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Section 1

Foreword
Chairman’s Report
At this point in the year it is useful to review
how Brio has performed against the Vision we
set for the company when our new fifteen-year
contract with Cheshire West and Chester Council
started in late 2015. Once again I am pleased to
report that we have made significant progress
against a number of our goals. However,
more challenging market conditions and the
deteriorating state of some of our facilities
mean that we have not been able to maintain
the growth in income we have seen in previous
years.

Although facilities are important, Brio is just as much a ‘people
business’. Our Vision commits us to offering the highest standard
of customer service so the past year has seen substantial
investment in staff training. It is no coincidence that the period
also saw Brio achieving very high scores in the industry-wide
Quest quality assessment scheme. The testimonials in this
report give further evidence of our staff’s commitment and
enthusiasm.

Our Vison for Brio means that we must be much more than
just managers of the eleven sites within our portfolio. In part
this means taking our offering into the community, often
working with partner organisations. There have been many
such initiatives over the past year but I would pick out our new
Starting Well contract with Cheshire and Wirral Partnership, and
growth in our programme with Macmillan Cancer Support. More
generally, health and wellbeing initiatives have continued to
form an increasingly important aspect of our services.

Whilst this report shows the substantial progress we have
achieved over the past year, as a Board we also recognise
the significant challenges Brio faces. These include growing
competition, particularly at the budget end of the market, and
continued deterioration in the fabric of our older facilities,
not least Northgate Arena. We are reporting a £245k loss for
2017/18, against trading income of £11.2m, and the issues we
face have the potential to impose growing financial pressure
on the business. The Board are actively taking steps to address
these concerns and I will no doubt return to the topic in next
year’s review.

It is vital to us that Brio has something to offer everyone in
the borough. Both our physical activity and entertainment
programmes are designed to have wide appeal. Every
demographic is important to us and I am proud that almost a
quarter of our regular users are under eighteen, and that over
30% come from more deprived wards in the borough. Almost
three million people came through our doors last year, slightly
down on the previous year, but entertainment visitor numbers
have shown gratifying increases.
Offering high-class facilities forms part of our Vision and the
year saw temporary closure of our site at Neston (which, of
course, contributed to our overall lower sales revenue for the
year) to enable radical redevelopment of this tired facility. It is
not too much of a spoiler for my next report to say the revamped
site has been very well received. The year also saw successful
further investment into our Winsford site and progress made
in planning an exciting transformation of our ageing flagship,
Northgate Arena.

4

One of our most ambitious goals was to be recognised as an
exemplar leisure organisation in the country. It was gratifying,
then, to be notified earlier this year that Brio has been selected
for recognition in the Parliamentary Review, an annual event
at the highest level which aims to share best practice amongst
senior policy makers and business leaders.

Despite the challenges we face there is no doubt
that Brio has continued to make substantial
progress on many fronts over the past year and
that we are inspired by our Vision to continue to
strive to provide the best possible service to the
borough’s residents.
ANTHONY ANNAKIN-SMITH, CHAIRMAN
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Section 1

Foreword cont.
Managing Director’s Report
Welcome to Brio Leisure’s 2017/18 annual report,
this highlights the progress of our journey to achieve
impactful health and wellbeing outcomes for our
customers. We’ve seen the final year of delivery
for our first public health contract, the success of
which has led to the delivery of a further refined
programme, and building upon our knowledge base
to date. Our partnership with the University of
Chester has enabled analysis of this, and helped
shape future service provision at a lower cost, whilst
still supporting those in the community who need it
most.
Ongoing progress has been made in taking forward proposals
for investment into a number of our built assets, many of which
we inherited in poor condition. Sites have had significant
investments, including spin and fitness improvements as well as
a new Brio Bites café and Changing Places provision to Winsford.
Meanwhile, Neston has seen the inclusion of a 60-station gym,
new spin studio, fitness studio, community room and a complete
overhaul of the swimming pool changing rooms. The business
case for the development of Northgate Arena has progressed to
pre-planning stages, with the RIBA Plan of Work Stage 2 (Concept
and Design) works commissioned, and the final investment
proposal will be established in the 2018/19 financial year.
Our delivery of the Swim Local Pilot, funded through Sport
England, has seen real innovation in the marketing approach
to promoting swimming. This approach has been recognised as
best practice within the project amongst 12 other participating
authorities and operators. This work included 3D imagery
on pavements, videography and animation work, together
with diving scenes on local park-and-ride buses. All learning
outcomes of the project will be comprehensively analysed
nationally to demonstrate what works to enable others to raise
swimming activity across England.
Partner collaboration remains critical to our offer and working
with local businesses and the third sector enables us to innovate
and deliver joined-up programmes where customers want these
most. Our collaboration with Cheshire and Wirral Partnership
(CWP) to deliver Starting Well, a new and merged model to
support children’s development from 0-19 years, has seen the
production of exciting and engaging marketing literature, and
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leisure solutions for families with obese children. We’ve also
continued to expand our partnership with Macmillan, now rolling
out a second phase which sees community engagement and
signposting to activities once customers have left hospital, and
where relevant, accessing volunteer support to rebuild lives.
We continue to reach 23% of our community who access a Brio
product, but we know this number is in fact higher, based on
those customers whose data we don’t yet capture. We can also
demonstrate that 40% of customers receiving interventions
such as smoking and weight management and who trial our
leisure offer, then go on to join up as longer-term customers.
This shows how, through a non-medical delivery, there are wider
benefits to the individual than just the intervention itself.
Customer satisfaction remains high, and those in receipt of
interventions rate Brio for improved wellbeing. Regular users
have shared very positive testimonials whereby they have
turned their lives around, with some powerful and inspiring
words relating to overcoming barriers such as mental health and
poverty.
Not everything is straightforward – some of our buildings remain
a significant challenge due to a lack of investment, but working
closely with our shareholder, Cheshire West and Chester
Council, we continue to seek solutions to upgrade, refresh and
collaborate on delivery. We have exciting times ahead in the
journey to refurbish our biggest asset, Northgate Arena, and
which has been long awaited.
Our mission statement ‘Fitness, fun and health at the heart of
life’ remains the ethos behind everything we provide and deliver.
This transitions across everything we do, whether that be
leisure, health or entertainment. Our entertainment programme
has grown significantly seeing more than 163,000 people visit
shows and events, with children’s performances delivering local
and affordable family solutions.
We are proud to have been selected to feature in the 2017/18
Parliamentary Review, showcasing exemplar organisations
delivering innovation and leadership in their approach. But this
is just a part of our ethos to continually improve and understand
our communities better by finding solutions to improve lives and
the wider wellbeing of our borough.

