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Quest Recovery 2 – Operational Management 

Self-Assessment Preparation Form 


	Challenge:
	Example of Best Practice:
	What do we currently do:
	What action can we take:



Module Outcome

· Prominent signage is displayed in all relevant areas to draw attention to rules and arrangements. 

· Maintenance is planned to prevent unwarranted disruption of the service.
· The facility is well maintained. 

· The facility has suitable, sufficient, and well-maintained equipment available.
· Operational management systems are in place to support people meet the governments and industry requirements. 

	Challenge:
	Example of Best Practice:
	What do we currently do:
	What action can we take:


	Mystery Visit

	Is information within the facility well-presented and easy to understand, ensuring customers know what to expect?
	Information is readily available, well presented, and easy to understand.
	 
	 

	
	Communication of the standards is clear and consistent and of an excellent quality. 
	
	

	Is the maintenance and housekeeping of the inside and outside of the premises presentable and welcoming?
	The maintenance and housekeeping at the facility are at a high standard and having a positive impact on the customer experience and the environment. 
	 
	 

	
	Any opportunities for improvement are minor and do not impact on the overall customer experience.
	
	

	Is there appropriate, accessible, clean, well-maintained provision of changing rooms and toilets?
	There is good provision of high standard changing facilities to cater for all needs.
	 
	 

	
	The changing rooms are well appointed with high quality fixture and fittings.
	
	

	
	There are high standards of maintenance and there were no/ or limited items not working.
	
	

	
	Toilet facilities are good, well stocked, and clean.

	
	

	Is there a provision of goods for sale and hire equipment to meet the programming needs?
	A wide range of competitively priced resale items are available to purchase either online or in person. 
	 
	 

	
	All vending machines are in good working order, fully stocked, clean and tidy and offer a wide range of products. 
	
	

	
	Equipment hire is available, in excellent condition with a competitively priced deposit system. 

	
	

	Is there evidence that the facility is taking steps to reduce their carbon footprint?
	The facility has a clear plan and commitment to reducing their carbon footprint which is evident on their website and in-house marketing. 
	 
	 

	
	Staff can be seen to proactively take actions to reduce their carbon footprint (turning lights off, shutting down out of use areas, closing windows if the air con is in use etc.)
	
	

	
	There is evidence of renewable energy sources being used (solar panels, water harvester). 

	
	


	Plan

	How do you plan to ensure the provision of a well-maintained, ventilated, and equipped facility?
	All policies and procedures clearly documented and user friendly. 
	 

	 

	
	Rolling programme of PPM by competent suppliers or in-house staff. 
	
	

	
	Consideration given to replacement of equipment to match future programming needs. 
	
	

	
	Ventilation and Air Handling units serviced on a regular basis and checked daily for service faults to ensure that they are working efficiently and as per the settings selected. 

	
	

	Do

	What processes are in place to ensure that maintenance, the use of equipment and set up is carried out safely? (Challenge for the operational staff)
	Comprehensive systems in place for PPM with clear communication to all staff and public on the relevant works schedule. 
	 
	 

	
	Evidence of consultation with customers and partners about future needs and facility developments. 
	
	

	
	Budget set for long-term works. 
	
	

	
	Excellent use of social media and website to communicate any operational issues linked to maintenance and equipment. 

	
	

	
	Appropriately trained staff member(s) who understands the principles and processes involved in the safe operation of a specialised facility, for example a swimming pool and working at heights.

	
	

	What training takes place to ensure that you are competent? (Challenge for the operational staff)
	External partner or qualified internal trainer-assessor in place to complete planned and ad-hoc inspections/audits to ensure SSOW are adhered to. 
	 
	 

	
	Comprehensive system of staff training and competency in place for each role. 
	
	

	
	Staff appropriately trained to understand their responsibilities for the external contractors ensuring safe compliance standards are maintained.

	
	

	Does the facility have an environmental action plan to reduce consumption and improve their carbon footprint? 
	Facility plan is in placed linked to achieving net carbon emissions by 2030. 
	 
	 

	
	Facility can evidence a clear reduction on carbon emissions and energy consumption linked to their operational plan. 
	
	

	
	Detailed communication and delivery plan in place to keep disruption of works at a minimum. 
	
	

	
	The facility uses innovative technologies to reduce their carbon footprint. 
	
	

	Are suitable and sufficient resources available to achieve high standards of building management?
	The site has taken the opportunity to expand its ‘goods for resale’ offering to help customers use their own equipment for the activities they take part in. 
	 
	 

	
	Retail supply partner agreement in place to check and maintain standards of specific retail items. E.g., contracted vending machines or pool resale supplier. 

	
	


	Measurement, Monitoring and Review

	How does the organisation monitor, measure, and review the effectiveness of its operations to ensure continuous improvement?
	A comprehensive monitor, measure and review process is in place, where possible milestone/KPIs are being used, such as targets for completion.
	 
	 

	
	The standard and quality of work completed is formally reviewed.

	
	


	Impact and Outcomes

	Can the facility demonstrate the processes in place are making a difference?
	The facility has a robust continuous improvement process in place.
	 
	 

	
	The positive impact and outcome of high operational standards can be evidenced consistently over time using qualitative and quantitative data.
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