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Introduction

Our performance over the past two years has been
significant: we are well out of recovery mode and are
beginning to reap the rewards of our transformative change
agenda. Through the successful implementation of our
previous business plan much has been achieved and we have
a positive baseline on which to set our future business goals
and strategic direction.

Asnapshot of success includes our membership growth,
quality assurance standard (the highest to date), impact

of our health and wellbeing programmme, and continuing
investment in the upgrading of our venues. We have also been
recognised for service delivery through prestigious awards
including Learn to Swim provider 2023 and Venue of the

year 2024.

This summary section of our Business Plan 2025-2028
provides a snapshot of our direction of travel for the next
three years, our business critical priorities for the plan period,
and an explanation of how we will achieve them.
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1. Ambition

We want to be driven by greater ambition, and to set
a long-term view of what we could be and could achieve,
while remaining true to our vision and mission.

1.1 Our ambitions are to be:

1. Theleading provider (and recognised as such)
for physical activity and sport across Fife;

2. Aninnovator infithess and wellness provision;

3. Financially stable with less reliance on Fife Council’s
management fee;

4. Biggest and best provider of sports and leisure in
Scotland (relative to population area).

1.2 We will have achieved our ambitions, and leading status, when we are:

An exemplar regarding inclusivity and accessibility

(recognised for a forward-thinking culture)

Offering first-class facilities

(regardless of age and location, all our facilities ‘feel’ first-class through service, culture and behaviour)

Delivering exceptionally high quality customer experiences

(consistently out-ranking all other leisure providers)

Innovating impactful products, programmes and services

(others want to follow our lead)

Creating powerful partnerships

(demonstrable impact through powerful, joined up approaches)
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2.1 Direction of travel:

Every strong business is guided by three principles - vision, mission and values — which form the internal compass for the
direction of travel.

We want all our staff to be inspired and motivated by our direction of travel. We also want it to be clearly understood and
supported by our partners and stakeholders.

2.2 Our vision, mission and values explained:

Vision
Everyone in Fife is active and well

Values
Wellbeing

Working to encourage healthier, active,
and connected communities.

Our vision defines what we would ultimately wish

to see for the population of Fife.

Itis a highly ambitious desired outcome which People focused

underpins why we exist and do what we do. Putting customers, communities, and colleagues,
atthe heart of what we do.

Everything we provide - every service, product,

and opportunity - looks to move us a little closer Inclusive

to achieving this vision. Creating a safe, supportive, and welcoming
environment where everyone feels valued.

Mission

To deliver diverse and inclusive opportunities
so that everyone in Fife can become and stay

Accountability
Leading by example with excellence.
active Continuous Improvement

Embracing change and growth.
Our mission defines what we do to work towards

making the vision a reality. Respect

Integrity and equality in every action.
It's about how we empower our community to

become more active: by making a difference
through the provision of diverse, inclusive
opportunities so that every individual can
embrace an active lifestyle.
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3. Strategy

3.1Strategic pillars:

Our business approach is guided by four strategic pillars.
Each of these pillars has a number of critical objectives
which drive our business activity.

3.2 Activity in relation to the top line
strategic objectives:

Our detailed Business Plan 2025-2028 explains all the
activity we will undertake to fulfil these objectives over the
next three years.

STRATEGIC
PILLAR1

Develop our People
(DOP)

DOP1
Attract great people
DOP2
Develop great people
DOP3
Retain great people

STRATEGIC
PILLAR2

Grow the Business
(GTB)

GTB1
Maximise income
GTB2
Reduce costs
GTB3
Increase efficiency

GTB4
Build programmes
and products

STRATEGIC
PILLARS3

Improve the Customer
Experience (ICE)

ICE1
Develop service quality
ICE2
Increase customer
satisfaction
ICE3
Personalise customer
experiences

STRATEGIC
PILLARA4

Make a Difference
QL))

MAD1
Maximise social value
MAD 2
Advance health
and wellbeing
MAD 3
Pursue environmental
sustainability
MAD 4
Promote inclusion and
community building
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4. Priorities for the plan period

4.1Priorities for plan period:

Ourdirection of travel 2025-2028 is about working to
make a bigger impact in relation to our vision, mission,

We identified these priorities through a process of
wide-ranging discussion and workshopping involving our
Directors and Team leaders, which took place in autumn/
our strategic approach, we have identified a set of winter 2024.

and ambition, underpinned by our values. In line with

topline priorities for the plan period.

