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1 general statement

North Lanarkshire Leisure Ltd wants to be known for being different, different in the way we treat our staff and 
different in the way we treat our customers.  To sustain business success the company has a core strategy aimed 
at integrating both our staff and business processes to ensure that we provide the highest standards possible. 
The Board of Directors, Chief Executive and members of the Management Team are committed to delivering 
service excellence and improving standards by adopting the following approaches;

Demonstrating our core values to customers, staff and key stakeholders

Creating a customer-focused culture within the company

Understanding that all staff play an active role in establishing a high level of customer 
service throughout the company

Establishing ownership and responsibility for staff’s actions

By placing greater focus on the front of house service delivery and reducing
the time spent on back of house systems and procedures and non-value adding work

Understanding the ‘Customer Journey’ and factors that influence customer’s choice 
and experience

Recruiting and training staff with the right attitude, knowledge, skill and confidence to deliver 
exceptional customer experience.

North Lanarkshire Leisure Ltd is committed to continually raising service standards and by doing so generate 
a competitive edge and encourage customer loyalty.   As part of this commitment, we will focus all our efforts 
to ensure service excellence continues to be a recognised company trade mark.  Furthermore, we believe that 
the ultimate responsibility for the day to day decisions relating to high quality customer service is the 
responsibility of all our employees.  Therefore, staff will be expected to identify, address and solve service quality 
issues as part of their day to day duties and by doing so demonstrate a clear and unequivocal commitment 
to service excellence.

Signed:  Jim Logue   Signed:  Blane Dodds 
Board of Directors:   Chief Executive:
14 December 2011   14 December 2011



2 organisation

This section details where accountability lies for the delivery of service excellence throughout North Lanarkshire 
Leisure.  (Please refer to Appendix 1 for the North Lanarkshire Leisure Service Excellence Organisation Chart).  

2.1 Board of Directors
The Board of Directors has ultimate responsibility for ensuring that:

It will provide strong and effective leadership
Through their actions demonstrate our company values
The objectives and actions set out in the company’s Service Excellence Strategy are 
delivered and their performance reviewed
Effective resources are in place for the achievement of both the policies and procedures relating to 
service excellence
There is an effective two way communication and engagement with employees, customers and 
stakeholders to help achieve service excellence     
It takes a keen interest and supports service excellence in all decision making for the company.

2.2 Chief Executive
The Chief Executive has responsibility for ensuring that:

Effective leadership is in place
Through his actions demonstrate our company values
Objectives and actions set out in the company’s Service Excellence Strategy are implemented 
The same importance and passion is afforded to service excellence as that of any legislative
requirement e.g. Health and Safety
Company policies and actions are reviewed as appropriate in order to establish continuing 
compliance with the company’s Service Excellence Strategy 
That service excellence is reported on within the company’s annual report.   

2.3 Senior Managers
Senior Managers will be responsible for the overall day to day leadership, direction and delivery of service 
excellence and will lead by example.  By demonstrating the necessary passion they will establish a culture 
of continuous improvement and ensure that it is embedded in to the day to day operations, service delivery 
and staff performance. Through their actions they will demonstrate our company values and be accountable 
for what they do. Senior Managers will support facility management by having a front of house presence 
within sites during peak times.

2.4 Area Managers and Section Managers  

Area Managers and Section Managers are accountable to their Senior Manager for implementing both the 
company’s Service Excellence Policy and Service Excellence Strategy and encouraging and assisting in the 
development of the North Lanarkshire Leisure Model for Service Excellence (See Appendix 4.2).  

Similar to their Senior Manager, they will be responsible for the overall day to day leadership, direction and 
management of service excellence and will lead by example by demonstrating the passion required to 
provide clear direction for staff.  This will range from mentoring staff to participating in the service delivery 
itself. They will continually review back of house systems and procedures aimed at freeing up time for 
staff to be more front of house.  Through their actions they will demonstrate our company values and 
be accountable for what they do.  This will be reinforced by Area Managers and Section Managers 
supporting facility management by having a front of house presence within sites during peak times and 
by knowing and understanding every detail involved in the ‘Customer Journey’ and experience that we are 
trying to deliver.  

