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Overall satisfaction score — 2009 to 2011
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 Across all sports satisfaction has
fallen from 80.0 in 2009 to 79.7 in
2011. This is an increase of 3.2
from 2010.

*Overall satisfaction in Archery has
fallen from 79.9 in 2009 to 79.0 in
2011

» General participant satisfaction in
Archery has fallen from 79.4 in
2009 to 78.0in 2011

* Club member satisfaction in
Archery has stayed the same at
80.6 in 2009 and 80.6 in 2011
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Having an impact on satisfaction — key drivers

Derived importance (low to high)
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This chart shows which
domains have the
greatest impact on overall
satisfaction in your sport.

The chart shows the
change in impact
between 2009 and 2011.

The square point
represents the position in
2011.

The domains which have
the greatest impact on
overall satisfaction are
shown in the top right
guadrant of the chart.
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Satisfaction and importance by domain

Scores shown are satisfaction

and importance out of 10 for the SatiSfaCtiOn |mp0rtance

domains at an overall level

2009 2010 2009 2010 2011

Performance 7.5 7.4 . 7.9 - 7.6

Exertion & fitness 7.2 7.0 . 7.3 - 7.1

Release & diversion 8.3 8.2 . 8.3 - 8.2

Social aspects 8.2 8.2 ; 8.1 - 7.9

People & staff 8.4 8.2 . 8.7 - 8.5

Ease of participating 7.8 7.7 . 8.5 - 8.3

Facilities & playing environment 7.8 7.6 . 8.2 - 8.0
Coaching 7.5 7.2 . 8.6 . 8.4

Officials 8.4 8.1 . 8.9 = 8.6

Value for money 7.9 7.8 : 8.6 - 8.3

. Questions on importance not
Base: Overall 2070 asked in 2010
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Greatest changes in satisfaction (2009 versus 2011)

Are changes in satisfaction following on from your interventions?

l = Coaching

- Satisfaction has fallen from 7.5 to 7.2, this is the domain with the biggest decrease in
satisfaction.

- This domain has a medium impact on overall satisfaction.
- The impact of the domain on overall satisfaction is higher than in 2009.

l = People & staff

- Satisfaction has fallen from 8.4 to 8.2.
- This domain has a medium impact on overall satisfaction.
- The impact of the domain on overall satisfaction is lower than in 2009.

l = Facilities & playing environment
- Satisfaction has fallen from 7.8 to 7.6.
- This domain has a medium impact on overall satisfaction.
- The impact of the domain on overall satisfaction is lower than in 2009.
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Top three domains for increasing satisfaction

The key domains and questions to focus on to increase overall
satisfaction :

Feeling better about myself having taken part in my sport

The opportunities the sport gave me to relieve stress, unwind and get away from my

Release and diversion everyday routine

The buzz/sense of exhilaration | got from doing my sport

That | could participate in my sport in an environment that was not threatening or
intimidating

Social aspects That | could participate in my sport without feeling embarrassed or awkward

That | could participate in my sport with people who respect the rules and spirit of the sport

The level of respect the officials received from participants when | competed in my sport

Officials The knowledge and application of the rules demonstrated by qualified officials

The availability of qualified officials when | competed in my sport
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Domains having a greater impact on satisfaction than
INn previous years

The three domains that now have a greater impact on overall
satisfaction than in 2009*

Feeling better about myself having taken part in my sport

The opportunities the sport gave me to relieve stress, unwind and get away from my
everyday routine

Release & diversion

The buzz/sense of exhilaration | got from doing my sport

The technical competence of the coach/coaches

Coaching The coaches' ability to understand and respond to my particular needs

The level of influence | have over the structure and content of my training

The level of respect the officials received from participants when | competed in my sport

Officials The knowledge and application of the rules demonstrated by qualified officials

The availability of qualified officials when | competed in my sport

*The impact of these domains on overall satisfaction is greater than in 2009, however, please note these may not be the SPORT
@ IpSOS MORI  domains with the greatest impact on overall satisfaction. Slide 6 highlights the three domains which have the greatest impact on \ ’ ENGLAND

overall satisfaction.




Drivers of satisfaction — general participants

Greatest changes in satisfaction

Social Aspect
/ Value
Exertion & / — —
—  m—

Key Drivers | |= Facilities & playing environment

Release &
Diversion

decrease in satisfaction.

|- Performance

Staff |- Ease of participating

Officials

Fitness | Performance Facilities

The key domains and questions to focus on to increase overall satisfaction among general participants

- Satisfaction has fallen from 7.6 to 7.3.

- Satisfaction has fallen from 7.8 to 7.5.

- Satisfaction has fallen from 7.9 to 7.5, this is the domain with the biggest

- This domain has a medium impact on overall satisfaction.
- The impact of the domain on overall satisfaction is lower than in 2009.

- This domain has a medium impact on overall satisfaction.
- The impact of the domain on overall satisfaction is the same as in 2009.

- This domain has a medium impact on overall satisfaction.

Coaching - The impact of the domain on overall satisfaction is lower than in 2009.

