Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

Focus:

The module focuses on ensuring safe, efficient, and sustainable facility operations through planned and preventative maintenance, robust
health and safety practices, high standards of cleanliness and presentation, effective risk management, and strategies for energy efficiency,
waste reduction, and environmental sustainability.

Key elements:

Planned and preventative maintenance

Health & safety, cleanliness, and presentation
Energy use, waste reduction, and sustainability
Risk management and emergency readiness

Best Practice Examples

Embedding Operational and Environmental Management: Operational and environmental practices are fully integrated into daily management.
Staff understand their roles, follow procedures consistently, and contribute to maintaining safety, efficiency, and environmental performance.
Compliance is monitored, and operational systems are regularly reviewed to prevent issues and maintain high standards.

Planned and Preventive Maintenance: Maintenance schedules are proactive and preventive, covering all equipment, plant, and building systems.
Planned checks and audits prevent breakdowns, reduce downtime, and support operational efficiency. All maintenance activities are
documented, reviewed, and linked to measurable performance indicators.

Comprehensive Operational Procedures: Procedures are fully documented, accessible, and consistently followed. Staff receive role-specific
training, and adherence is monitored. Procedures cover all significant operational areas, including health & safety, equipment use, emergency
preparedness, and day-to-day operations. Staff awareness is regularly reinforced through training refreshers and inductions.

Comprehensive Environmental Procedures: Environmental procedures cover energy, water, waste, recycling, and sustainable practices. They are
documented, consistently applied, and linked to organisational objectives such as reducing carbon footprint and energy consumption. Staff
receive targeted training, and compliance is monitored. Procedures are regularly reviewed to reflect industry best practice and emerging

sustainability priorities.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

Best Practice Examples (continued...)

e Role-Specific Training and Development: All staff, including casual or volunteer staff, are trained in operational and environmental procedures
relevant to their role. Training is documented, refreshed regularly, and aligned with performance objectives. Staff are empowered to identify
issues and suggest improvements, fostering a culture of shared responsibility.

e Monitoring, Measurement, and Review: Performance is tracked using KPls, audits, inspections, and feedback. Operational and environmental
procedures are reviewed regularly to ensure they are effective and fit for purpose. Lessons learned are used to update procedures, improve
processes, and reduce environmental impact.

e Evidence-Based Continuous Improvement: Operational and environmental improvements are based on evidence such as energy monitoring,
waste audits, incident reports, and user feedback. Changes are implemented strategically, with measurable outcomes in safety, efficiency, service
quality, and environmental performance.

e Measurable Impact and Recognition: Improvements result in tangible benefits: reduced energy and water usage, lower carbon footprint, safer
operations, improved service delivery, and enhanced facility condition. Achievements are celebrated internally and externally, reinforcing staff
engagement and motivation.

e Integration with Industry Best Practice: Practices align with recognised standards and guidance, including health & safety regulations,
environmental management standards (e.g., ISO 14001), and energy efficiency benchmarks. The facility uses sector insights to continually
enhance operational and environmental performance.

e Staff Engagement and Ownership: Staff are fully engaged in operational and environmental management. They are trained, informed, and
empowered to contribute to monitoring, reporting, and continuous improvement. Ownership of procedures ensures sustained performance and
a proactive, solution-focused culture.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

PLAN

Challenge: How does the facility plan to reduce its utility consumption and reduce its carbon footprint?

Unsatisfactory °

No clear plans exist
Day-to-day operations, maintenance, and environmental impact are managed reactively
Energy use and carbon footprint are not considered.

Satisfactory

Basic plans exist for operational and environmental management, but they only cover certain areas and are not always
followed
Operational procedures are partially planned.

Good

A facility-specific environmental sustainability strategy is in place, supported by an action plan covering all key areas
(electricity, water, waste, gas, where applicable)

Operational management activities, like maintenance and safety, are planned and monitored

Carbon footprint is measured, and initiatives are applied in most areas.

Very Good °

The environmental sustainability strategy includes net zero aspirations and is linked to a detailed facility-specific action plan
covering all significant aspects, using information from multiple sources (e.g., DEC reports)

Plans are SMART

Objectives are realistic, actions costed, and payback documented

Operational management and environmental initiatives are applied consistently and monitored regularly.

Excellent

The facility has a full environmental sustainability strategy with net carbon zero objectives, milestones, and baselines for
carbon footprint

A comprehensive, SMART action plan covers all aspects of the facility and is informed by multiple sources

All staff are trained in environmental and operational management

Actions are embedded in daily operations, monitored continuously, and show measurable improvements in safety, efficiency,
and environmental performance.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

PLAN

Challenge: How do you plan to maintain and improve the condition of the facility?