ELLY McFAHN, MANAGING DIRECTOR
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Section 2

Review of the Year
Brio’s third year of contract performance since 2015 has seen significant achievements in approving and delivering investment
plans that improve and overcome historic challenges within our ageing asset portfolio. Our contract acquisition regarding health
and wellbeing services has also expanded and enabled us to devise specific services and activities which reach new groups, from
pre-school through to our elderly borough residents.

Energising our community (WIND)
We have delivered more than 64 external awareness training sessions to a range
of health professionals regarding our Integrated Wellness packages, extending
the messages and product content across many partners including GP practices;

Our annual Business Action Plan outlines the steps to achieving our broader strategic aims. Previously, our Action Plans consistently
related to our business pillars, but this year we have re-shaped the pillars into four Brio Elements - a simpler, more relatable way to
communicate our ambitions. Over the course of the year we have achieved the following:

Securing £220k new funding to deliver a Falls Prevention programme targeted
at our older community in extra-care housing;
Securing funding to deliver neurotherapy solutions for those living with longterm neurological conditions;

Creating customer happiness (FIRE)

Initial delivery phase for Starting Well in partnership with Cheshire and Wirral
Partnership (CWP), focusing on taking activities into schools and children’s
centres to support tackling childhood obesity;

Entertainment and cultural bookings have risen to achieve 10,000 more cultural visits
than the contractual target set at 163,000, and now with even more shows, all aligned to
customer demand;

Collaboration with the Poverty Truth Commission (PTC), and roll-out of a mystery
visit programme to glean feedback from those with predecessor journeys of
poverty. The feedback from our mystery visitors will be used to improve Brio
services, but also as ideas to enable other key service providers to learn, shape
and change their own customer service provision;

Quest* Achievement of a ‘good’ and ‘very good’ scoring overall for the first 2-day
assessments at Ellesmere Port Sports Village and Winsford Lifestyle Centre;
Scores of ‘excellent’ for the selected Quest modules on ‘Health and Wellbeing’, ‘Community
Outcomes’, and ‘Team and Skills Development’, which is the highest achievable score;

Taking a key role in a number of strategic partnerships involving poverty, mental
health and sexual health has resulted in changes to service delivery around the
customer journey, and the production of customer testimonials to inspire others;

Explorative works and pre-construction RIBA stages agreed for the Northgate Arena
investment programme to substantially enhance customer experience;
£2.2m capital delivery completed at Neston Recreation Centre on time and to budget for its
opening in April 2018;
Winsford Lifestyle Centre catering refurbishment and Changing Places installation completed.

