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Communicating With and 
Recognising the 

Contribution of Your Staff

Roe Valley Leisure Centre Roe Valley Leisure Centre 
ApproachApproach

Structure/ Content of PresentationStructure/ Content of Presentation

 Communication: FailingsCommunication: Failings

 RVLC RVLC -- ContextContext

 What we do to ensure effective What we do to ensure effective 
communication & recognitioncommunication & recognitiongg

 OutcomesOutcomes

The problem with communication ... The problem with communication ... 
is the is the illusionillusion that it has been that it has been 
accomplished.accomplished.

George  Bernard ShawGeorge  Bernard Shaw

DefinitionDefinition

 TwoTwo--way process of reaching way process of reaching  TwoTwo--way process of reaching way process of reaching  TwoTwo--way process of reaching way process of reaching y p gy p g
mutual understanding, in which mutual understanding, in which 
participants not only exchange participants not only exchange 
information but also create and information but also create and 
share meaning. share meaning. 

y p gy p g
mutual understandingmutual understanding, in which , in which 
participants not only exchange participants not only exchange 
information but also create and information but also create and 
share meaning. share meaning. 

y p gy p g
mutual understandingmutual understanding, in which , in which 
participants not only exchange participants not only exchange 
information but also information but also create and create and 
share meaningshare meaning. . 

Hargie 2006Hargie 2006Hargie 2006Hargie 2006
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 Employee ‘Involvement’Employee ‘Involvement’

 Upward feedback….Upward feedback….

 RespectRespect

Agreed Decision MakingAgreed Decision Making Agreed Decision MakingAgreed Decision Making

 EmpathyEmpathy

It takes two to tango…

‘The role of communicationThe role of communication 
becomes not the top-down 
dissemination of
management thinking, but the 
bottom-up means of connecting
those who know what needs to 
change to those who have
authority to make change happen’

(Quirke, 1995)

Research indicates that :Research indicates that :

 63% are ‘ not engaged’63% are ‘ not engaged’ 63% are  not engaged63% are  not engaged

 20% are  ‘disengaged’20% are  ‘disengaged’

 Only 17% of employees are Only 17% of employees are 
‘truly’ engaged in their ‘truly’ engaged in their 

i tii tiorganisationorganisation

((Employee disengagement: is there evidence of a growing problem?Employee disengagement: is there evidence of a growing problem?
Handbook of Business Strategy. 2006.Volume 7: Issue 1)Handbook of Business Strategy. 2006.Volume 7: Issue 1)

Strategic FailingsStrategic Failings

We know:We know:

 Up to 65% of strategies are never Up to 65% of strategies are never 
implemented implemented 
(Ernst & Young: Belfast Telegraph October 2009)(Ernst & Young: Belfast Telegraph October 2009)

 At least 70% of all change initiatives fail. At least 70% of all change initiatives fail. 
(Harvard Business Review (Harvard Business Review on Change)on Change)

 Poor internal communication has been Poor internal communication has been 
identified as the main cause identified as the main cause 
(Turning Strategy into Great Performance . Harvard Business Review (Turning Strategy into Great Performance . Harvard Business Review 
Aug 2005)Aug 2005)
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Communication: Organisational BarriersCommunication: Organisational Barriers

Organisational Strategy

Directors

CEO

Heads of Service

Managers

Customers

Charge Hands

Front Line Staff

Communication Communication -- RVLCRVLC

Context & Relevance:Context & Relevance:
 33 staff33 staff 33 staff33 staff
 11 designations11 designations
 12 + shift patterns or hours of work12 + shift patterns or hours of work
 Open 77 hrs per week, 7 days per week Open 77 hrs per week, 7 days per week 
 3500 footfall per week3500 footfall per week
 43 OP’s covering facility operations, 43 OP’s covering facility operations, 

staffing, customer care and business staffing, customer care and business 
l il iplanningplanning

 Quest accredited (66%) since June 2007 Quest accredited (66%) since June 2007 --
highly commended ( 77%) since June 2009highly commended ( 77%) since June 2009

Leisure Centre Staff StructureLeisure Centre Staff Structure

Leisure Leisure 
Services Services 
ManagerManager

Leisure Leisure 
Services Services 
ManagerManager

Maintenance Maintenance 
Officer       Officer       

(1)(1)

Maintenance Maintenance 
Officer       Officer       

(1)(1)

Admin Admin 
Officer       Officer       

(1)(1)

Admin Admin 
Officer       Officer       

(1)(1)

Duty Duty 
Manager       Manager       

(3)(3)

Duty Duty 
Manager       Manager       

(3)(3)

Reception Reception 
Coordinator    Coordinator    

(1) p/t(1) p/t

Reception Reception 
Coordinator    Coordinator    

(1) p/t(1) p/t

F/T Senior F/T Senior 
Recreation Recreation 
Assistant      Assistant      

(3)(3)