Unsatisfactory .

No plans exist for maintenance or improving the facility
Repairs are reactive. There is no approach to prevent future problems
Operational or environmental issues are unmanaged.

Satisfactory

Some basic maintenance or improvement plans exist, covering certain equipment or building areas
Environmental and operational considerations are limited, and improvements are only occasional.

A clear, facility-wide maintenance and improvement plan is in place, covering equipment, building, and operational systems.

Good e Preventive maintenance is scheduled, improvements are planned, and environmental factors such as energy efficiency or
waste reduction are considered.
e Comprehensive maintenance and improvement plans are embedded across the facility.
Verv Good e Operational systems are regularly reviewed, preventive maintenance is applied consistently, and improvements are aligned
ery Goo . . N
with environmental sustainability goals.
e Plans are monitored, updated, and informed by performance data.
e Maintenance and improvement planning is fully integrated into operational and environmental management
e Preventive maintenance, upgrades, and sustainability initiatives are evidence-based, costed, and linked to clear objectives
Excellent e Continuous monitoring ensures measurable improvements in safety, efficiency, environmental performance, and facility

condition
Staff at all levels understand, contribute to, and take ownership of maintenance and improvement activities.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

DO

Challenge: What environmental procedures are in place, and are staff trained in them?

Unsatisfactory

There are no clear environmental procedures or systems in place to manage the leisure centre’s environmental impacts.
Key areas such as energy and water use, waste, chemicals, pollution prevention, biodiversity, and sustainable purchasing are
not effectively managed.

Environmental responsibilities are unclear, and staff have little or no awareness of relevant environmental procedures or
good practice.

Environmental performance is not routinely monitored, and there is little evidence of action to address excessive resource
use, waste, or environmental risks.

Environmental procedures are not regularly reviewed or communicated to staff.

Satisfactory

Some environmental procedures are in place, but they are incomplete, inconsistent, or limited to particular areas such as
recycling, energy, or water management.

Basic controls are in place for some environmental risks, but their application varies across the leisure centre.

Staff have a basic awareness of relevant environmental responsibilities, although knowledge and training are inconsistent.
Some environmental information is monitored, but this is not yet used systematically to drive improvement.
Environmental procedures are reviewed or updated on an ad hoc basis.

Good

Documented environmental procedures cover most key areas relevant to the leisure centre, including energy, water, waste,
chemicals, pollution prevention, and sustainable operational practices.

Procedures are generally implemented consistently, and environmental responsibilities are understood by relevant staff.
Staff receive appropriate training or instruction on environmental procedures relevant to their roles.

Environmental performance is monitored through measures such as energy and water consumption, waste generation,
recycling, and chemical use.

Environmental issues identified through monitoring, inspections, incidents, or operational reviews are generally addressed.
Environmental procedures are reviewed periodically and updated where necessary.
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Quest for Facilities A5 — Operational and Environmental Management
Guidance Notes

i

e Comprehensive environmental procedures are in place across all significant areas of the leisure centre’s operations and are
consistently implemented.
e Clear responsibilities and standards are established for energy and water efficiency, waste management, chemical use,
pollution prevention, sustainable procurement, and other relevant environmental impacts.
e Staff are appropriately trained and understand how their roles contribute to the centre’s environmental objectives.
Very Good e Environmental performance is regularly monitored, with data used to identify trends, risks, inefficiencies, and opportunities
for improvement.
e Procedures are regularly reviewed in response to environmental performance, operational changes, incidents, legislation,
guidance, and identified risks.
e Environmental objectives and procedures are integrated into wider operational planning and decision-making.
e There is clear evidence of improvements in areas such as resource efficiency, waste reduction, recycling, pollution
prevention, and environmental impact.
e Environmental management is fully embedded within the day-to-day operation and strategic management of the leisure
centre.
e Robust, evidence-based procedures address all significant environmental impacts and are consistently applied across the
facility.
e Staff are appropriately trained and competent to implement environmental procedures, with environmental responsibilities
Excellent incorporated into relevant roles and operational practices.
e Environmental performance is actively measured and managed using meaningful data, targets, benchmarking, audits, and
performance indicators.
e The centre proactively identifies opportunities to reduce energy and water consumption, waste, emissions, chemical use, and
other environmental impacts while maintaining service quality and operational effectiveness.
e Environmental procedures are regularly reviewed and improved in response to performance data, emerging risks, legislation,
best practice, innovation, and changes in the facility or its operations.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

DO

Challenge: What operational procedures are in place, and are staff trained in them?