2.5  Other Employees

All employees will ensure that:

They are fully conversant with both the company’s Service Excellence Policy and Service Excellence Strategy 
and co-operate with North Lanarkshire Leisure in meeting both documents aims and objectives, in line with 
meeting all targets, policies and strategies for the company.

Key to this is;
Understanding and walking the ‘Customer Journey’ regularly looking at the key elements, ensuring 
any areas that require improvement are addressed quickly
Always looking for opportunities to provide a quality service and delight our customers
Reflecting the company’s core values and service standards when carrying out their day to 
day duties  
Taking ownership for and pride in the services they provide and the role they perform.  
Being friendly and approachable in their customer care and informed and professional in their 
service delivery.

However, the company acknowledge that in addition to the above requirements, certain staff designations 
clearly have defined roles in relation to service delivery.  For example within Sport Operations the following 
standards would be expected;
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2.5.1 facilities/Facility Managers:  

Will be responsible for the overall day to day leadership within sites.  Leading by example they will 
demonstrate the passion required to provide clear direction for staff and empower them to deliver 
service excellence
They will meet the challenge of knowing the product and what ís expected by mapping out a 
detailed site specific customer journey plan
A significant amount of management time will be spent participating in service delivery and 
leading the team on the shop floor ensuring the focus of management time and resource is the 
front of house operation
Mentoring and coaching of staff to ensure the delivery of the ‘Customer Journey’
Focussing on looking for opportunities to provide a quality service and delight our customers 
they will demonstrate a proactive and professional image. 

2.5.2 Assistant Managers/Duty officers/Gym Managers/Supervisors
                          chargehands/senior leisure attendants:  

Engage with both the public and staff, leading by example and demonstrating the necessary passion
and high standards to others that ensures that excellence is embedded in to their day to day 
service delivery  
Meet the challenge of knowing the product and assist the Manager to map out a detailed site 
specific customer journey plan and ensure that they play their role in meeting its objectives   
The focus of management time and resource will be the front of house operation.  A significant 
amount of management time will be spent participating in service delivery and leading the team 
on the shop floor  
Focussing on looking for opportunities to provide a quality service and delight our customers they 
will demonstrate a proactive and professional image. 

 

2.5.3 Receptionists:  

Have a detailed knowledge of all products and services
To know and understand the ‘Customer Journey’ and the key role they have in delivering service 
excellence.  As the initial point of contact they will create a positive first impression
Focussing on looking for opportunities to provide a quality service and delight our customers 
they will demonstrate a proactive and professional image.

2.5.4 Leisure Attendants/ Catering Assistants/ Gym Instructors/Cleaners
             Creche Workers/Football Pavilion Attendants:  

Have a detailed knowledge of all products and services
To know and understand the ‘Customer Journey’ and the key role they have in delivering 
service excellence.  As the initial point of contact they will create a positive first impression
Focussing on looking for opportunities to provide a quality service and delight our customers they 
will demonstrate a proactive and professional image.

2.5.5 support Services/Engineering/Ground Maintenance Staff 

Be recognisable to customers through the wearing of a uniform and/or ID badge 
To know and understand the ‘Customer Journey’ 
Demonstrate an approachable and professional image whilst visiting our sports facilities. 

2.5.6 Quality and Service Improvement Manager

The Quality and Service Improvement Manager is responsible for co-ordinating, monitoring 
and reporting on the performance of the company’s Model for Service Excellence and ensuring the 
necessary policies and procedures are in place to achieve the actions detailed within.



3 arrangements

This section describes the processes and procedures that will be implemented by North Lanarkshire Leisure 
in order that the company’s aims and objectives for improving service excellence can be achieved.

3.1 Policy
To achieve and maintain service excellence, it will require the company to focus on best business practice 
aimed at increasing the value of the organisation for all its stakeholders, generating future competiveness
and leading to more effective use of resources.

The Service Excellence Policy is designed to support management’s commitment to service excellence and 
change the management model and philosophy.  Through the use of a corporate action plan the Quality and 
Service Improvement Manager will be accountable for ensuring staff buy in and that the agreed key outcomes 
are achieved. 