F/T Senior F/T Senior 
Recreation Recreation 
Assistant      Assistant      

(3)(3)

P/T P/T 
Receptionist  Receptionist  

(5)(5)

P/T P/T 
Receptionist  Receptionist  

(5)(5)

P/T CleanerP/T Cleaner

(1)(1)

P/T CleanerP/T Cleaner

(1)(1)

P/T P/T 
Swimming Swimming 
Instructor      Instructor      

(1)(1)

P/T P/T 
Swimming Swimming 
Instructor      Instructor      

(1)(1)

F/T Fitness F/T Fitness 
Instructor      Instructor      

(2)(2)

F/T Fitness F/T Fitness 
Instructor      Instructor      

(2)(2)
(3)(3)

F/T F/T 
Recreation Recreation 
Assistant / Assistant / 
Lifeguard      Lifeguard      

(7)(7)

P/T P/T 
Recreation Recreation 
Assistant / Assistant / 
Lifeguard      Lifeguard      

(6)(6)

(3)(3)

F/T F/T 
Recreation Recreation 
Assistant / Assistant / 
Lifeguard      Lifeguard      

(7)(7)

P/T P/T 
Recreation Recreation 
Assistant / Assistant / 
Lifeguard      Lifeguard      

(6)(6)

(1)(1)(1)(1) P/T Fitness P/T Fitness 
InstructorInstructor

(1)(1)

P/T Fitness P/T Fitness 
InstructorInstructor

(1)(1)

Total staff = 33
18 Full Time 
15 Part Time

Communication at RVLC Communication at RVLC 
Operational Aims:Operational Aims:

1.1. Ensure as many staff as possible Ensure as many staff as possible 
are kept as fully informed asare kept as fully informed asare kept as fully informed as are kept as fully informed as 
possiblepossible

2.2. Ensure staff have a mechanism to Ensure staff have a mechanism to 
feedback feedback -- up the line, information, up the line, information, 
concerns and ideasconcerns and ideas

3.3. Involve staff in decision makingInvolve staff in decision making

4.4. To motivate &  build on teamwork To motivate &  build on teamwork 
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Communication at RVLC Communication at RVLC 
Strategic Aims:Strategic Aims:

Deliver on / link  corporate plan Deliver on / link  corporate plan 
with internal processes, goals, with internal processes, goals, 
movement toward service movement toward service 
excellence …excellence …

Ensure a positive productiveEnsure a positive productiveEnsure a positive, productive Ensure a positive, productive 
and innovative organisational and innovative organisational 
ClimateClimate

Catalyist For …..Catalyist For …..

Maximising Performance & Maximising Performance & 
Preventing …. Pitfalls!Preventing …. Pitfalls!

Approach & MethodologyApproach & Methodology

 Communication matrix / planCommunication matrix / plan

 Clear Allocation Of Clear Allocation Of 
ResponsibilitiesResponsibilities

 High Performance TeamsHigh Performance Teams

 Staff Recognition: Staff Recognition: 
“Excellence in Action”“Excellence in Action”

Meeting Matrix/ Communication Plan 
April 2009 – March 2010

Frequency Apr 
09

May Jun July Aug Sept Oct Nov Dec Jan 
2010

Feb Mar

1.Mgt Wash 
Ups

Fortnightly √ √ √ √ √ √ √ √ √ √ √ √

2.Staff 
Briefings

Weekly √ √ √ √ √ √ √ √ √ √ √ √

3. 
Receptionists

4 x yr √
( Last 

week of 
month)

√
( Last 

week of 
month)

√
( 1st

week of 
month)

√

4. Fitness
Instructors

4 x yr √ √ √ √

5. PIT 7 x yr √ √ √ √ √ √ √

6.SRA’s/ DM’s 4 Times per 
year  

√ √ √ √

7. Risk 
assessment 
Team

6 x per yr √ √ √ √ √ √

8. H & S 
Committee

3 Times per 
year  

√ √ √
(1st 

week of 
month)

9. Cleaning 
Team

4 x year √ √ √ √

10. 
Environmental 
team

4 x year √ √ √ √

11. Self 
assessments

3  x yr √ √ √
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Points or action:
1.Agenda to be issued for all above except 1 & 2 
2.Number of meetings will o/lap into next financial year
3.Following staff to chair each meeting:

Meeting Chair Circulation Mode of Minutes

1. WWU LSM or deputy To DM’s & Communication File

2. Staff Briefings DM’s - All To Communication file2. Staff Briefings DM s All To Communication  file

3. Receptionist RCO To LSM & Communication file 

4. Fitness
Suite Steven To Communication  file & 

Fitness Instructors

5. PIT Barry To all PIT members & 
Communication  file

6. DM’s & SRA’s Steven To communicating file & SRAs

7. Risk assessment Team Glen To LSM , DM’s & 
Communication file

8. H & S Committee Barry To Communication file & each 
members of committee

9. Cleaning Team Cathy or Ciara To Communication  file

10.  Environmental Team Bobby To Communication  file ,LSM & 
DM’s

11. Self assessments Barry  or DM To Communication  file

Allocation Of Responsibilities Allocation Of Responsibilities -- Facility OperationsFacility Operations