Unsatisfactory

Operational procedures are absent, poorly defined, or not documented for key areas of the leisure centre.

Essential activities such as opening and closing, cleaning, maintenance, pool operations, plant operation, health and safety,
emergencies, and customer service are not consistently managed.

Staff have little or no awareness of the procedures that should be followed.

Procedures are not consistently followed, and there is little evidence of supervision, monitoring, or accountability.

There is no effective system for reviewing procedures or addressing operational weaknesses.

Some operational procedures are in place, but they are incomplete, inconsistent, or do not cover all significant areas of the
leisure centre.
Procedures exist for some routine activities, but their application varies between teams, shifts, or areas of operation.

Satisfactory e Staff have a basic awareness of relevant procedures, although training and understanding may be inconsistent.

e Limited checks are undertaken to confirm that procedures are being followed and operational standards are being
maintained.

e Procedures are updated or reviewed on an ad hoc basis rather than through a planned process.

e Operational procedures are documented and cover most key areas of the leisure centre, including day-to-day operations,
cleaning, maintenance, health and safety, pool operations, emergencies, and customer service.

e Procedures are generally applied consistently and provide a clear framework for staff to carry out their responsibilities.

Good e Staff receive appropriate training and instruction on the procedures relevant to their roles.

Managers undertake routine checks to monitor compliance and operational standards.
Issues identified through monitoring, incidents, complaints, or operational reviews are generally addressed and procedures
updated where appropriate.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

S

Comprehensive, clearly documented operational procedures are in place across all significant areas of the leisure centre and

are consistently implemented.

Procedures clearly define responsibilities, standards, escalation arrangements, and required actions for routine and non-
routine situations.

Staff are appropriately trained and competent to carry out procedures relevant to their roles, with suitable induction and
refresher training.

Very Good . . . N .

e Operational performance and compliance are regularly monitored through management checks, audits, inspections, and
review of incidents or customer feedback.

e Procedures are regularly reviewed and improved in response to operational experience, identified risks, changes in
legislation or guidance, and performance information.

e Operational procedures support clear objectives for safety, cleanliness, efficiency, asset management, customer experience,
and service quality.

e Operational procedures are fully embedded within the management and day-to-day operation of the leisure centre, covering
all significant activities and risks.

e Procedures are clear, practical, consistently applied, and supported by strong management oversight, accountability, and
performance monitoring.

e Staff are appropriately trained and demonstrably competent, with training focused on enabling consistent delivery of the
required operational standards.

e The effectiveness of procedures is routinely evaluated using audits, inspections, performance data, incidents, near misses,

Excellent customer feedback, staff feedback, and other relevant evidence.

Procedures are proactively reviewed and refined to reflect changing operational needs, emerging risks, legislation, industry
guidance, and recognised good practice.

Staff are encouraged to identify practical improvements, but responsibility for maintaining effective operational systems
remains clearly embedded within management processes.

There is clear evidence that well-designed procedures, effective implementation, and appropriate staff competence are
contributing to measurable and sustained improvements in safety, efficiency, cleanliness, asset condition, customer
experience, and overall service quality.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

MEASURE AND REVIEW

Challenge: What measures and reviews are in place to ensure the success of the environmental plans and procedures?

e No meaningful measures or formal reviews are in place.

. e Environmental plans and procedures are not routinely monitored.
Unsatisfactory . .
e Problems are generally identified only when they occur.

e There is little evidence of actions being recorded, followed up, or used to improve performance.

e Some measures and reviews are in place, but coverage is limited or inconsistent.
Satist e Monitoring is occasional and may focus on individual areas such as energy, water or waste.
atisfactory L . .
e Findings are not consistently recorded, communicated, or followed up.

e Limited evidence that monitoring is used to improve environmental performance.

e Appropriate measures, KPls, checks, or inspections are used to monitor key environmental plans and procedures.
e Reviews take place regularly and findings are communicated to relevant staff.

Good . . .
e Actions are identified and generally followed up.
e Environmental plans and procedures are adjusted where monitoring identifies a need for improvement.
e A systematic programme of measurement and review covers all significant environmental plans, procedures, and impacts.
Verv Good e Performance is regularly reviewed against objectives, targets, or appropriate benchmarks.
ery Goo - . . . .
v e Findings result in clear actions and are used to improve environmental plans and procedures.
e Staff are informed and involved in implementing improvements.
e Afully integrated monitoring and review system is embedded within environmental management.
Excell e Performance is proactively measured, analysed, and reviewed using a range of appropriate evidence.
xcellent
e Findings drive continuous improvement, future planning, and decision-making.
e There is clear, measurable, and sustained evidence that the review process is improving environmental performance.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

MEASURE AND REVIEW

Challenge: What measures and reviews are in place to ensure the success of the operational plans and procedures?

e No meaningful measures or formal reviews are in place.