CREATING
CUSTOMER
HAPPINESS

ENERGISING
OUR
COMMUNITY

Growing our company (EARTH)

IMPROVING
THEIR
JOURNEY

Brio has continued to work with Cheshire West and Chester Council on its Stonewall Workplace
Equality Index** application and is now ranked by Stonewall as one of the top 100 employers
nationally;
The first tranche of our University of Chester research project has evidenced the uptake of
activity aligned to postcodes and enabled us to focus our new public health contract to make
best use of resources;
Our Board has developed a three-year financial plan;
A new Staff Survey was undertaken, with positive feedback around Brio’s values and
understanding of the purpose of delivering great customer service;

Improving their journey (WATER)
Delivery of Swim Pilot across four of our pools, with testimonials of ‘customer
journeys’ produced showcasing those on difficult journeys overcoming barriers,
and inspiring others;
Our catering offer has been branded ‘Brio Bites’, and the Costa brand introduced
across hub sites, enhancing the range of food and beverage choices;
Analysis of our concessionary services, through customer surveys, has provided
real insight into barriers to participation, and enabled some revisions to services,
with others still in development with end-users, so that we get it absolutely
right;

New funding bids including for falls prevention and neurotherapy were successful, which will
enable those living with long-term conditions and in social isolation to benefit;

More than 35 volunteer ‘Community Connectors’ are supporting those with
cancer journeys to access support and undertake activity;

Cyber Essential accreditation achieved, in preparation for GDPR, improving system security;

More than 250 brief drug, alcohol and sexual health interventions have been
provided to customers in receipt of Brio activities;

Our workforce investment has seen the conclusion of our IMPACT training programme, and the
roll-out of +VIBES to our whole workforce;
Brio has been selected to showcase its model in the Parliamentary Review (by the Department
for Digital, Culture, Media and Sport) for 2017/18, which will be published in September 2018.
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GROWING
OUR
COMPANY

Delivering more than 10,000 health interventions to help enable members of
our community to stop smoking, lose weight and access physical activity as part
of our Integrated Wellness offer.

*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 and leisure development.

Roll out of Macmillan Phase 2 programme, supporting those who have suffered
cancer back into community life following on from hospital treatment, and
helping them to use the wider Macmillan offer of volunteer support, or
participation in a range of short, led walks.

**Stonewall established a Workplace Equality Index which helps employers establish a supportive workplace
supportive for their lesbian, gay, bisexual and transgender staff.
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Section 3

Governance
Our Board has seen the departure of our Vice Chair, Professor
Sarah Andrew. Sarah’s expertise and educational background
saw the formation of a strong partnership for research and
social value analysis with the University of Chester. Sarah’s
position as Vice Chair has been replaced by David Woods. Our
Board vacancy was filled in December with Dr Jane Wilkinson,
who carries a wealth of experience in women’s health. Her
knowledge will heavily support our continued journey into the
delivery of health and wellbeing solutions to develop pathways
between medical interventions transitioning into community
settings.
Key decisions took place on the final investment into Neston
Recreation Centre and the project is now complete. Our Board
also approved the pre-construction budget for work at Northgate
Arena, and a revised business case, in light of the time duration
since the initial concept was established.
A detailed Health and Safety governance action plan was
created and a Board Champion appointed to ensure continued
review at a strategic level. This has been further supported
by improvements to tracking and managing company risk, and
which enables us to plan effectively with our shareholder.

A number of legal contractual changes have been made
with Cheshire West and Chester, including:
•

Change to Schedule 2 of Brio’s contract, resulting in a
reduced management fee;

•

Local Living Wage provided to casual as well as contractual
staff;

•

Adjustment to the contract Performance Management
Framework;

•

Full closure of Neston Recreation Centre to conclude the
refurbishment investment;

•

Revision of the Sport and Activity Plan to a Health and
Wellbeing Plan.

With regard to gender diversity, the Board of Directors is made
up of three female and six male directors. There are two
non-executive female directors, and five non-executive male
directors. There is one female executive director and one male
executive director. All NED Board members are paid the same
pro-rata amount for their commitments. The Board Chair is
employed to work 1 day per week and all other NEDs are paid
for 2 days per month.
Our Gender Pay Gap report is now available for the public to view
directly from our website too.

www.brioleisure.org
Section 4

Risk Management
Our Company Risk Plan outlines 10 strategic and 15 operational
risks which are allocated to committees and reviewed at each
meeting. Risks that are assessed as a ‘red’ RAG rating are
escalated to the Board for full review.
Our Risk Plan continues to be externally reviewed by specialist
leisure consultancy agencies to ensure we continue to apply
best practice.
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Key areas of risk remain, including the condition of some of
our assets, assets operating at deficit, retention of short-term
contracts, our pension scheme costs, major equipment failure
in ageing assets, and our ability to deliver much needed capital
investment programmes in partnership with our shareholder and
landlord.

www.brioleisure.org
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Section 5

Our Partners
We work extensively with partners across the borough to
ensure we’re always delivering the service our customers
need. Partnerships are critical to our strategic and dayto-day working, and these collaborative efforts involve
signposting, co-locating and sharing information so our
customers always get the best experience possible.
This year has seen the delivery of sessions to 67 groups against
a target of 36, including Brightlife, Weaver Vale Housing,
Leighton Hospital, Building Futures and Ellesmere Port Hospital.
In addition, we have promoted the service direct to 56 key
target user groups across Cheshire West and Chester against a
target of 40; these include West Cheshire College, Unity Centre,
Chester Pride and Winsford Wellbeing Week.

