
Max Associates - are supporting local authorities and operators 
understand how the impact of Covid will influence the positioning 
and delivery of sport and physical activity services in the medium and 
longer term; including service outcomes, financial and contractual 
perspectives.

Contact Lisa or Mark at 
lisa@max-associates.com or Mark@max-associates.com

Leisure-net – providing 1 hour online Bounce Back sessions for 
senior management teams wishing to fully understand the findings 
from this research and its implications for the Customer Experience 
you need to provide for returning customers.

In addition we can provide detailed cross tabulation of the dataset if 
you would like to understand more about how different ages, genders 
etc have responded to the questions. 

Contact David Monkhouse on 
davidmonkhouse@leisure-net.org for more information 

4Global – Our range of recovery solutions are aimed to help you 
plan and manage the new normal for your organisation. We can apply 
the learnings from this survey together with your facility and sector-
wide data to trigger and grow revenue streams in your business. 
Helping you to know what to expect for your business and create a 
structured plan for re-opening. Stimulate customer confidence to 
secure the future of your facilities and measure the impact of your 
localised targeted plan to come back stronger in the new future.

Big Wave  Providing bespoke marketing campaigns, communication 
advice and support to re-engage members, prospects and the wider 
community as the industry looks to bounce back. We have also 
developed a wide range of  branded COVID-19/social distancing 
signage solutions to ensure safety and consumer confidence as 
facilities start to reopen. 
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Foreward01

The second Lockdown between November 3rd 
and December 2nd was another body blow for the 
leisure industry, already reeling from the impact 
of the first long lockdown and subsequent social 
distancing measures.  Throughout all this, operators, 
instructors and trainers have done their level best to 
keep members engaged in activity, with many going 
on-line to meet the shift in consumer demand.  In 
readiness for re-opening facilities in early December, 
this Leisure-net Post Lockdown Recovery Survey 
set out to gauge consumer confidence among the 
members of UK health clubs and leisure centres with 
a total of 33,544 people completing the survey. By 
understanding how consumers feel about resuming 
their fitness, wellness and sports activities, this report 
seeks to inform and guide operators’ responses and 
next steps.  Knowing the physical, emotional and 
social impact of the recent closures and disruption 
will help operators plan to address concerns, 
maximise successful strategies and minimise potential 
potholes in the road to recovery.

Optimism can be drawn from the overriding response 
that customers are eager to return immediately. They 
have confidence in leisure facilities opening safely 
and responsibly and trust their hygiene, safeguarding 
and organizational processes.  While these important 
elements form the backdrop of facilities, front and 
centre of any successful reopening are colleagues, 
gym and fitness instructors.  

Friendly staff were considered important by 95% of 
respondents while their support and guidance was 
valued by 93%.  Motivation from gym/class instructors 
was the most missed aspect of closed facilities with 
53.83% of people stating this. Furthermore, the 
second most missed aspect also relates to fitness 
professionals with instruction from sports/swimming 
coaches cited by 13.5% of respondents.

As we emerge from Lockdown 2.0, one thing that 
clearly hasn’t changed during the pandemic is that 
people need people.  While the plethora of digital 
fitness and wellness options have provided a much-
needed resource during lockdown, members place 
the highest value on face-to-face interaction with 
staff, instructors, trainers and coaches. The soft skills 
of friendliness, empathy and approachability must 
remain front and centre as leisure facilities re-open 
and members return.

Jenny Patrickson 
Managing Director of Active IQ.
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The Covid-19 pandemic and the subsequent 
lockdowns resulting in the closure of leisure 
centres and health clubs across the UK, 
has been an unprecedented event for the 
leisure, health and fitness sector, and has 
presented major challenges financially and 
operationally. 
 
The next stage in this fast-moving situation is what 
happens as centres and clubs reopen for a second 
time to a public still cautious about what is safe and 
what isn’t, and unsure about their next steps in the 
new “normal”. This follow up to our original research, 
carried out in May/June 2020, aims to help inform 
the sector as to how their members/customers are 
feeling as we enter the crucially important New Year 
period.