Steven Bobby Cathy BobbyBobbyCathyCathyBarry

FOP 1
(Standards, 
systems & 
monitoring)

FOP2
(Cleanliness)

FOP3
(Housekeeping 
& Presentation)

FOP 4
(Maintenance)

FOP 5
(Equipment)

FOP 6
(Env Mgt)

FOP 7
(Changing

Rooms)

FOP 8
(H & S Mgt)

Ciara

• Services are formally 
planned

• Responsibilities are clearly 
defined

• Services stds are clearly 
defined

• Procedures are in place for

John 
Pimblett

John 
Pimblett

John 
Pimblett CiaraJohn Peart

• Draw up implement & 
monitor upkeep of store 
plans for all stores. 

Ciara

Procedures are in place for 
key areas affecting quality

• A comprehensive condition of 
survey of building, plant & 
equipment has regularly been 
completed

• An asset mgt plan has been 
developed to determine the 
long term upkeep requirements 
of the centre

• Produce quarterly/ monthly summary 
reports on energy usage for staff 
information

• Act as a ‘recycling’ champion’ in centre 
– ensuring proper segregation of all 
waste and recycling consumables, staff 
buy in etc.

• Carry out quarterly summary & 
analysis of all weekly cleaning 
results

• Do weekly sweep of all cleaning 
stores to ensure materials are 
adequate and stored correctly.

• Take staff through cleaning 
systems and methods at lea6t 
annually

Allocation Of Responsibilities Allocation Of Responsibilities –– Customer RelationsCustomer Relations

CR1
(Customer Care)

CR2
(Customer 
Feedback)

CR3
(Research)

CR 4
(Marketing)

CR 5 
(Bookings  Admin)

Glen Barry Glen
Janet 

& 
Alistair 

Glen

LeeLee LeeLee

• Review all 
customer 
written & verbal 
comments and 
complaints on a 
quarterly basis 
and feedback to 
PIT 

Allocation Of Responsibilities Allocation Of Responsibilities –– StaffStaff

Staff 1
(Staff Supervision

Staff 2
(People Mgt)

Staff 3
(Mgt Style)(Staff Supervision

& Planning
(People Mgt) (Mgt Style)

Steven Steven Barry

RA/Lifeguard 
2

• Communication procedures are 
established and implemented at all 
levels

• Organisational goals are clearly 
communicated and understood by all

• Mgt responsibilities are clearly 
defined and implemented

• Staff are involved in decision making 
process

• Staff are involved in developing & 
implementation of Quest action plans

• Appropriate induction procedures 
are designed and implemented

• Centre has training plan
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Allocation Of Responsibilities Allocation Of Responsibilities 
Service Development & ReviewService Development & Review

SDR 1
(Business Mgt)

SDR 2
(Programme

SDR 3
(Partnerships)

SDR 4
(Performance

SDR 5
( ICT )

SDR 6
(Continuous(Business Mgt) (Programme  

Development) 
(Partnerships) (Performance 

Mgt)
( ICT ) (Continuous 

Improvement)

Glen BarryBarry Barry Alistair Barry

• Key local, &  
regional partners 
have been identified

• Mgt demonstrate the 
importance off and 
need for community 
engagement l 

• Relevant PI’s are 
identified and targets 
set accordingly

• Robust methods are 
used to collect PI’s 
etc

Communication (RVLC)Communication (RVLC)
Team Structure 2006Team Structure 2006-- 20082008

PIT

Cleaning 
Team

Risk 
Assessment 

Team

Energy
Management 

Team

Communication (RVLC)Communication (RVLC)
High Performance Teams 2009 High Performance Teams 2009 --1111

PIT

Cleaning & 
Housekeeping

Energy 
Management

Risk 
Assessments

Customer Care 
& Marketing

Staff RecognitionStaff Recognition

“Excellence in Action”“Excellence in Action”
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Eligibility & NominationsEligibility & Nominations-- key featureskey features

Branded ‘ Excellence in Action’ Branded ‘ Excellence in Action’ 
1.1. Intended to focus on:Intended to focus on:

Teamwork, behaviourTeamwork, behaviour
2.2. Encourage employees and customers to Encourage employees and customers to 

nominate colleagues whom they feel nominate colleagues whom they feel 
makes a real difference to the makes a real difference to the 
departments performance departments performance 

3.3. All employees in leisure services areAll employees in leisure services are3.3. All employees in leisure services are All employees in leisure services are 
eligible (except LSM)eligible (except LSM)

4.4. Clear criteriaClear criteria
5.5. Results orientatedResults orientated

Roe Valley: Staff RecognitionRoe Valley: Staff Recognition

Communication & Recognition Communication & Recognition -- RVLCRVLC

Is it working and effective??Is it working and effective??

