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The voice of participant
programme

CLEANED AND WELL
MATINTAINED FACILITIES

FULFILLING
POTENTIAL

SOCIAL
ENVIRONMENT

PROFESSIONAL POSITIVE CLUB
AND WELL QUALITY OF
MANAGED MEMBER COACHES

EXPERIENCE
BEING PROVIDING
FRIENDLY & INFORMATION
WELCOMING WHEN NEEDED

WELL MAINTAINED
PLAYING/ TRAINING
VENUES/ FIELDS/ COURTS

FAIR AND EQUAL
OPPORTUNITIES



Participants experiences are vastly
different across sports...

OVERALL SATISFACTION (BY NSO) - % very satisfied or extremely satisfied

AVERAGE
61%

AVERAGE
40




... and the metrics are telling us a
story

PERCEIVE VALUE FOR MONEY (BY NSO) - % agree or strongly agree

AVERAGE
74% '

LIKELIHOOD OF REJOINING NEXT YEAR (BY NSO) - % |ikely or VerT{ likely

A A A

A
AVERAGE -
82% v




And maybe surprisingly there are a number of
significant differences across regions

OVERALL

SATISFACTION

(Q6: % very satisfied
or extremely
satisfied)

SATISFIED

B !!HM 0% 0% 0% 6%  11%
S 1.
-
é
NET o
PROMOTER
SCORE

(Q7: % promoters
less % detractors)

PROMOTER

Mlﬂbl 0% 0% 9% 16% ”

DETRACTOR



There are loads of things that impact experience...

1.Value for money  club venues/ fields opportunities for
2.Being friendly and 8. 14.Having well coach
welcoming WEIET development
3.Encouraging good playing/training  18.Providing
sportsmanship and 9.Allowing me to venues/ fields information and
fair play fulfil my potential 15.Having clean and opportunities for
4.Is fair and provides10.Being responsive well maintained officials
equal to my needs and facilities e.g. development
opportunities for  requirements clubrooms, 19.Having qualified
all players 11.The quality of changing roomes, / experienced
5. the coaches toilets officials
12.Providing a safe 16.
6.Fostering a sense  environment for
of pride adults and children
7.The social 13.The ease of 17.Providing
environment at the accessing the clubs information and




Discussion...

From the list of things impacting
experience, what are the 2-3 things
that you think your club does well...

and conversely what do you think your
club needs to work on?
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Why do people join your clubs

“Access to launch \
facilities and improve
skills (could include
becoming an instructor)”

\_ (45-49 years) /

To have access to club gliders and
launch facilities

To have fun

To learn/ improve skills

To fly competitively
« . .
To improve skill, \

competition,
socialising & launch
facilities”

_ (55-59 years) )

To socialise

To get fit and healthy

Other




What your members love about their club
~ N (. . A

‘Good fleet, good I\/Ianybenthu:]lalst;]c and E:ghly chomﬁ)e;entdnllemblers who
social atmosphere, contri u]'fe V;l] ole ea[)te Ytoht e c.u and deve c’)pment
good facilities, of other members in the trainee category.

convenient location. (65+ years)

(40-44 years) K /

‘I was surprised at the\
4 ‘Members are friendly and fabulous social life of the
passionate about gliding as a club. The social
sport and recreational atmosphere is what makes
- the club run so well,

activity.
(40-44 years)
\

including the flying. A real
pitch in and help attitude,
plus developing real
friendships - all of which
motivates to better
involvement. ‘

K (55-59 years) /

A great club atmosphere with everyone
pitching in to get the important work done!’
(35-39 years)




Understanding what’s important

IMPORTANCE

High  PRIORITY FORIMROVEMENT SIRENGTHS
S Value for money
= Encouraging sportsmanship
M Allowing me to fulfil my potential
Fosters a sense of pride
formation ab n fair and provid | i
!n ormation about Providing a good social environment B s fair and provides equal opportunity
::Instrl.llctor - Being professional
i _ o I and well managed B Being friendly and welcoming
Bl [ Benefits asa member of Gliding — Providing me information when | need it
: Having qualifie
Infor‘ma'tlon on >H I I ofgﬁcc]ials [ | B B Havinggreatinstructors
junior o : o
rogrammaes Having well maintained club
P O ) ) o gliders and launch facilities
Being responsive
Making me /T Providing a safe environment
aware of ; ;
Engaging with the local - - o
developments T The ease of accessing club gliders / launch facilities
Clean and well maintained facilities
" SECONDARY PRIORITY MAINTENANCE
ow
40% Mean =58% 81%