Maintaining and investing
in our venues to ensure
they are fit-for-purpose and
deliver high quality places
which people enjoy and
where they can flourish.
Maintaining and developing
ourvenues is essential core
business.

Continuing to grow
ourincome and our
membership across
arange ofincome
generation activities

and particularly

through marketing and
campaigns focused on our
membership products.

Developing our people

to create a workforce which
is adaptable, responsive
and empowered,

and supporting our
volunteers by maximising
and recognising the vital
contribution they make

to our success.

Continuing our
transformative agenda
to create an organisation
fit for the future, embracing
new ideas and innovation,
and delivering service
quality of the highest
standards.

Continuing to deliver
asafe environment at all
of our sites so that all of our
users feel comfortable and
secure and enjoy positive
experiences.

Developing our

products, programmes,
and services sowe can
support a greater number of
Fife residents into physical
activity and help everyone
to stay active. Building our
products and programmes
to ensure we serve more
people more effectively.

Increasing efficiency
and effectiveness

by embracing technology
to help modernise our
systems and processes,
and by improving
operational approaches.

Fostering partnerships
atalllevels that help us
to develop and deliver
what’s needed by the
communities of Fife.

Maintaining our high
scoring quality assurance
as a critical indicator of

the quality of customer
support we are providing.
Working to improve it even
further to demonstrate

our commitment to our
customers and users.

Continuing to grow

our community sport
programmes, building on
the success of Learnto
Swim and RISE Gymnastics,
particularly

to support young people
into sport.

Maximising the
opportunities of

the new Hub model

at Cowdenbeath by
adapting our services and
approach, developing
joint programming and
partnership working, to
create a highly valued
local hub.

Building ESG
commitmentsinto all
that we do and continuing
to demonstrate and
evaluate our social value.
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5. Performance

5.1 Topline key performance indicators (KPIs)

We will use a set of 13 topline key performance indicators
(KPIs) to measure our overall performance. These topline
KPIs aim to provide a snapshot of how we are delivering on

For the plan period 2025-2028 detailed functional strategies
and service level KPIs are developed and agreed for all parts
of our business operations. [Please see see pages 23-32].

our mission. These targets will be set annually.

Key Performance Indicators

1. Monitor Investment budget of
£0.916m for 2025/26

2. Generated income to achieve
£11.848m for 2025/26

3. Total Revenue Expenditure within
£17.579m for 2025/26

4. Payroll Expenditure within £13.116m
for 2025/26 (including 3% inflation)

5. Increase overall attendances
within venues from 2,642,763
to0 2,813,063

6. Increase overall Membership from
19,500 to 22,500

7.Increase Concessionary
Membership attendances from
199,680 to 209,664

8. Increase Health and Wellbeing
attendances to 60,000

9. Increase social value measurement
from £15.0m to £15.5m

10. Maintain quarterly customer
satisfaction satisfied score at 88%

11. Keep public incidents per 100,000
visits below 5-year average for
every quarter

12. Cost of sickness absence
(cumulative) to be below
5% basic pay

13. Staff turnoverto be less than
7% quarterly

Rationale

Investment in our venues is an indicator of how we are improving our core business as
Fife’s public service leisure provider.

Generated income is an indicator of how we are serving the communities of Fife in our
role as a public leisure provider.

Revenue expenditure is an indicator of efficient and effective management.

Monitoring of our payrollis a crucial part of our budget management review.