Communication at RVLC: PurposeCommunication at RVLC: Purpose

1.1. Ensure as many staff as possible are Ensure as many staff as possible are 
kept as fully informed as possiblekept as fully informed as possible

2.2. Ensure staff have a mechanism to Ensure staff have a mechanism to 
feedback feedback -- up the line, information, up the line, information, 
concerns and ideasconcerns and ideas

3.3. Involve staff in decision makingInvolve staff in decision making

4.4. To motivate, & build on teamwork To motivate, & build on teamwork -- to to 
help achieve goals and aid help achieve goals and aid 
improvementsimprovements
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Communication at RVLC: StrategicallyCommunication at RVLC: Strategically

 Ensure a positive, productive Ensure a positive, productive 
and innovative organisational and innovative organisational 
climate..& hence  climate..& hence  

 Link corporate plan with internal Link corporate plan with internal 
processes, goals, movementprocesses, goals, movementprocesses, goals, movement processes, goals, movement 
toward service excellence toward service excellence 

Satisfaction & Importance 
Scores by Attribute

Satisfaction & Importance 
Scores by Attribute
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Next steps: Short Next steps: Short –– Medium termMedium term

 Develop further High Performance Develop further High Performance 
TeamsTeams

 Improve ‘employee engagement’ Improve ‘employee engagement’ 

 Improve APDRs’: 360Improve APDRs’: 360°°?/ upwards?/ upwards Improve APDRs : 360Improve APDRs : 360 ?/ upwards ?/ upwards 
appraisals?appraisals?

Next Steps: Longer TermNext Steps: Longer Term

Corporate Plan

Business Plan m
s

Business Excellence :
•Investor In People Accreditation

(Centre Goals & Objectives)

Centre processes & systems

er
fo

rm
an

ce
 T

ea
m

Investor In People Accreditation 
(Gold Award 2013)

•84% (Quest) 2011??? 

•Top Quartile Performer  2013 (NBS)?

H
ig

h 
Pe

Ensuring a positive, productive and Ensuring a positive, productive and 
innovative organisational climate’innovative organisational climate’

Our HPT’s in ActionOur HPT’s in Action

Cleaning & Housekeeping Team

(Johnny, Sinead, Caira, Victoria & Cathy)
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Customer Care & Marketing Team
(Rosalie, Janet, Carolyn, Noel & Liz)

Energy Management Team
(John, Bobby, John, Janet & Sinead)

Risk Assessment Team
(John, Ciara & Glen)

So what…?

“Organizations that develop 
effective communicationeffective communication 

processes are more likely to 
both have positive work 

environments and be more 
effective in achieving their 

objectives”objectives”

(Morley et al., 2002)
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Caution …My Top 9 TipsCaution …My Top 9 Tips

1.1. Will only work if it is Will only work if it is plannedplanned; ; do not leave it to do not leave it to 
chancechance

2.2. Have clear communication process in place….. Have clear communication process in place….. & & 
why they are importantwhy they are important
B ild i ti d t ff iti dB ild i ti d t ff iti d3.3. Build  communication and staff recognition around Build  communication and staff recognition around 
clear goals, action plans & clear goals, action plans & resultsresults

4.4. Foster Teamwork: Inter Foster Teamwork: Inter –– dependent on dependent on 
functionality of   roles & responsibilities & … functionality of   roles & responsibilities & … mgt mgt 
style!style! (we all want open, honest communication…) (we all want open, honest communication…) 

5.5. Involve as many staff as possible: Involve as many staff as possible: Engagement is Engagement is 
criticalcritical

6.6. Make it accountable : Measure its effectivenessMake it accountable : Measure its effectiveness--
needs to be monitored & drivenneeds to be monitored & drivenneeds to be monitored & drivenneeds to be monitored & driven

7.7. Challenge: Challenge: Your staff & The  Status Quo!Your staff & The  Status Quo!
8.8. Avoid Hierarchies : Avoid Hierarchies : Flatten if  PossibleFlatten if  Possible
9.9. Remember GB Shaw:  Remember GB Shaw:  Ongoing journeyOngoing journey

““The problem with communication ... is the The problem with communication ... is the illusionillusion that it has that it has 
been accomplished.”been accomplished.”

““Communication leads to Communication leads to 
it th t i tit th t i tcommunity: that is, to community: that is, to 

understanding, intimacy understanding, intimacy 
and mutual valuing”and mutual valuing”

Rollo MayRollo May

QuestionsQuestions