More than 33,000 people from across the UK have 
responded to this survey conducted by Leisure-net, 
in partnership with 4global’s DataHub, designed 
to gauge what leisure, health and fitness members 
want and expect from the health and fitness sector 
after lockdown. Sixty-four operators from across 
the sector, including private gyms, leisure centres, 
health clubs and universities, distributed the Post 
Lockdown Recovery Survey to their customers to 
understand what has worked during lockdown, how 
customers are planning to respond when lockdown 
is reversed and what types of actions they expect 
from operators to keep them safe.

 Once again there has been a fantastic response to 
this survey. These results, building on our original 
survey during the first lockdown, will once again 
offer considerable insight to assist local authorities 
and industry organisations who are supporting 
the sector to reopen and prepare for 2021 and 
informing challenging decisions about services 
and provision going forward in the new economic 
climate.

David Monkhouse  
Director of Leisure-net Solutions.

Introduction02
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The Survey In Numbers03

INDEPENDENT
FITNESS CLUBS

LOCAL
AUTHORITIES

The National Post Lockdown Recovery Survey 2020
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marketing

• The number of people using the gym before 
lockdown 2.0 is much less than back in June

• Walking is still the main activity undertaken outside 
of the centre/club prior to lockdown

• Activity levels have significantly dropped compared 
with during lockdown 1.0, with 69% of respondents 
stating that they have been less active since the 
lockdown, compared with 52% during lockdown 1.0

• Walking has become even more popular during 
lockdown 2.0 with other activities like cycling, 
running and using online classes reducing in 
popularity

• The number of people doing regular workouts at 
home has significantly reduced coming down from 
46% to just 30%

• Only 24% of people who track their steps say that 
their number of steps has increased, compared to 
38% in June 2020

• 69% of respondents said that they had purchased 
a piece of home exercise equipment, the most 
popular piece being free weights at 31% followed by 
exercise mats at 26%

• Over three quarters of respondents stated they 
intended to return to clubs immediately, another 
21% saying January/February and only 3% saying 
never 

• 69% of people say they are “extremely confident” 
after returning to their centre/club, with only 12% 
saying that they were “not confident at all”

• The sector has a Confidence Indicator Score (CIS) of 
50%, calculated by the % of “extremely confidents” 
(62%) minus the % of “not at all confidents” (12%)

• Younger age groups are generally more confident 
in their return than older ones, but there is little 
difference between genders 

• The main single reason customers will be using their 
centres/clubs less is because they will be doing 
outdoor independent activity, although this has 
become less of a factor compared to the lockdown 
1.0 survey 

• Over half of customers still state they will value their 
centre/club more when they return, a figure very 
similar to June 2020

• 39% of customers state they will be prepared to 
spend more time on being active when they return, a 
figure down from 43% during lockdown 1.0

• Customers feel significantly more comfortable 
about returning to their centre/club than to other 
public places, compared to June 2020

Key Takeaways04
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Key Perspectives
from our “Bounce Back” partners

05

Projection 
Modelling 
4Global 
During the previous lockdown, the confidence score for 
return to activity at leisure centres was fundamental in 
the development of 4global’s recovery modelling that 
was able to predict sector visit rates with 98% accuracy 
before the second lockdown.

We will once again use this new data from Leisure-
net’s Post Lockdown 2.0 Recovery Survey alongside 
the participation data from the DataHub and other 
sector datasets to inform our predictive modelling and 
generate recovery curves taking the sector into 2021 
and beyond. The depth of the data collected will allow 
us to adjust this model to reflect differing levels of 
social distancing measures and tiers of restrictions and 
inform key decisions in partnership with ukactive and 
Sport England.

Along with serving the sector more broadly, data will 
be broken down to inform our work with individual 
operators, local authorities, and suppliers. At a time of 
financial prudence and when every resource allocated 
or space provided must generate a return, data driven 
decision making has never been more important. This is 
an opportunity to use insight to refine operations and 
respond in a way that is reflective of both consumer 
and business requirements. 