Feeling better about myself having taken part in my sport

Release and diversion

The opportunities the sport gave me to relieve stress, unwind and get away from my everyday routine

The buzz/sense of exhilaration | got from doing my sport

That | could participate in my sport in an environment that was not threatening or intimidating

Social aspects

That | could participate in my sport without feeling embarrassed or awkward

That | could participate in my sport with people who respect the rules and spirit of the sport

The level of respect the officials received from participants when | competed in my sport

Officials

The knowledge and application of the rules demonstrated by qualified officials

The availability of qualified officials when | competed in my sport

@ Ipsos MORI Base: 234

Engagement level data has only been included where there is sufficient sample
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Drivers of satisfaction — club members

. Greatest changes in satisfaction

Release & Key Drivers 1=  Exertion & fitness

Diversion - Satisfaction has increased from 7.1 to 7.4, this is the domain with the
biggest increase in satisfaction.

- This domain has a medium impact on overall satisfaction.
- The impact of the domain on overall satisfaction is the same as in 2009.

Performance
- Satisfaction has increased from 7.4 to 7.5.

—
| |

- This domain has a medium impact on overall satisfaction.
- The impact of the domain on overall satisfaction is lower than in 2009.

Ease of
ncial Aspe participati

3 eopléi& Staff ] = Facilities & playing environment
Exertion & / Fadyé / %i cials - Satisfaction has increased from 7.7 to 7.8.
Fitness = Pelrfom% nce - VaWching : ' - This domain has a medium impact on overall satisfaction.
for money - The impact of the domain on overall satisfaction is lower than in 2009.

The key domains and questions to focus on to increase overall satisfaction among club members

The opportunities the sport gave me to relieve stress, unwind and get away from my everyday routine |

Release and diversion The opportunities | had to challenge myself through my sport |

Feeling better about myself having taken part in my sport |

The level of respect the officials received from participants when | competed in my sport

Officials The knowledge and application of the rules demonstrated by qualified officials

The availability of qualified officials when | competed in my sport |

That | could participate in my sport in an environment that was not threatening or intimidating |

Social aspects That | could participate in my sport with people who respect the rules and spirit of the sport |

That | could participate in my sport without feeling embarrassed or awkward |

SPORT
Engagement level data has only been included where there is sufficient sample \ ’ ENGLAND
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Changing patterns of participation by level of satisfactior{

Overall satisfaction by previous participation and future
intended participation in Archery

Qver the next 12 months do you expect 63
to do more or less of your sport?

Qver the last 12 months would you say
you are doing more or less of your
sport?

69

0% 20% 40% 60% 80% 100%

mlLess Same #mMore
Base: 2070

The figures on the bars represent the overall satisfaction scores for people SPORT
E Ipsos MORI responding to the question (‘Less’, ‘Same’, or ‘More’) ‘ ’ ENGLAND




Archery specific questions
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Membership of Archery GB

Q. Archery GB has upgraded their membership renewal process this year to improve
the quality of the cards and the speed of response. Please rate your experience of this:

Club \

B % Better Il % About the same [l % Worse member

All

Talent
pool

N /

SPORT

E lpsos MORI Number of participants at each level: archery overall (1775), Affiliated club members (1753), talent pool \ ’ ENGLAND
members (22)




Archery - Disciplines

[ Q. Thinking about your sport, please state which disciplines you participate in:

Target archery 92,

Field archery 46%

Wheelchair Sports
Archery

Other

@ lpsos MORI Number of participants at each level: archery overall (2070), General participants (234), affiliated club
members (1814), talent pool members (22)

Main %
81

16

13
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From the mouths of participants

A selection of open response comments:

« | found the staff very competent and friendly and highly skilled with an
understanding of the needs of the individual (general participant)

* | have enjoyed taking up archery again. | first started when in the scouts 35
years ago... (general participant)

» Getting too expensive to carry on competing (general participant)

* | had a really hard time finding a compound coach who REALLY knew what they
are talking about (club member)

| am actively involved at club level and know how much we achieve through
goodwill and volunteers (club member)

» The local officials/coaches do the very best they can, but additional support from
archery GB, would be very welcome (club member)
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Applying this insight to improve delivery

What does the insight in this report tell you about the areas to look at to reduce drop off; and how
will it help you increase the number of adults regularly participating in your sport?

Satisfaction through the delivery chain

= How do you support each type of delivery partner to ensure they are delivering to match customer expectations?
= What can be put in place with each partner to ensure constant learning from them to update delivery?
Satisfaction through the workforce

= How can you ensure the workforce has the right skills and experience to meet the customer needs?

= How will the workforce be listened to, supported and up-skilled in the necessary areas?

= How will the workforce be measured and incentivised to ensure progress in the areas required?

Tracking the progress of satisfaction

= How will you know the reasons why participants leave your sport or stop playing as regularly?

= What measures can you use to identify blockages & pressure points?

Listening to the participant

= How can you speak to those currently playing your sport to monitor the customer experience they are getting?
= What systems and processes are in place to quickly respond to customer feedback?

Your perceived value

= How satisfied are your customers with your NGB and sport , if this differs from yours - why?

= How can you influence the customer experience of the people playing your sport to increase their satisfaction?
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Do you need more?

= Afull set of detailed data is available in Excel format through the Sport
England website or by contacting your Sport England Relationship Manager

» Full methodological information can be found on the research section of the
Sport England website

= |n total 2070 people (aged 16 and over) from Archery took part in the survey
between March and May 2011; 234 general participants, 1814 affiliated club
members and 22 talent pool members.

= All satisfaction and importance scores exclude people who have said “don’t
know” for the specific question
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http://www.sportengland.org/research/sport_satisfaction.aspx

