
Bespoke Insight into 
Customer Experience

Introducing CE-Focus



Course modules

• How can surveys benefit you?
• Uses of CE-Focus
• How does CE-Focus operate?
• Responses and reports
• Competency test



Course Aims

Understand the value of 
conducting surveys

Explanation of how to use 
responses to improve your 

business

Enhance technical knowledge of 
the eFocus platform that collects, 

distributes and collates 
responses across the business.

Learn the various types of 
surveys CE-Focus can offer



Assessment
5 question competency test 

based on the content of 
these modules

Expected 
pass rate 
80%



Module 1
How can surveys benefit you?



The Benefits of Surveys

• Direct approach
• By surveying your customers, you are able to 

directly ask the questions you need answers to 
instead of trying to interpret usage data. Just 
knowing how people spend their money and 
where doesn’t always give the full picture. 

• Receive a range of feedback
• You will be able to ask both qualitative and 

quantitative questions which means you will be 
able to quickly see opinion from numerical data 
and then understand the emptions behind it via 
open ended questions. This allows for a more 
effective response as you will have detailed 
comments which you can action immediately.



The Benefits of Surveys

• Quick
• Using the eFocus platform allows you to 

view your results immediately. You will 
receive most of your responses within 48 
hours and with automatic reporting, you do 
not have to wait to receive your result 
analysis.

• Cost
• Sending out a digital survey is much more 

cost effective than trying to interview 
customers when they visit you or employing 
a set of researchers to conduct focus 
groups.



Module 2
Uses of CE-Focus



Examples of CE-Focus Surveys

Post-event Information
- Was it successful?
- Which elements were most 

popular?
- Which aspects could be 

improved?

Quarterly User Opinions
- How is your business performing
- How have recent changes been 

received?
- What are customers missing from 

their current experience?

Member Induction
- What are their goals?
- What does their current regime 

look like?
- Do they have any special 

requirements?



Bespoke Service

CE-Focus is entirely bespoke which means you can choose any combination from a 
number of different styles. This allows you to find out exactly what you would like 

to know from your customers – both current and prospective! We can also 
personalise the look of your survey with your colours and branding.



Module 3
How does CE-Focus operate?



The Process
Following a consultation, your bespoke survey will be created for you and you will be given a survey 

link. Either you or Leisure-net can distribute this link to your customers via email.

Once the link has been distributed, customers are free to fill in your survey and submit their answers. Results 

are instant. You can choose to receive notifications when a response has been submitted, so you can view it 

immediately.

You can set a time frame for how long you would like the survey to be open. After this time has passed a 

report will be created for you which highlights the key results. Before you receive this, you are able to login 

to the platform and check the results overview.



Managing the Platform

The eFocus platform allows you to create your workforce as users. 
• The general manager has full admin access to create users and control 

notifications. 
• Assistant managers can assign tasks to individual members of the team 

who are in control of certain areas, allowing tasks to be dealt with 
quickly and efficiently. Assistant managers can also see how the team are 
performing in regards to responding to submissions and dealing with 
comments, compliments and complaints. 

• Area managers can view the platform as well as setting and completing 
tasks for their team. They can see comments specific to the areas they 
are responsible for and generate reports. 

• Receptionists can log comments that may be verbally spoken to them or 
forms that have been handed back to them. They can access reporting 
which can be useful for keeping the team informed in common areas of 
how well the centre is operating.

• Team members are key to the platform. They will generate the 
comments that are left by customers as they are the face of the 
business. Comments made about particular staff can be passed on which 
helps with staff progression and improvement. 



Module 4
Responses and Reports



Pyramid Reporting

eFocus allows you to filter your reporting from operator level down to individual leisure centres. This allows you to have 
an understanding of how the business is performing overall, in different parts of the country, between different contracts 

and individually as centres. With this detail you can see the difference your decisions will make at every level.



Reporting and Analysis
The platform allows you to see the breakdown of each question via a table of numerical data and 

represented as a chart. Both can be downloaded in various formats for you to reuse.



There is an instant summery available within reports which gives a numerical breakdown of how 
your survey is running which includes start and finish dates and key stats.



The ‘Graphs’ section allows you to filter your responses by question and the answer 

you gave. This is useful if you are wanting to action the comments from a particular 

section of the survey.



You can also create an automatic PDF report of your results by selecting the option highlighted 
below which can be found at the top of the page. This will then automatically download your 

report.



You can extract all results from the survey under ‘extract’. This 

can be saved as an Excel, PDF or CSV document.



Module 5
Competency test



Quiz
• What were the 3 examples of CE-Focus surveys?
• Name 2 benefits of using surveys.
• How are surveys distributed?
• Question results are broken down in two ways – what are they?
• Name the 3 formats in which results can be extracted.



For more resources…
www.leisure-net.org
Leisure-net Solutions
@_Leisurenet
http://tiny.cc/leisure-netyoutube

http://www.leisure-net.org/
http://tiny.cc/leisure-netyoutube

