered, and measure and monitor whether 
they are meeting their needs.

‘IT’S YOUR CUSTOMER’
Getting the Right Answer First Time…

Getting the answer right first time is important for both 
customers and also NL Leisure. The strength of our approach 
is that all enquiries made to any member of our Team, either 
by phone, in person or online, will be answered by your first 
point of contact.

Every member of our Team will take responsibility for the 
customer’s enquiry and when practical, will not forward the 
enquiry onto someone else. Our Team members will assist 
every customer to find a resolution in an efficient manner. 
Where necessary, the team member may have to get back to the 
customer promptly while they find out the correct outcome.

If the customer’s enquiry necessitates the involvement of 
another Team member or Department, then the initial Team 
member will take responsibility to ensure that the customer 
is appropriately transferred with the receiving member of 
staff briefed on the customer’s enquiry.

*Due to the safety of swimming pool users, customers are required
not to distract our Pool Lifeguards whose attention should be on the 
Health, Safety and well-being of our Swimming Pool customers. 

The aim of the 
North Lanarkshire 
Leisure mystery 
programme is 
to provide a real 
term measure 
of the customer 
experience journey 
and to ensure that 
our own service 
standards and 
quality of service 
are being delivered 
consistently to all of 
our customers. 
Customer feedback 
is about expectation, 
experience and 
perception whilst 
our mystery visit 
programme is 
about observation 
and measuring 
service against our 
standards. 

Our Customer 
Research 
Programme allows 
customers to value 
their experience and 
score and comment 
on all areas, services 
and facilities. We 
offer customers 
the opportunity to 
complete online 
general customer 
satisfaction 
questionnaires or 
service specific 
questionnaires 
including:
o Learn to Swim

Programme
o Sports

Development 
Programme

o Customer
Satisfaction 
Surveys

These results 
are monitored 
and measure and 
used to improve 
our customers 
experience. 

Our ‘eComment’ 
system is an 
online customer 
relationship 
management tool 
for feedback, 
compliments and 
comments or 
suggestions.  All 
customer feedback 
and comments are 
logged on to our 
‘eComment’ portal 
and automatically 
sent to the most 
suitably qualified 
member of our 
team to deal with. 
Customer feedback 
is important to 
us and will be 
used to ensure 
quality customers 
service and service 
improvement.

A Net Promoter 
Score is obtained 
via our satisfaction 
survey with only 
one question ‘how 
likely is it that you 
would recommend 
our company to a 
friend or colleague? 
Customer’s 
responses – rated 
from 0 to 10 which 
places them in one 
of three groups. 
‘Promoters’ rate 
the company nine 
or ten, ‘Passives’ 
seven to eight and 
‘Detractors’ zero to 
six. The percentage 
of Detractors is 
then subtracted 
from the percentage 
of Promoters to 
obtain the NPS. 

In pursuing better 
customer service, 
NL Leisure will keep 
sight of the scope 
and pace of change 
across our whole 
range of services 
to customers. Our 
Self-Assessment 
Audits along with 
external Audits 
and Benchmarking 
programming 
pushes us to review 
ourselves relative to 
other organisations 
and service 
providers within 
our industry. NL 
Leisure aims to be 
an industry leader 
and not just a best 
version of itself. 



ACCESS
North Lanarkshire Leisure ensures that all the facilities and 
services managed are accessible to all. Disability access audits 
are completed to ensure auxiliary provisions are available for 
our users.

Parking

There are disabled parking spaces close to the front of our 
venues and have ramped entrances for customers with mobility 
difficulties. There are parent & child spaces also located close to 
the front entrance at most centres.

Information

Providing information to enable people with or without disability 
to make real and informed choices about them.

Making published information available by request in appropriate 
formats (e.g. large print, audio tape, computer disc and Braille), 
We accept and respond to correspondence in these formats. 

Keeping abreast of assistive technologies and introducing the use 
of new ones as appropriate.

Assistance

Lift access is available to the first floor of the buildings.

Changing

All sites have ample changing spaces available for all users. There 
are also specialised changing and toilet facilities available for 
users with mobility restrictions.

Specialist swimming pool hoists are available across all our 
Swimming Pools to enable wheelchair users to enter the pool 
with limited assistance.

North Lanarkshire Leisure has an Equality Policy and plan to ensure our operations 
are fully compliant with the Equality Act 2010. If you have any questions about the 
accessibility of our building please call us now.

YOUR PRIVACY
NL Leisure is committed to ensuring your privacy is taken 
seriously. Please find our Privacy Policy on our website at 
https://www.nlleisure.co.uk/legal/privacy