•

The Brio and Macmillan partnership has grown since its
creation, with 2 new Macmillan Community Wellbeing
Navigators coming on-board to support the launch of the
eHNA (electronic Holistic Needs Assessment) project for
people who have been diagnosed with cancer in West
Cheshire. They will be administering the holistic needs
assessments through public libraries; creating care plans for
the users and signposting them to community services. An
ambassador scheme is rolling out to increase the referrals
from other community agencies such as Age UK.

•

We’ve continued our partnership with Sport England on the
Swim Local pilot to encourage the nation to swim. We’ve
completed several tasks we outlined last year, including
videos and animation creation and other new marketing
content to attract customers. We also added new sessions
to our timetables to promote swimming as an affordable
and accessible activity for families, and we appointed Swim
Champions to offer poolside assistance to swimmers.

•

We partnered with the University of Chester in order to
update our 75+ membership. Thanks to their research we
were able to make informed changes that will ensure the
membership helps those that need it most.

The Cheshire Change Hub has created links with a variety of
different organisations throughout the last 12 months in order
to target hard to reach groups within the borough, including:
•
•
•
•
•
•

Cheshire & Wirral Partnership (CWP)
Cheshire Centre for Independent Living (CCIL)
The Neuro Therapy Centre (Walton and Saltney)
Chester Aid to The Homeless (CATH)
Winsford and Northwich Workzones
West Cheshire Maternity Network

Brio is involved at a strategic level in the ‘Building Brighter
Futures’ steering group project based in Ellesmere Port. This
aims to tackle poverty across the town via a multi-agency
approach. Brio has been involved in the borough-wide Eat Well,
Be Active and Falls Prevention strategies.
As well as those mentioned above, here is a sample of
some of the collaborations we have created or developed
further:
•

•
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After successfully bidding with CWP for the Starting Well
contract, to support young people aged 0-19 years, we
created a new, modern brand for the service including logo
and visual assets to ensure the service appealed to its
target demographic whilst supplying the contact team with
the right communication materials to professionally roll out
the new brand.
In partnership with Macmillan, we launched the Team Up
initiative in Chester, resulting in a very successful opening
event at Storyhouse and a number of people volunteering
their time. New health walks have been added and
relaunched too.

Brio Bites has entered an exciting new partnership with Costa
Coffee, which is now sold in our hub centres along with several
other new products, vastly improving the service we offer our
customers. We have seen initial successes at all four hub sites
since launching Costa, with Ellesmere Port Sports Village being
the highest performer.
In just its first 3 months of launching at Ellesmere Port Sports
Village, sales of coffee were up by 25% backed up with lots
of positive customer feedback. Due to the increase in price
for a higher quality product, income rose by 81% delivering a
staggering £3.5k of additional income.
Listening to customer feedback, we established a new demand
from our early morning visitors and operational hours were
increased to open from 7am each day. Not only have we hit the
morning coffee market, our sales have increased for ‘grab and
go’ lunch purchases that have enabled Brio Bites to compete
with nearby options at Cheshire Oaks.
The ‘grab and go’ demand has also increased across the whole
day with fewer people choosing to eat-in, but more people
enjoying the wide choice of options that are now packaged to
take-away. The introduction of protein products has also been
widely welcomed and is available from the smaller sites without
a full café offering.
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Section 6

Community Health and Wellbeing
Brio’s final year of the Health and Wellbeing contract
delivery has seen an ongoing continued rise by more
than a third against the previous year. Since April 2015,
Cheshire Change Hub has supported 20,835 residents to
either lose weight, exercise safely or stop smoking. This
service provides direct support to those who need it most
in our deprived communities. The service saw 9,000
residents entering a service in 2017/18 – a 31% increase
on 2016/17.
Cheshire Change Hub is committed to reducing the health
inequalities faced by those living in the 40% most deprived
Lower Super Output Area (LSOA) in Cheshire West and Chester.
During the year April 2017–March 2018 we have seen 3,651
people enter a service from our LSOAs versus a target of 2,000.

