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01.
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The Lensbury Members’ Survey 2024
Overview
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What Facilities Interest You?

Data shown excludes non respondents
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Overall Satisfaction

878 Respondents

557

96

96
55

Not Satisfied
4%

Dissatisfied
13%

Average
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44%

Very Satisfied
12%
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Survey Result Comparison
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Overall Facilities Rating and Ranking YoY
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Overall Offering Rating and Ranking YoY
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Overall Service Rating and Ranking YoY
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AREA SPECIFIC 
FEEDBACK

02.
SECTION



Tennis Feedback

Total Average of 
3.76

485 Respondents
v 472 (2023)
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Squash Feedback

Total Average of 
3.4
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Watersports Feedback

Total Average of 
3.78

452 424
371

947 Respondents
V 504 (2023)
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Gym Feedback

Total Average of 
3.86

795 Respondents
V 775 (2023)
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Weighted Average 3.52
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Average
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Group Exercise Class Feedback

Total Average of 
3.83

747 Respondents
V 737 (2023)
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Group Exercise Class Specific Feedback

Total Average of 
3.84

Respondents 582
V 556 (2023)
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Pool Feedback

Total Average of 
3.79

778 Respondents
V 786 (2023)
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Changing Facilities Feedback

Total Average of 
3.22

861 Respondents
V 861 (2023)
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Crèche Feedback

Total Average of 
3.93

63 Respondents
V 115 (2023)
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Soft Play Feedback

Total Average of 
3.41

111 Respondents
V 122 (2023)
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Junior Activities Feedback

Total Average of 
3.76

54 Respondents
V 178 (2023)
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Members’ Reception Feedback

Total Average of 
4.12

612 Respondents
V 612 (2023)
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Spa Feedback

Total Average of 
3.78

279 Respondents
V 409 (2023)
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Co-working Feedback

Total Average of 
2.92

392 Respondents
V 297 (2023)
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Grounds and Gardens Feedback

Total Average of 
4.6

619 Respondents
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Food & Drink Feedback

Total Average of 
2.93

518 Respondents
V 911  (2023)

13%

4%

12% 11%

25%

20%

8%

19%
22%

24%

36% 37%

30%

39%
36%

26%

45%

31%

25%

14%

4%
6%

8%

3% 2%
0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Quality of Food
Weighted Average 2.88
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Weighted Average 3.05
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Menu Range & Offering
Weighted Average 2.87

v 2.84 (2023)

Value For Money
Weighted Average 2.44 v

2.47 (2023)
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Average
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Dunbar Feedback

Total Average of 
3.33

554 Respondents
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Restaurant, Bar and Terrace 
Facilities Feedback

Total Average of 
3.23

528 Respondents
V 843 (2023)
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Weighted Average 3.37

v 3.04 (2023)

Riverside Bar
Weighted Average 3.25

v 3.47 (2023)

Poor
Needs Improvement
Average
Good
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COMMUNICATION

03.
SECTION



Overall Communication
902 Respondents

V 880 (2023)
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Poor
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How often would you like to hear from us
868 Respondents

V 867 (2023)
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How would you like to hear from us?

868 Respondents
V 913 (2023)

1,064

Email
45%

App
26%

Social Media
5%

SMS
3%

At The Club
20%

Other
1%

Email App Social Media SMS At The Club Other

Less Than Once Per 
Month

2%

Once Per month
34%

2 - 4 Times Per Month
28%

Once Per Week
33%

More Than Once Per 
Week
3%

Less Than Once Per Month Once Per month 2 - 4 Times Per Month

Once Per Week More Than Once Per Week

How often would you like 
to hear from us?



TIDAL

04.
SECTION



Do you read TIDAL?

897 Respondents

557
1,152

76 Yes
45%

No
55%

Yes No



Please rate TIDAL for the following 
areas 398 Respondents

557
1,152

76

0% 0%
3% 1%3% 3%

8%
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31% 33%

41%

25%

57% 55%

40%

55%
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Content (subjects covered)
Weighted Average 3.72

Quality of articles (are they
interesting and enjoyable to read)?

Weighted Average 3.7

Helping you get more from your
membership?

Weighted Average 3.43

Knowing what's going on at The
Lensbury

Weighted Average 3.78

Poor
Needs Improvement
Average
Good
Excellent



Will you read future issues of TIDAL?

389 Respondents

557
1,152

76

Yes
95%

No
5%

Yes No



APP

04.
SECTION



Have you downloaded The Lensbury Club app?

899 Respondents

557
1,152

76

Yes
91%

No
9%

Yes No



Do you use The 
Lensbury Club app?

913 Respondents

557
1,101

127

Yes
91%

No
9%

Yes No

Have you downloaded The 
Lensbury Club app?

Yes
95%

No
5%

Yes No



What do you think about The 
Lensbury Club app? 886 Respondents
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28%

51%
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WEBSITE

04.
SECTION



Do you use The Lensbury website?

899 Respondents

557
1,152

76

Yes
28%

No
72%

Yes No



How do you find The Lensbury 
website for ease of use & content? 799 Respondents
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MEMBER 
EVENTS

05.
SECTION



Have you attended our Member 
Events this year?

897 Respondents

557
1,101

127 Yes
43%

No
57%

Yes No



Please provide your views on 
Member Events 578 Respondents
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29% 27%

34%

24%
28%
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33%

53%
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Number of events through
the year

Weighted Average 3.47

Quality of events / meeting
your expectations?

Weighted Average 3.32

Value for money
Weighted Average 3.0

Quality of pre-event
information

Weighted Average 3.56

How would you rate events
at The Lensbury overall?
Weighted Average 3.33

Poor
Needs Improvement
Average
Good
Excellent



Which types of events would 
you be interested in? 889 Respondents

38%
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31%

23%

38%
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49%
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MEMBERSHIP

06.
SECTION



Would you be interested in joining 
the following interest groups

155 Respondents

557

96

96
55

Events
27%

F&B
27%

Racquets
16%

Group Exercise Classes 
& Fitness

30%

Events F&B Racquets Group Exercise Classes & Fitness



Thinking about membership overall, 
how would you rate the following? 882 Respondents

2% 4%
8%

4%

10% 12%

21%

15%15%
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Club Facilities Service at the Club Value for money Experience as a member

Poor
Needs Improvement
Average
Good
Excellent



Would Not Recommend
v 3% (2023)

4%
Not Likely

v 24% (2023)
21%

Likely
v 46% (2023)

42%

Very Likely
v 15% (2023)

22%

Already Have
v 12% (2023)

11%

Would Not Recommend
v 3% (2023)

Not Likely
v 24% (2023)

Likely
v 46% (2023)

Very Likely
v 15% (2023)

Already Have
v 12% (2023)

Likely to recommend The Lensbury Club

878 Respondents

557



Charity of the Year recommendations

557

322 Respondents

18

36

22 22

87

0

10

20

30

40

50

60

70

80

90

100

Crossroads Care RUILS SPEAR Teddington Memorial Hospital Princess Alice Hospice



Thank You
The Lensbury
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