The most resilient and motivated customers are excited 
to return, but to thrive as an industry we must respond 
to the views of those not sure, address their concerns, 
and strive to appeal to those for whom usage  is not  
infrequent or rare. This survey gives us the chance to 
work toward this ambition in an informed way - building 
on the exceptionally high standards that have been 
evident throughout this pandemic.

PROJECTION MODELLING: 
Utku Toprakseven– 4Global

CUSTOMER EXPERIENCE: 
Mike Hill – Leisure-net

MARKETING/COMMUNICATIONS: 
Tom Gozna – Bigwave Marketing 

The National Post Lockdown Recovery Survey 2020
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Marketing &
Communications 
Bigwave Marketing
Rush to Online 

The rush to deliver online content was a great success 
in the first few weeks of shutdown, especially for the 
dedicated group exercise enthusiast - the 27.8% of 
respondents to this survey for whom group exercise 
was their main activity.  For the other 72.2% of 
members using the gym, pool, team sport and other 
facilities it would take time for them to find a place in 
the new online and home workout world.

Group Ex V Gym Users

On planning for the return to activity the group 
exercise participants were more active through the 
shutdown period and exhibit a greater desire to get 
back to facilities. Whereas the gym participants showed 
less activity during the shutdown. Focusing on the 
right services to the right users when planning for 
re-opening will be critical to activating revenues and 
maximising throughput.

Challenge to Bricks and Mortar model? 

41.3% of those who suggested they would use our 
facilities less, stated that they would be doing their own 
indoor and outdoor activity.  This is great for the health 
of the nation but not so great for bricks and mortar 
facilities.  The key for these facilities is going to be how 
operators adjust to deliver smart programmes to engage 
and provide the valuable professional support and 
motivation these individuals can benefit from.  

Perceived value of facilities

There is no disputing the numbers, according to 76.1% 
of respondents to this survey, the value of facilities 
to the communities in which they serve, the social 
interaction and motivation provided is fundamental.  
However, with a new focus of delivering health as well 
as physical activity programming needs to reflect this 
changing environment and combinations of virtual, 
online, in person and wider community-based activities 
now need to be part of the total offer.

More choice for the “activity pound”

 82.3% of members are prepared to spend the same 
money on their health and wellbeing but this may not 
mean a full cut of that to operators.  There will be more 
choice, there will be new offers and there will be churn 
in terms of members and facilities.

00
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The Customer 
Experience  
Leisure-net
Activity levels have dropped even further during 
lockdown 2.0 as people have not replaced their 
centre/club usage with independent/at home 
activities.

The reopening of our sites during winter is even more 
important than during the summer as people are 
looking to do their activity facility based. It is essential 
that we get the “customer experience” right .

98% of the sample stated they intended to return 
either immediately or in the new year, but older age 
groups are more cautious about coming back and 
women are more concerned about cleanliness and 
Covid related systems and procedures.

The gender and age differences are very clear and 
its vital that Operators take these into account 
when communicating with their customer base, and 
managing their experience in centre.

Whilst there are concerns about returning, for 
those people who have already experienced their 
centre/club, confidence levels are relatively high.

62% of people who returned stated they are 
extremely confident about their experience, with 
only 12% saying they are not at all confident. Whilst 
this seems like a good news story, the sector can’t 
afford to lose 12% of our customer base going 
forward, so more work needs to be done to reassure 
these people.

Many customers have been significantly less active 
in lockdown 2.0.

Operators will need to provide greater advice, 
support and guidance to support customers to 
return to pre-lockdown fitness. Members have also 
purchased a great deal of home equipment - could 
this become part of an operator’s hybrid offer, 
recommending kit suppliers, building home workouts 
into programmes and creating online kit based 
classes?



8

00



9

Full Question Analysis

The National Post Lockdown Recovery Survey 2020
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Gym, Swimming and Group Exercise 
were customers’ main activities 
before lockdown 2.0, but the number 
of people using the gym before 
lockdown 2.0 is much less than back 
in June

JUNE 2020  NOV 2020

Question 1
What was your main activity 
prior to lockdown 2.0?