U ; e Operational plans and procedures are not routinely monitored.
nsatisfacto . o

v e Problems are generally identified only when they occur.

e There is little evidence of actions being recorded, followed up, or used to improve operational performance.

e Some measures and reviews are in place, but coverage is limited or inconsistent.

Satisf e Monitoring is occasional and may focus on individual operational activities.
atisfactory L . ,
e Findings are not consistently recorded, communicated, or followed up.

e Limited evidence that monitoring is used to improve operational performance.

e Appropriate measures, KPls, checks, or inspections are used to monitor key operational plans and procedures.
e Reviews take place regularly, and findings are communicated to relevant staff.

Good
e Actions are identified and generally followed up.
e Operational plans and procedures are adjusted where monitoring identifies a need for improvement.
e A systematic programme of measurement and review covers all significant operational plans, procedures, and impacts.
Verv Good e Performance is regularly reviewed against objectives, targets, or appropriate benchmarks.
ery Goo
v e Findings result in clear actions and are used to improve environmental plans and procedures.
e Staff are informed and involved in implementing improvements.
e Afully integrated monitoring and review system is embedded within operational management.
Excell e Performance is proactively measured, analysed, and reviewed using a range of appropriate evidence.
xcellent
e Findings drive continuous improvement, future planning, and decision-making.
e There is clear, measurable, and sustained evidence that the review process is improving operational performance.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

IMPACT

Challenge: What positive impacts have resulted from the environmental management practices?

Unsatisfactory °

Little or no evidence that environmental management practices have had a positive impact.
Environmental performance remains poor or unchanged.
Environmental initiatives may exist, but their effectiveness has not been demonstrated.

Satisfactory °

Some positive environmental improvements are evident in parts of the leisure centre.
Examples may include improved recycling, waste reduction, or better energy and water management.
Evidence of impact is limited, inconsistent, or informal.

Good

Environmental management practices have resulted in noticeable improvements in several areas.

Improvements may include reduced energy or water use, better waste management, improved resource efficiency, or
reduced environmental risks.

Results are recorded and provide evidence of positive impact.

Learning from improvements is used to inform further action.

Very Good

Environmental management practices have resulted in significant and measurable improvements across multiple areas.
Improvements are demonstrated against previous performance, targets, or appropriate benchmarks.

Wider benefits, such as improved efficiency, reduced costs, or better facility performance, are evident.

Improvements are sustained and used to inform future environmental plans and practices.

Excellent °

Environmental management practices have delivered significant, measurable, and sustained improvements across the leisure
centre.

Environmental performance and wider operational benefits are clearly demonstrated through evidence and benchmarking.
Environmental management contributes to wider organisational objectives and delivers tangible benefits.

Results inform future priorities, investment, innovation, and continuous improvement.
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Quest for Facilities A5 — Operational and Environmental Management

Guidance Notes

IMPACT
Challenge: What positive impacts have resulted from the operational management practices?
e Little or no evidence that operational management practices have had a positive impact.
Unsatisfactory e Safety, facility standards, efficiency, service delivery, or customer experience remain poor or unchanged.

e Operational initiatives may exist, but their effectiveness has not been demonstrated.
e Some positive environmental improvements are evident in parts of the leisure centre.

Satisfactory e Examples may include improvements in safety, cleanliness, maintenance, staffing, or customer service.
e Evidence of impact is limited, inconsistent, or informal.
e Operational management practices have resulted in noticeable improvements in several areas.
e Improvements may include safer operations, improved facility standards, more effective maintenance, better resource use,

Good or improved customer service.

e Results are recorded and provide evidence of positive impact.
e Learning from improvements is used to inform further operational action.
e Operational management practices have resulted in significant and measurable improvements across multiple areas.
e Improvements are demonstrated against previous performance, targets, standards, or appropriate benchmarks.

Very Good o Wider benefits, such as improved efficiency, reliability, asset performance, or customer experience, are evident.
e Improvements are sustained and used to inform future operational plans and practices.
e Operational management practices have delivered significant, measurable, and sustained improvements across the leisure

centre.
Excellent e Improvements in safety, efficiency, facility standards, service delivery, and customer experience are clearly demonstrated.

e Effective operational management contributes to wider organisational objectives and delivers tangible benefits.
e Results inform future priorities, investment, innovation, and continuous improvement.
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