
Review of Pool programme - thrive members’ survey 
outcomes   

What our customers told us 

What's working well 

The survey shows that swimming plays a significant role in supporting customers’ 
health and wellbeing and our users swim for: 

• Fitness (82.5%) 

• Physical health (56.9%) 

• Mental health and wellbeing (38.8%) 

Many also see swimming as a way to spend quality time with their 
families while helping children gain confidence in the water. 

Other areas performing strongly include: 

• Staff, who are widely praised for being friendly, supportive, and approachable 

• High levels of loyalty, with many users incorporating swimming into their regular 
weekly routines 

• Safety and accessibility, with:  

• 81% satisfied with safety measures 

• 90% stating that centres and pools are easy to access 

 Overall, customers view swimming as an important and valued part of their daily lives. 

Key challenges for members 

Users have stated they value swimming as part of their daily/weekly 
routine, however when asked if the pool programme met the user needs 59.8% said the 
programmes did and 40.2% said the programme did not.  

Users found the pool programmes had: 

• Insufficient availability of swimming sessions that fit working hours 

• Too much pool time allocated to clubs, lessons, and external groups 

• Not enough lane swimming sessions or lane capacity 

• General and family swim sessions too limited or overcrowded 



• Concerns around the cleanliness in changing rooms, showers and pool area 

•  Too cold pool water and air temperature. 

Pool programme surveys - what all of this feedback means for us  
Both users and non-users recognise swimming as important for fitness, health, and 
overall wellbeing. 

 The opportunity for us is to: 

• Improve the customer experience for current users 

• Remove key barriers that are preventing non-users from participating 

 This will involve addressing issues around access, availability, environment, and 
confidence, to ensure our pools are welcoming, inclusive, and accessible for all. 

 