Gym or fitness centre 
27,915 44.1%

Group exercise classes 
17,589  27.8%

Swimming (casual or lessons) 
13,730  21.7%

*Other (please specify) 
2,647 4.2%

Sports e.g. football/squash etc. 
1,375  2.2%

Gym or fitness centre 
  34%

Group exercise classes 
  30%

Swimming (casual or lessons) 
  28%

*Other (please specify) 
  5%

Sports e.g. football/squash etc. 
  3%

% 10 20 30 40 50 % 10 20 30 40 50

01

01The National Post Lockdown Recovery Survey 2020



12

JUNE 2020 NOV 2020

The main activity undertaken prior to 
lockdown 2.0 outside of their centre/
club was walking

Question 2
What other physical 
activities did you do apart 
from those at your local 
leisure centre/health club?

02
Walking 
 41.5%

Jogging/running 
  15.2%

Cycling (casual or lessons) 
 14.1%

Other outside activities 
 8.7%

Indoor activities by myself 
  8.6%

Other (please specify) 
 6.0%

Indoor activities using online 
classes/Youtube 5.4%

Indoor activities using online 
from my centre 0.5%

Walking 
 43%

Jogging/running 
 14%

Cycling (casual or lessons) 
 13%

Other outside activities 
 9%

Indoor activities by myself 
  7%

Other (please specify) 
 7%

Indoor activities using online 
classes/Youtube 5%

Indoor activities using online 
from my centre 1%
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43% 13% 9% 5%

14% 7% 7% 1%
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Activity levels have significantly reduced 
compared with during lockdown 1.0 , 
with 69% of respondents stating that 
they have been less active since the 
lockdown, compared with 52% during 
lockdown 1.0

Question 3
How active have you been since 
the start of lockdown 2.0?

The National Post Lockdown Recovery Survey 2020 03

Significantly less active 
             29% 

Less active 
             40%

About the same 
                23% 

More active 
                  6% 

Significantly more active 
                  2%

% 10 20 30 40 50

Significantly less active 
12,013             19.0% 

Less active 
20,842             33.0%

About the same 
16,722             26.5% 

More active 
10,112             16.0% 

Significantly more active 
3,521                5.6%

% 10 20 30 40 50

Significantly more active 2%

More active 6%

About the same 23%

Less active 40%

Significantly less active 29%

JUNE 2020

NOV 2020

SIN
C
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C
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Walking has become even more 
popular during lockdown 2.0 with 
other activities like cycling, running 
and using online classes reducing in 
popularity 

Question 4
If doing more then what 
have you been doing?

04
Walking 
             36.4% 

Online/Youtube classes 
            14.5% 

Jogging/running 
             14.5% 

Cycling 
             12.9% 

Indoor activities by myself 
             12.2% 

Other outside activities 
             4.3% 

Other please specify 
             2.9% 

Indoor activities using online 
from centre 2.4%

% 10 20 30 40 50

Walking 
              48% 

Online/Youtube classes 
             12% 

Jogging/running 
              10% 

Cycling 
              10% 

Indoor activities by myself 
              9% 

Other outside activities 
             4% 

Other please specify 
              3% 

Indoor activities using online 
from centre 2%

% 10 20 30 40 50

48%

10%

12%

10%

Walking

Jogging/running

Online/Youtube 
classes

Cycling

9%

3%

4%

2%

Indoor activities 
by myself

Other

Other outside activities 
from centre

Indoor activities using 
online from centre

JUNE 2020 NOV 2020
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Yes Definitely 
              30% 

Perhaps/Maybe 
              20% 

Definitely not 
             50%

% 10 20 30 40 50

Yes Definitely 
             46.3% 

Perhaps/Maybe 
             20.5% 

Definitely not 
             33.2%

% 10 20 30 40 50

Yes Definitely Perhaps/Maybe Definitely Not

The number of people doing regular 
at home workouts has significantly 
reduced coming down from 46% to 
just 30% 

Question 5
Would you say you are doing 
regular (at least once per 
week) home workouts in 
place of what you would 
typically do at your leisure 
centre or gym? 