The evidence base is being continually assessed through our
partnership with the University of Chester, and we strive to
find new and cost-effective ways of working for the future.
Consequently, a new contract has been under collaborative
development to ensure these services are sustained with
effective pathways between health and leisure professionals,
embedded to create best value and customer-focused outcomes,
which will commence from April 2018.
Each year, our involvement with our communities strengthens
and increases, and we support and get involved in a wide range
of events and activities, enabling organisations to increase and
improve awareness of our offer. Over the last year we have
achieved the following:

Become a named Partner with CWP (Cheshire & Wirral
Partnership) in the delivery of the Starting Well (previously
known as 0–19) contract;

Conducted a Holistic Needs Assessment and Wellbeing
Assessment with any resident entering a service, and
signposting them to further support services where applicable;

Ensured all new parents registered with a children’s centre
receive a free family swim enabling them to introduce their child
to a pool environment, assisting with their coordination skills,
confidence and brain development;

Delivered 67 training sessions to professionals across Cheshire
West and Chester;

As part of the National Child Measurement Programme, children
are identified as being near or above the target weight for their
age. We have worked with CWP to engage with these families
and encourage the whole family to undertake physical activity
via the use of free swim and racquet passes;
Continued roll out of Buggy Burn & Firm for parents and children
in association with children’s centres in Ellesmere Port, Winsford,
Northwich and Blacon;
Delivered early-level interventions for residents with types 1
and 2 Diabetes, Hypertension, Osteoporosis, Poor Mental Health,
Familial Hypercholesterolaemia, Weight Management needs and
a Smoking Cessation service;
Supported a number of health and wellbeing education sessions
across Cheshire including; Festival of Learning, Libraries
Wellbeing Week, Healthy Happy Neston, Upton Pavilion Fun Day
and Workplace Wellbeing Days to staff at Airbus and Tata Steel;

Delivered brief interventions 3 times in relation to sexual
health, 241 in relation to alcohol and 1,118 in relation to drugs/
substance misuse;
Staff training to enhance support around safeguarding, Team
Around the Family* and Resilience. The team have recently
completed Mental Health First Aid training in May 2018;
Delivered 56 education and awareness sessions to key target
population groups;
Enabled 924 residents successfully to quit smoking;
Enabled 61% of weight management customers to achieve at
least 5% weight loss, with more than 24% of these participating
in exercise at least three times per week (or 150 minutes as per
N.I.C.E guidelines);
Website traffic has increased with site users rising from 7,683 to
10,708 against the previous year, with 79% of users being new
visitors.

Offered free access to exercise for residents with a poor mental
health diagnosis;
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*The Team Around the Family (TAF) is our approach to conducting an assessment of a family’s additional needs (including the needs of the children)
and deciding how those needs should be met.
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Section 7

Outreach and Awareness
Every year, our centre staff attend a wide array
of events around the community. These include
everything, from open days to fetes and more, and
we always bring our signature mascot, Brio Bear,
along for the trip too. He engages with the crowd and
ensures people know who we are and what we do.

Specific event highlights this year include:
•

West Cheshire College and University Open Days

•

Chester Santa Dash

•

Whitby Firework Show

We also expanded with more events inside of our centres too,
including new timetable and fitness class launches, fitness
seminars, and gym challenges to engage our existing customers.

•

Sport in the Port

•

Lache Family Fun Day

•

Christmas Light Switch-ons

Thanks to our new Events Marketing Assistant, the Brio
Entertainment sub-brand has its own dedicated outreach events
too, including leaflet drops and awareness events, internally
written and published press releases, as well as cross-promoting
leisure services and even appearing live on local radio stations
in Chester and Northwich.

•

Winsford Wellbeing Week

•

Macmillan Open Days and Coffee Mornings

•

Corporate outreach involving promoting our services at
business throughout the borough, such as Cheshire West
and Chester Roadshows, Barclays, Aldi, Airbus, and Tata
Steel.
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Section 8

Customer Feedback
Customer feedback is one of the most important tools we have
for improving our service. We love to hear what they think of us,
whether that’s good or bad, and we use their feedback to shape
new activities and make improvements across the business.
We gather feedback through our website, social media channels
and in-centre collection methods too.
Throughout the year the Cheshire Change Hub has received a
large amount of positive feedback from users.
Rachel, from Ellesmere Port, was referred with poor mental
health and enrolled on a fitness programme with us, which she
believes has saved her life.
“I’m amazed how going to the gym has improved both my mental
and physical state. It’s given me a new lease of life and has
completely changed my outlook for the future. My husband has
also been inspired to come along and he’s loving it.”
Rachel, a wheelchair user, praised staff who “are so experienced
in assisting wheelchair users and they have an attitude which
encourages you to focus on what you can do, rather than what
you can’t!”
This year’s customer satisfaction survey has highlighted the
positive effect that the service has had on residents with
approximately 95% of our customers willing to recommend Brio
to friends.