3.2 Systems and Procedures
Systems and procedures will be continually reviewed, developed, prioritised and reshaped in order to ensure 
that there is less back of house administration and more focus front of house.  This is aimed at adding value for 
both our customers and employees and by doing so put both at the heart of service delivery.  Support services 
have a major role to play in terms of planning and designing the processes required to free up time. 

3.3 Audit (Internal & External)
A service audit process that has customers and employees at its centre and links to the wider strategic 
objectives of the company will be developed.  These will include the following;

internal
Measuring and reporting on the performance of the ‘Customer Journey’ experience and assisting colleagues to 
both address problem areas and celebrate success.

The Quality and Service Improvement Manager introducing a comprehensive North Lanarkshire Leisure 
Mystery Shopper/Phone Call customer listening system that provides real time feedback on service delivery.

The Quality and Service Improvement Manager in conjunction with facility management organising 
or carry out regular audits and monitoring the effectiveness of the operating procedures and practices in place.

The Quality and Service Improvement Manager in conjunction with facility management will 
monitor the performance of the ‘How good is our culture and sport’ Quality Improvement Framework
(Using its self assessment scoring model).

External
In addition to the company’s Financial Accountants carrying out financial audits.  Draft an external framework 
based on the ‘How good is our culture and sport’. This will allow them to externally audit all or certain aspects 
of our sport and recreation provision. Sport Scotland will be encouraged to get involved. 

3.4  Standards
North Lanarkshire Leisure are committed to offering a professional, high quality service and will provide the 
appropriate level of support to all staff.   

Where necessary, our ‘Customer Journey’ will detail standards of performance which will provide clear 
guidance for staff as to what is expected.

We will measure performance against these agreed standards to identify when and where improvements can 
be made.    

3.5 Communication   
North Lanarkshire Leisure will introduce communication processes that involve listening to our customers 
(real time), employees and other key stakeholders. It is about having meaningful and ongoing conversations
with our customers using the insight we gain to improve the service we provide. As well as participating in front 
of house service delivery Managers will become coaches to employees, providing support, encouragement, 
assistance and motivation. An important aspect of this is to have clear lines of communication for all our 
employees which allows us to quickly identify and resolve issues which impact on service excellence.    

The Quality and Service Improvement Manager will actively monitor the effectiveness of the communication 
strands in place to ensure that we use the appropriate feedback to improve performance and create innovative 
solutions where relevant.  
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3.6 Building Capacity  
Development and training of employees is fundamental to the organisation’s approach to service excellence.  
A planned approach will ensure that training and development of staff and the attitudes and behaviours that 
are expected are linked to the service outcomes that are required to deliver what our customers want i.e. people 
have the right skills, knowledge and attitude to perform their work well. 

Through having a Leadership Programme in place North Lanarkshire Leisure will where appropriate do more 
than simply train staff, we will encourage greater leadership and ownership through creating opportunities for 
staff in key areas to gain experience in the application of the skills and knowledge they have received.  

More time will be spent on selecting and recruiting the right people with the type of personality and 
characteristics that support the delivery of great service. Staff will be specifically trained in respect of the service 
related aspects of the post, not just the technical demands of the job.

3.7 Monitoring, Reporting & Review 
North Lanarkshire Leisure will use reliable and accurate methods to measure customer satisfaction and staff 
feedback on a regular basis.  A robust monitoring, reporting and review process where individual and team 
accountabilities are established, performance is managed and areas for improvement are identified quickly and 
will be a main focus of the company.

In doing so, we will identify where we can improve our service delivery and the specific actions required to 
address problem areas.  Measuring our performance will also allow our employees to assess their own 
actions and identify where appropriate how they can improve and contribute to the overall framework for 
continuous improvement. 

Benchmarking performance against the hospitality industry whose hallmark is delivering high quality customer 
service will ensure that staff receive the training, guidance, and recognition they need to provide the level 
of service that consistently exceeds both their and our customer’s expectations.
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north lanarkshire leisure
model for service excellence
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