05

30%

20%

50%

NOV 2020

JUNE 2020

The National Post Lockdown Recovery Survey 2020
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Only 24% of people who track their 
steps say that their number of steps 
has increased, compared to 38% 
June 2020

Question 6
If you track your steps using 
an App, have they ... 

06

Increased 
               24% 

Stayed the same 
               30% 

Decreased 
                45%

Increased 
              34.7% 

Stayed the same 
              23.5% 

Decreased 
               41.8%

Increased Stayed the same Decreased

24% 30% 45%

NOV 2020

% 10 20 30 40 50

% 10 20 30 40 50

JUNE 2020
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69% of respondents said that they had 
purchased a piece of home exercise 
equipment, the most popular piece 
being free weights at 31% followed by 
exercise mats at 26%

Question 7
Have you purchased any 
home exercise equipment in 
the last 8 months? 

07
Free Weights 
              31% 

Exercise Mat 
              26%

Online Training Sessions 
                 21% 

Cardio Machine 
                   13% 

Bicycle 
                  9%

% 10 20 30 40 50

9%

13%

21%

26%

31%
Free Weights

Exercise Mat

Online Training

Cardio Machine

Bicycle

The National Post Lockdown Recovery Survey 2020
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0 
  1% 

1 
  1% 

2 
 1% 

3 
 1% 

4 
  1% 

5 
 3% 

6 
  3% 

7 
 5% 

8 
 16%

9 
 15%

10 
 54%

69% of people say they are “extremely 
confident” after returning to their 
centre/club, with only 12% saying they 
were “not confident at all”

Question 8
How confident were you 
when you returned to your 
club on a scale of 0 to 10, 
with 10 being Extremely 
confident and 0 being Not 
confident at all?

08

RATE OF CONFIDENCE AND COMFORT 
RETURNING TO YOUR CENTRE/CLUB (10 
EXTREMELY COMFORTABLE/CONFIDENT)

% 10 20 30 40 50 60

54%

 
10/10 CONFIDENT RETURNING TO 

CENTRE/CLUB
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Confidence indicator by Indices of 
Multiple Deprivation - Lowseg Analysis

The sector has a CIS of 50%, calculated by the % of “extremely 
confidents” (62%) minus the % of “not at all confident” (12%)

There is very little difference in terms of Confidence 
Indicator Scores, between different IMD groups.

Confidence 
Indicator Score

CONFIDENCE INDICATOR

 0 1 2 3 4 5 6 7 8 9 10

CIS

Male

62%

1% 1% 1% 1% 1%
3% 3%

5%

17% 16%

53%

1% 1% 1% 1% 1%
3% 2%

5%

15% 15%

55%

50% 26% 12%

Very 
confident

Female

Neutral Not at all confident

60%

50%

40%

30%

20%

10%

0%

70%

60%

50%

40%

30%

20%

10%

0%

The National Post Lockdown Recovery Survey 2020
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Confidence Indicator 
Score by gender

Younger age groups are generally more confident in their return 
than older ones

The percentage of women who are extremely confident in returning is 
marginally higher than in men

Confidence Indicator 
Score by age

RATE OF CONFIDENCE AND COMFORT RETURNING TO YOUR CENTRE/CLUB (10 EXTREMELY 

COMFORTABLE/CONFIDENT) - BY AGE

RATE OF CONFIDENCE AND COMFORT RETURNING TO YOUR CENTRE/CLUB - BY GENDER

 0 1 2 3 4 5 6 7 8 9 10

 0 1 2 3 4 5 6 7 8 9 10

15-24 25-34 35-44 45-54 55-64 65-74 75+

Male

1% 1% 1% 1% 1%
3% 3%

5%

17% 16%

52%

1% 1% 1% 1% 1%
3% 2%

5%

15% 15%

56%

Female

60%

50%

40%

30%

20%

10%

0%

60%

50%

40%

30%

20%

10%

0%



21

19% state they will use their centre/club 
more when it reopens, with 7% using 
it less and only 3% saying they will not 
return at all 

Question 9
When your centre/club 
reopens how frequently will 
you use it? 