Cheshire Change Hub monitors customer satisfaction levels
following every intervention. In the first 12 weeks of accessing
services, this evidenced 88% of those aged under 75 years
and 69% of those aged over 75 years reporting an increase in
wellbeing. That’s a significant number of happier, healthier
people across Cheshire West and Chester. Another key outcome
came from Jane, a service user at EPSV, who had this to say:
“I am just writing this little note to thank you all at the Cheshire
Change Hub for the opportunity to increase my fitness after
suffering illness that has spanned 8 years. First, I had diverticulitis
which lead to me having a colostomy and a subsequent reversal
within 12 months, two laparotomies resulted in hernias and no
core strength due to the abdominal muscles being shot! I then
contracted polymyalgia rheumatica which rendered me totally
helpless, unable to perform the most basic of self-care.
12 Weeks plus have gone by and I am now using my tokens, at
first it was really hard going but I kept to my promise to attend
the gym 3 times a week, what a difference! I am so much better,
not hobbling and my mobility is improving. I am totally indebted to
you all for the encouragement, and friendly environment at Brio
Ellesmere Port Sports Village. Today I attended my Rheumatology
Clinic and was discharged, my Consultant was very pleased with
my progress. Thank you all once again from the bottom of my
heart, you really have made a difference to my quality of life,
my family and friends have all remarked how well I look and my
outlook on life has improved so much, it’s a brilliant feeling.”

And here are just a few snapshot comments of the
positive feedback on our services:

“Hi, I’ve had a free 7-day
pass; it’s been three days
since I started using it and I
absolutely love it. I’ve used
the gym, swimming pools
and sauna, and it’s brilliant
value for money. I’ll be
joining! The staff are all so
lovely, nothing is too much
trouble for them to help
you with.”

“I take my 2-year old
daughter to EPSV and
whenever she talks to the
staff on reception, they’re
always really kind and start
a conversation with her. It
puts a smile on both our
faces, and I’d like to thank
the staff for taking the time
to talk to her”

“Had a lovely time at the
panto, so many laughs for
the adults as well as the
kids. The wine for £5 was a
nice surprise too! We will be
booking for Cinderella for
Christmas 2018.”

Neston Recreation Centre also re-opened this year after a period of closure while the centre was refurbished
with several improvements introduced. The feedback from customers has been overwhelmingly positive, with
customers responding well to the longer opening hours and hugely improved facilities. Comments include:

“We had a swimming party
here today. The staff were
extremely helpful and the
lifeguards were very good.
Great venue for a party and
the children had a great
time.”
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“Not used the gym yet or
the pool but have done spin
and virtual spin classes.
All the staff are friendly
and helpful, everywhere is
very clean and the prices of
membership for what’s
on offer is an absolute
bargain.”
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Here is a snapshot of all the successes
we’ve had in 2017/18:
Section 9

Research and Intelligence

12,000
NEW MEMBERS

This year has seen our whole business work towards a better
understanding of performance, promotion, competition, and
opportunities within our market. We have created a monthly
schedule of analysis whereby a rotational in-depth review of our
customer satisfaction levels, service and branding performance,
and cancellation feedback are shared with the whole business.
This is utilised to inform and inspire our workforce to make
positive changes to our service delivery and product offering.
A thorough competitor analysis is carried out twice a year to ensure
our product range, timetable, and pricing remain competitive.
This has recently been extended to not only include our local
competition, but also further beyond the borough boundaries, as
well as considering indirect competitor threats.
Our partnership continues with the University of Chester and
following the analysis of our 75+ Membership, we were able
to understand our users’ behaviour and affordability better and
ensure an improved service could be offered to these active
users when the free membership came to an end in April. The
forthcoming year will allow us to understand further how we
can measure our social value delivery to the wellbeing of our
community.
Analysis of our Integrated Wellness delivery in the last 12
months has provided valuable insight into wellbeing outcomes.
The service saw 9,000 residents enter in 2017/18, a huge 31%
increase on 2016/17.
We had similar successes in other arms of the service too,
including seeing 2,851 residents through our Exercise on Referral
programme, and a further 924 through the Smoking Cessation
service. 61% of residents on the Weight Management pathway
achieved at least 5% weight loss.

Integrated Wellness
Achievements

88%
Wellbeing
Increase

69%

Wellbeing
Increase

9,000
Customers

66%
36%
OVER

compared

8%

of members
knew about

of members
knew about

14%

50 offering
more businesses

Activating

1,685

MORE

FITNESS
100 CLASSES
MORE
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4%

to last year

32%
EMPLOYEES

22%
21

Section 10

Overview of Technological and
Website Developments
A number of ICT systems have been under development, improved or added, including:
Cyber Essentials Plus Accreditation was achieved in December
2017.

Completed the roll out of intranet access to all staff at Brio.

RITEQ Upgrades, which is our Time and Attendance System.

Roll out of preparations for GDPR compliance, with completion in
line with May 2018 requirements.

Digital Screens rolled out at NMC and EPSV with additional
screens to be installed at NGA, WLC, FLC and NRC to follow in
first quarter of 2018/19.

Further use of SocialSignIn allows us to now audit our centre
social media pages quarterly and provide scores and feedback
for improved engagement.

Signage Live is our chosen content software for these screens,
which allows us to be more reactive with our marketing efforts,
and to tailor content by time of day. A new microsite is in
development to drive engagement with the in-centre tablet
users too.