>

PERFORMANCE (% VERY SATISIFED AND EXTREMELY SATISFIED)



Different age groups are getting different
experiences

VALUE FOR MONEY LIKELIHOOD TO

ADULT [NET 65+ YEARS) [n= 111]

65+ yrs 16-24 yrs
31% 7%
25-44 yrs
SAMPLE 16%
PROFILE

45-64yrs
46%




What is happening for members at the
3-5 yr point?

OVERALL SATISFACTION MNET PROMOTER SCORE
e —— _‘_._EfS?'f ~ (Tl TOTAL 564
R T T T T T T e W
62% 570¢
LESS THAN 1 1-2 YEARS 3-S5 YEARS E-10YEARS NIORE THAN 10 LESSTHAN 1 1-2 YEARS 3-S5 YEARS & 10 YEARS MWORE THAMN 10
YEAR (n=42) {n=58) (n=49] YEARS YEAR {n=43) {n=58) (n=43) YEARS
in=37) In=167) (n=37) {n=170])
LIKELIHOOD TO REJOIN VALUE FOR MONEY
OB A
92% 93% B5% 84% 84%
_________________________________ N TOTAL
s ey @ e . i
B1% B1%
T2%
LESSTHAN 1 1-2 YEARS 3-5 YEARS B-10YEARS MORE THAN 10 LESSTHAN 1 1-2 YEARS 3-S5 YEARS B-10YEARS MORE THAN 10
YEAR (n=43) (n=57) (=50} YEARS YEAR (n=43) (n=58) (n=50) YEARS

in=36) [n=185} (n=34] [n=1568)



Not everyone is convinced about coming
back next year!

"~ Significantly more likely to rejoin:

* Members for 6-10 years (98%)

* Those who fly two or three times a month
(93%)

* Those who have not made a complaint in
the last 3 months (91%)

LIKELY TO REJOIN

Significantly more unlikely to rejoin:
 Members for more than 10 years (12%)

UNLIKELY TO
REJOIN

* Those who fly once a month (21%)



What needs to improve

‘The gliding club is just an
eftpos machine. There is no

/ \ club spirit and no club feel’

(40-44 Years)

many individuals
doing their own thing. O
Too many personality

clashes (unresolved).
(65+ Years)

o
- h

‘Organisation needs improvement when it comes to
booking, for example if someone has booked a time to fly
sometimes a trial flight gets priority and you end up
waiting 1-2 hours for a flight you already booked.
(25-29 Years)

N /

‘The club needs to be \_ /
more welcoming. Too \/—/

‘A culture change\
would be required.
The "mood" of the
club is unfriendly,
comprised of cliques
and old-boys'
groups, and down
right opposed to
new-comers.
(60-64 Years)

/
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The least satisfied members view
the following as needing
Improvement

‘Improvement in communications
with members. One third of club
members reside overseas and
receive little or no information on
club activities. Many who do reside
in New Zealand are still ignored
when it comes to gliders being
taken away from the airfield.”
(65+ Years)

[ESE.G. P

‘More keen cross country flying
members would be great and then
we can organise more mid week
flying. *
(60-64 Years)

‘The terminal needs a little
maintenance. Carpet, chairs,

projector, etc.’
(50-54 Years)




What are some members willing to pay
more for?

CLUB GLIDERS AND LAUNCH
FACILITIES

MEMBER DEVELOPMENT
PROGRAMMES

FACILITIESE.G. CLUB ROOMS,
CHANGING ROOMS, TOILETS

'18% would not want
anything improved if
it meant their fees

‘were increased.

MANAGEMENT OF THE CLUB

QUALITY OF COACHING OR
INSTRUCTORS

COMMUNICATIONS

SOCIALACTIVITIES

OTHER 18



The information from the
survey is the start of a
conversation. Take the

information and mix it together
with what you know and
experience in your clubs.




Thank you