09

Use it more 
               19%

Use it about the same 
                71% 

Use it less 
       7%

Not use it at all 
                 3%

% 20 40 60 80 100

Use it more 
13,779            21.8%

Use it about the same 
41,710            66.0% 

Use it less 
5,225                8.3%

Not use it at all 
2,530                4.0%

% 20 40 60 80 100

Use it more

Use it about the same

Use it less

Not use it at all

71%

7% 3%

19%

NOV 2020

JUNE 2020

The National Post Lockdown Recovery Survey 2020
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3%

 Not use it at all Use it less Use it about the same Use it more

50%

40%

30%

20%

10%

0%

Younger age groups state they will use their centre/club much more when they 
return, while the older age groups are more likely to use it about the same

Age analysis

WHEN CENTRE REOPENS - BY AGE

Gender analysis 

WHEN CENTRE REOPENS - BY GENDER

There is very little difference between genders in terms of usage upon reopening

80%

70%

60%

50%

40%

30%

20%

10%

0%

Use it more

Male

19% 19%

71% 70%

6% 4% 3%8%

Use it about the same

Female

Use it less Not use it at all

15-24 25-34 35-44 45-54 55-64 65-74 75+
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The main reason customers will be using 
it less is because they will be doing 
outdoor independent activity, although 
this has become less of a factor 
compared to lockdown 1.0. The main 
themes coming out of other responses 
relate to fear of Covid, reduced opening 
times/programmes and less disposable 
income.

Question 10
What is the main reason you 
won’t be using your centre/
club as much? 

10

Because I will be doing my activity 
independently outdoors              19%

Because I will be doing my activity 
independently indoors                      17%

Because I will not be able to afford it 
                   11% 

Because I will have less time available 
                   9%

*Other (please specify) 
                  44%

Because I will be doing my activity 
independently outdoors 3,056    22.3%

Because I will be doing my activity 
independently indoors  2,611       19.0%

Because I will not be able to afford it 
2,113               15.4% 

Because I will have less time available 
1,690               12.3%

*Other (please specify) 
4,240              30.9%

% 10 20 30 40 50

% 10 20 30 40 50

Because I will be 
doing my activity 

independently 
outdoors

Because I will be 
doing my activity 

independently 
indoors

Other

Because I will 
not be able to 

afford it
Because I will 
have less time 

available

17%

19%

44%

11%

9%

NOV 2020

JUNE 2020

The National Post Lockdown Recovery Survey 2020
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Offering online classes is only of 
significant interest to a minority of 
existing customers and that interest 
has reduced since June 2020

Question 11
Would you be more likely 
to go back to using your 
leisure centre/gym if it 
offered online classes as 
part of its membership 
offer? 11

9%

Yes definitely 
             15%

Perhaps/maybe 
              47%

Definitely not 
                           39% 

% 10 20 30 40 50

Yes definitely 
11,756             18.9%

Perhaps/maybe 
30,737             49.3%

Definitely not 
19,860                          31.9% 

% 10 20 30 40 50

47%

39%

15%
NOV 2020

JUNE 2020
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Value it more 
                53%

Value it the same 
               43%

Value it less 
                    4%

Value it more 
32,479             51.8%

Value it the same 
27,139            43.3%

Value it less 
3,114                 5.0%

Question 12
When you return to your 
centre/club will you value it 
more, the same or less? 