#MyBrio campaign integrated into the website. Customers can
share their fitness journey stories with us directly through the
website, including being able to upload progress pictures.

Research and Intelligence resources has seen the creation
and development of a management dashboard which includes
customer demographics, membership sales, class attendance,
outreach performance and more.
Exit surveys are now sent to all cancelling members where
an email address has been provided. This is shared monthly
and analysed quarterly to assess where our strengths and
weaknesses lie and how to improve our member retention rates.

Custom-built webpage for the re-opening of Neston Recreation
Centre meant we had 1,500 hot leads before the opening offer
went live. We followed these up with digital communications via
Sharpspring, as well as sales calls.
As part of the Swim Local pilot, video walkthroughs of swimming
at Ellesmere Port and Northwich centres were produced. These
show the swim journey through each centre from a first-person
perspective, in order to stop customers feeling nervous or
anxious about their visit.

Gladstone upgrade. No additional features in-year, preparations
in place for an upgrade in June 2018 which will provide an
intuitive, improved front-end design for an easier and faster user
experience for operational teams.

New camera and recording equipment was purchased to allow
us to do more creative work in-house. This included a new,
professional camera and tools for still photography, and a GoPro
with stabiliser and other accessories for professional-quality
video.

HR Select Upgrade. This enabled updates around employment
legislation to be included in our software programme, whilst also
making adjustments for GDPR.

Our new Junior Graphic Designer brought with them a new
skillset in animation, allowing us to diversify our marketing
content and reach a new audience.

LF Connect software on cardio machines in the gym was
upgraded and users can now access new maps, courses, and
challenges on their virtual workouts.
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Section 11

Looking Forward to
2018/2019 and Beyond
The year ahead is full of investment outcomes, both in
terms of monitoring the impact of recent refurbishments
at Neston and Winsford, along with the expansion to our
café function and Costa coffee range, but also to firm up
and agree proposals to deliver improvements at Northgate
Arena. This long-awaited investment has moved forward at
pace to put in place all the required pre-construction aspects.
The efficiency of our built assets plays a key part in Brio’s
sustainability, so wider review of maintenance management,
energy efficiencies, and condition surveys help us to prioritise
where investment is needed. This will ensure we are fit for
purpose for the future and have a robust plan in place to upgrade,
whilst ensuring services remain operational to customers. This
work will also shape decisions on the future operation of some
of our deficit assets which remain financially challenging to both
Brio and the landlord, Cheshire West and Chester.
Collaboration and co-location are also key, and our developing
relationships with the Council’s wider company portfolio will
provide system improvements and additional value for money
outcomes. Initial discussions have taken place to expand on the
Vivo Care Choices’ model of delivery already in Ellesmere Port and
Northwich which sees day-care services embedded into leisure
and entertainment venues. Extensions of this service into other
locations will improve the choices and access opportunities for
some of our hardest to reach groups and individuals.
Our people remain at the heart of everything we do, and we will
continue to build on staff development including volunteering,
apprenticeships and work placements. This will see a continued
embedding of our core training offer, including +VIBES, MECC and
IMPACT training, alongside new courses to develop our leaders of
the future.
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Embedding our revised Integrated Wellness contract and
partnering with health colleagues to transition services out of
medical settings and into the community is extremely exciting,
with a number of options under development for those with
muscular skeletal, gynaecological and bariatric conditions. Our
recent successful funding bid with The Neuro Therapy Centre in
Chester will see a roll out of services for those with long-term
conditions such as Parkinson’s and Multiple Sclerosis.
Our other health contracts, including Starting Well, Macmillan and
Falls Prevention will all reach new user groups, and the delivery
of these from alternative locations such as schools, children’s
centres and community venues will enable those with transport
and access issues to undertake activities on their doorstep, whist
fitting in around their daily routines.
Ongoing analysis of specific programmes, such as the Integrated
Wellness 2015-2018 contract in conjunction with the University
of Chester, will shape future delivery and enable us to target
new customers more effectively, especially those from Indices of
Multiple Deprivation (IMD) areas, which remains a priority within
our contract. Discussions continue with our shareholder in regard
to some of our concessionary products as to how we can focus
support to those who need it most, and address some of the
wider borough challenges with respect to overcoming financial
and transport barriers to access.
Overarching any suite of data sets, sits ICT capability. Ongoing
work to review connectivity and specific pieces of software for
their relevance and functionality is underway to create a strategic
ICT Plan and Roadmap for the company.
Longer-term strategic planning in partnership with our
shareholder will be undertaken to establish the range and remit
of Brio’s offer over its full contract term.

25

The Charlatans performing live
at Northwich Memorial Court.
Photograph by Molly James

Section 12

Review of Key Performance Areas
Performance attainment and compliance remains key to
enabling us to evidence outcomes against our Strategy
and in-year Business Plans. Our Board of Directors and
Committees receive monthly and quarterly updates on the
performance of the company regarding:
•
•
•
•
•

Business Plan progress;
Financial performance against budget;
Performance against contractual obligations,
and in particular KPI attainment;
Risk Management;
Health and Safety.