Attendance is our benchmark for how we are reaching and serving the population of
Fife. Itis a measure of the success of our offer and our programming, and an indicator
of marketing and commmunications impact, and of customer satisfaction. Within the
overall figure we look at attendance for all age profiles to better target services and
respond to customer needs.

Membership across all activity (fitness, programmes, coaching ETC.) is a measure of
our success, an indicator of our reach, marketing and communications impact, and of
customer satisfaction.

Concessionary attendances are an indicator of our reach and success regarding
inequality and inclusion; participation of harder to engage groups is
a national priority for better health outcomes.

Attendances for our health and wellbeing programme is an indicator of how
well we are tackling health inequalities and supporting the health agenda of Fife.

Social value is a core indicator of value beyond business profitability, and an indicator
of how we support positive change in people’s lives.

Customer satisfaction is a key indicator in relation to quality assurance,
our competitiveness, and the quality of our customer relations.

This health and safety measure is an indicator of the environment we provide for

ourusers.

Sickness absence has a bearing on how we deliver our services for Fife residents.

Alow turnover rate is a core indicator of how we are performing as a leading employer
reflects high employee engagement, demonstrates that staff feel valued, and
connected to our mission.

6. Making a positive
difference

6.10ur public leisure service purpose

Our purpose is the delivery of public sport, leisure,

and fitness services for the people of Fife. Through the
provision of affordable, accessible leisure facilities and
programmes we aim to support all ages to be active,
including individuals with long term health conditions
through specialist programmes.

Understanding the challenges and needs of our
communities determines what we do. We know that the
gaps in physical activity levels between men and women,
and young and old, are getting wider, and that physical
activity decreases as levels of deprivation increase.
These demographic drivers underpin how we develop
and target our services, and how we balance affordability
and pricing points.

Outreach with schools, communities, and local sports
clubs, is an essential part of our work to engage and
encourage young people, those with health conditions,
and older adults, to participate in physical activity and
reap the benefits it brings.

6.2 How we operate

Fife Council is our key partner, but we are an ALEO*
and a charitable trust, which means we are a separate
organisation. We are run by a board currently made up
of seven independent directors who come from the
community, and six partner directors who are

local councillors.

As a charitable organisation we are set up to do good:
while our purpose is to deliver public leisure services,

we have a clear focus on making a positive difference to
the lives of Fife residents. In order to do that we have to
cover 70% of our running costs ourselves, with the
remaining 30% supported by Fife Council directly orviain
kind support. Growing our income is therefore a crucial
activity to allow us to invest in our programmes, services,
and ourvenues, and we operate a ‘profit with purpose’
approach, investing all of ourincome in improving what
we do.

6.3 Delivering social value

The benefits we deliver stretch beyond the enjoyment of
sport and fitness to include positive impacts on public health.
By leveraging 4Global’s Social Value Calculator**, we have
quantified the substantial social benefits generated by our
activities in Fife. Social value is about creating measurable
benefits for communities. It encompasses many outcomes,
including economic growth, environmental sustainability,
improved health and wellbeing, and stronger community
cohesion. In 2024, our social value was calculated to be
almost £15million.

2024

£14,992,266

As part of this process, we separately assessed the social
value of our swimming offer and this was calculated to be
in the region of £4.5million annually.

We will continue to demonstrate the important role we
play in creating and sustaining social impact, working to
be a positive and valued partner in the Fife ecosystem.
Plans are currently in place with our partners, 4Global,
to assess our health and wellbeing programme along
with continuing assessment of our annual social value.

* Arm’s-Length External Organisation

** 4Global’s Social Value Calculator (SVC), developed by Sheffield
Hallam University and Experian and verified by Sport England,
measures impact generated from investment in sport and
physical activity across four outcome areas: physical and mental
health, subjective wellbeing, individual development, and social and
community development. The SVC uses evidence-based academic
research and sector-wide benchmarks to predict, track, and evidence
the impact of sports and physical activity offered in facilities.
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