12
Over half of customers still state 
they will value their centre/club 
more when they return, a figure 
very similar to June 2020

% 10 20 30 40 50

% 10 20 30 40 50

Value it more
53%

Value it the same
43%

Value it less
4%

NOV 2020

JUNE 2020 Facility value by (Indices of Multiple 
Deprivation) Lowseg Analysis

VALUING CLUB

Respondents falling into the Lowseg IMD groups 1-3 state they 
will value their centre/club slightly more than other IMD groups

60%

50%

40%

30%

20%

10%

0%

Value it more

1-3

45% 42%

52% 54%

4% 4%

Value it about the same

4-10

Value it less

The National Post Lockdown Recovery Survey 2020
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39% of customers state they will 
be prepared to spend more time 
on being active when they return, 
a figure down from 43% during 
lockdown 1.0

Question 13
After lockdown will you be 
prepared to spend more 
time on your health and 
wellbeing through sport, 
exercise and being active? 

13
More time 
27,324            43.3%

The same time 
35,271            55.9% 

Less time 
465                 0.7%

% 20 40 60 80 100

More time 
                  39%

The same time 
                 60% 

Less time 
                      1%

% 20 40 60 80 100

The same time

More timeLess time

39%

NOV 2020JUNE 2020

60%
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Question 14
When do you think you 
will return to use your 
centre/club? 

14
Over three quarters of respondents 
stated they intended to return to clubs 
immediately, another 21% saying 
January/February and only 3% saying 
never 

Immediately 
                 76% 

January 
                   9% 

February Onwards 
                  12%

Never 
                   3%

% 20 40 60 80 100

IMMEDIATELYJANUARYFEBRUARY 
ONWARDS

NEVER

3% 12% 9% 76%

Speed of return by (Indices of Multiple 
Deprivation) Lowseg Analysis

SPEED OF RETURN

There is minimal difference between different IMD groups when 
stating when they intend to return to their centre/club

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Immediately

1-3

77% 76%

8% 9%
12%

3%

12%

3%

January

4-10

February Onwards Never
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Customers feel significantly more 
comfortable about returning to their 
centre/club than to other public 
places, compared to June 2020 

Question 15
How comfortable do you 
feel about returning to your 
centre/club compared to 
other public places? 

15
Less comfortable 
 11% 

About the same 
 54% 

More comfortable 
 35%

Less comfortable 
14,487              23.0% 

About the same 
37,299               59.1% 

More comfortable 
11,327              17.9%

% 20 40 60 80 100

% 20 40 60 80 100

11%

35%

54%

NOV 2020

JUNE 2020
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Question 16
How important are the 
following elements when 
returning to your centre/club?

16
Cleanliness is still the most important 
element that customers are considering 
when returning to their centre/club 

The cleanliness of the centre 
                   31%

New procedures and processes to 
implement social distancing measures 
(if required/recommended)               24%

The friendliness of the staff 
                  23%

The support and guidance given by 
the staff                    22%

The cleanliness of the centre 
57,246                  31%

New procedures and processes to 
implement social distancing measures 
(if required/recommended)  46,422  25%

The friendliness of the staff 
39,932                  22%

The support and guidance given by 
the staff  39,536                22%

% 10 20 30 40 50

% 10 20 30 40 50

The cleanliness

Procedures and processes

Friendliness of staff

Support and guidance

31%

24%

23%

22%

NOV 2020

JUNE 2020
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100%

80%

60%

40%

20%

0%

Very Important Quite Important Not at all Important

100%

80%

60%

40%

20%

0%

Age analysis

IMPORTANCE OF CLEANLINESS OF THE CENTRE - BY AGE

Gender analysis 

IMPORTANCE OF CLEANLINESS OF CENTRE - BY GENDER

Cleanliness is 10% more important to female customers than men

Male

82% 92%

16% 7%

2% 1%

Female

15-24 25-34 35-44 45-54 55-64 65-74 75+

Very Important Quite Important Not at all Important
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The importance of staff friendliness increases steadily with age Age analysis