Key achievements include:
Entertainment has performed significantly above
target, with more than 163,000 visits to events and
performances, which has increased by 8% from the
previous year. Additionally, sites remain popular for
conferencing and business-based hire;
40% of those with health interventions go on to become
a regular Brio member, which exceeds the 30% transition
target;
High levels of wellbeing satisfaction at circa 88% for our
customers aged over 75 years, following interventions;

Delivery to time and budget of both Neston Recreation
Centre and Winsford Lifestyle Centre refurbishment
schemes;
Customer complaints were significantly below the target
KPI level set at 600 points, evidencing speedy responses
and outcomes to queries and issues;
Industry trend analysis tools were introduced to health
and safety management reviews, including the ‘Balanced
Score Card’.

Within our Integrated Wellness contract, more than 3,650
customers received interventions from our LSOA wards
compared to 2,790 the previous year, evidencing year on
year growth;
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Section 13

Financial Review
Brio’s third year of contract performance has seen some significant
challenges around the capability of our asset portfolio for those
areas outstanding in refurbishment. High energy consumption
costs, alongside significant repairs and maintenance have all
resulted in a financial year-end outturn at a small deficit, with
site closures and reduced footfall. A decision to keep Neston fully
closed to complete its refurbishment as opposed to partially reopening the site was taken, following advice after discovering
asbestos in the building. However, this has focused the need for
completing building upgrades as soon as possible, and investing in
longer-term energy efficient solutions. Our previous years’ profit
was held in reserve for use in respect of refurbishment projects in
view of our known poor asset condition issues in some locations.

Brio Visitors by Activity

Successful investment into Winsford Lifestyle Centre and Neston
Recreation Centre has recently been completed, and the focus for
this year is to mobilise the final scheme for the refurbishment
of Northgate Arena. A significant amount of preparatory work
has been completed and the final schematics, along with car
park improvements, will be undertaken through the necessary
planning approvals and pre-construction pathway, in order to
begin work in the early part of 2019.
Some deficit assets, including Moss Farm Sports Complex,
Frodsham Leisure Centre and Stanney Oaks Leisure Centre
remain under review in terms of their longer-term future, with a
collaborative approach taken with Cheshire West and Chester to
find optimum solutions to provide services that are fit for purpose.
Further detailed work on the condition of the remaining portfolio,
in particular around the energy capabilities of each site, will also
take place, resulting in a range of detailed surveys which will
enable us to plan future investments.

Achievement and Performance
The company has continued into its seventh full year of operation
and has been busy trading in a very active market. For the financial
year to 31 March 2018 the company made a loss on ordinary
activities before pension liability of £233,655 (£245,329 after
interest).

Wet Side (37.3%)

Dry Side (29.3%)

Fitness Lessons (12.9%)

Outdoor (4.6%)

Commercial (16.0%)

The overall reserve position is a deficit of £1,228,439 as a result
of pension liability. During the period we provided leisure and
entertainment opportunities for the residents of Cheshire West
and Chester Council and the wider community. We attracted
nearly 3 million visitors enjoying various activities on offer.
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Balance Sheet

Income and Expenditure
Excluding
Pension
£’000

2017/2018
Including Pension
£’000

Excluding
Pension
£’000

2016/2017
Including Pension
£’000

Income Turnover

12,447

12,447

12,501

12,501

Non-current Assets

Cost of Sales

(1,256)

(1,256)

(1,244)

(1,244)

Property, Plant and Equipment

Gross Profit

11,191

11,191

11,257

11,258

Deferred Tax Asset

Administrative Expenses

(11,425)

(12,051)

(11,176)

(11,296)

Current Assets

Operating Profit/(Loss)

-234

(860)

81

(39)

£’000

Inventories
Trade and Other Recievables
Finance Costs

Finance Income

Loss Before Income Tax

(65)

(55)

2

5

(922)

(89)

Cash and Cash Equivalents

2017/2018
£’000

157

51

£’000

268

208

268

46

47

422

337

1,856

Total Assets

2016/2017
£’000

2,325

1,972

2,533

2,356
2,624

Equity
Shareholders Equity

Income Tax

Loss for the Period

55

(26)

(868)

(115)

Called Up Share Capital
Retained Earnings

(1,228)

(1,228)

(1,160)

(1,160)

Total Equity
Pension Actuarial Gains/(Losses)

799

(274)

Total Income for the Period

(69)

(389)

Liabilities
Non-current Liabilities
Pension Liability

1,437

Deferred Tax

1,559
1,437

3

1,562

2,324

2,221

2,221

Current Liabilities
Trade and Other Payables
Total Equity and Liabilities
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2,324

2,533

2,624
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