Gender analysis Staff friendliness is more important to women than men

100%

80%

60%

40%

20%

0%

15-24 25-34 35-44 45-54 55-64 65-74 75+

100%

80%

60%

40%

20%

0%

IMPORTANCE OF FRIENDLINESS OF STAFF - BY AGE

IMPORTANCE OF FRIENDLINESS OF STAFF - BY GENDER

Male

4%

56%

61%
65%

67% 69%
71%

77%

2%

38%

34%
32%

31% 30%
27%

22%

6%
4% 3% 2%

2% 1% 2%

59% 71%

Female

Very 
Important

Quite 
Important

Not 
Important

Quite ImportantNot at all Important

37% 27%

Very Important
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The importance of support and guidance from staff increases with age Age analysis

Gender analysis Support and guidance from staff is more important to women than men

100%

80%

60%

40%

20%

0%

15-24 25-34 35-44 45-54 55-64 65-74 75+

100%

80%

60%

40%

20%

0%

IMPORTANCE OF SUPPORT AND GUIDANCE GIVEN BY STAFF - BY AGE

IMPORTANCE OF SUPPORT AND GUIDANCE GIVEN - BY GENDER

Male

8%

50%

58%

61% 64%
66%

70%
73%

3%

41%

35% 33%
32%

31%
27%

23%

9% 8%
5% 4%

4% 3% 4%

52% 70%

Female

Very 
Important

Quite 
Important

Not 
Important

Quite ImportantNot at all Important

40% 27%

Very Important
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New procedures and processes increase in importance as you go up the age groups Age analysis

Gender analysis New procedures and processes are much more important to female customers 
compare to male

100%

80%

60%

40%

20%

0%

Very Important Quite Important Not at all Important

100%

80%

60%

40%

20%

0%

IMPORTANCE OF NEW PROCEDURES AND PROCESSES - BY AGE

IMPORTANCE OF NEW PROCEDURES AND PROCESSES - BY GENDER

Male

59% 74%

10% 4%

Female

15-24 25-34 35-44 45-54 55-64 65-74 75+

Very Important Quite Important Not at all Important

32% 22%
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This lockdown 2.0 survey sample is very similar to our lockdown 1.0 
survey in terms of gender split, (i.e. over representative of women), 
but is slightly more biased towards older age groups 55 to 74 years old 
than our June 2020 survey 

33%

0.2%

67%

Gender

Age

Sample Demographics07

15-24

Male

45-55

25-34

Female

55-64

35-44

Other

65-74

75+

4%4%

16%

10%

21%

24%

20%
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We are providing a range of follow 
up services to the sector to help 
prepare for reopening, please see 
below for how we can help you 
in key areas of your business. 

Leisure-net – providing hour-long online 
Bounce Back sessions for senior management 
teams wishing to fully understand the findings 
from this research and its implications for the 
Customer Experience you need to provide for 
returning customers. In addition, we can provide 
detailed cross tabulation of the dataset if you 
would like to understand more about how 
different ages, genders etc. have responded to 
the questions. 

Contact David Monkhouse on 
davidmonkhouse@leisure-net.org 
for more information 

 

4global – delivering a range of recovery 
solutions aimed to help you plan and manage 
the new normal for your organisation. We can 
apply the learnings from this survey together 
with your facility and sector-wide data to trigger 
and grow revenue streams in your business. 
Helping you to know what to expect for your 
business and create a structured plan for re-
opening. Stimulate customer confidence to 
secure the future of your facilities and measure 
the impact of your localised targeted plan to 
come back stronger in the new future.

Contact Chris Phillips at 
chris.phillips@4global.com 
for more information

Max Associates – supporting local authorities 
and helping operators understand how the 
impact of Covid will influence the positioning 
and delivery of sport and physical activity 
services in the medium and longer term; 
including service outcomes, financial and 
contractual perspectives.

Contact Lisa or Mark at 
lisa@max-associates.com or 
mark@max-associates.com 
for more information

Bigwave Marketing – providing bespoke 
marketing campaigns, communication advice 
and support to re-engage members, prospects 
and the wider community as the industry looks 
to bounce back. We have also developed a wide 
range of branded COVID-19/social distancing 
signage solutions to ensure safety and 
consumer confidence. 

Contact Tom Gozna at  
tomgozna@bigwave.co.uk 
for more information

The National Post Lockdown Recovery Survey 2020
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