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Background / Intro

Many clulbs assume the best way to atfract more people is to spend more fime and money on
marketing. Without understanding the needs and wanfs of your members, the money spent on
felling everyone how great your club is will be lost. Your members are your customers and if you
don't provide a positive customer experience, they won't keep coming back.

An unhappy customer will fell between 10-20 people about their experience, whereas a happy
customer contributes 14 times more revenue. If someone has a great experience they are more
likely to keep coming back and become the best campaigners for your clup to aftract new
members. Delivering a positive experience should be at the heart of everything we do to support
a sustainable infrastructure of clulbs and leagues, and secure the future of table tennis.
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Customer Experience

The customer experience describes the
inferaction with a usiness, its products or
services. It is a persons perceptfion of how
fhey are treated at each poinf of confact.
This experience could e dffiliating to your
club, the coaching someone receives, or
aftending specific sessions €.9. 50+

Greatf experiences are usually summarised
as effortless, sfress-free and put the customer
first. Experiences that put people first will
make your club or league stand out.

Who are your customers?

Everyone who interacts with your club or
league is a customer. At your club, this might
pe.
- Players

Volunteers

Coaches

Schools and teachers
Parents

Leisure or facility operator

The Headlines / Impact

People will move on fo another club or
league if they dont enjoy ftheir
experience

People tend fo buy a service because of
fhe product, but leave because of poor
customer service

Research suggests 67% of customers
mention a bad experience as d reason
forleaving

This guide is for those clubs wanting to
enhance the experience they offer. It will
help yOou tO:
Consider the experiences your members
are having
Consider ways to improve those
experiences for your members
Learn from others for how you could
create a gredt experience
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Customer Journey

The customer journey refers to the steps people go through to engage with your club, from initial
enquiry through fo first visit follow up. By understanding each of the touchpoints you can identify
where the experience might be improved to make it better, easier and more efficient for your
memiers.

A gredt first experience for someone means they are more likely to return and potentially
pecome a member in the future. Keeping your existing mempers happy means they are more
likely to be loyal and stay with your club for longer, or return if life changes cause them stop
playing for a short time. Happy, loyal members mean you improve the sustainability of your club,
and your membpers are more likely to fell others about the greadt fime they have when they come
along.

Consider the steps below for someone coming fo your club for the first ime. How would they
feel, what would they be thinking? What it's like o be a memiber af your clulb?

1. Looking for 2. How to find 3. Getling 4. First 5. Session 6. Follow Up
table tennis out more there impressions Experience
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1. Looking for Table Tennis to date, ie. within the last 12 months if

Consider the journey someone Wwill go
fhrough to find your club in the first place—
how would someone find out about your
clup? Does your Club have a website or use
social media? Think about places people
regularly visit where you might be able to
promote your club, such as schools, doctors
surgeries, community  boards,  local
advertising (papers, post office), or locdal
community groups.

Now they know your club exists how will
someone kKnow which session is right for
fhem? Is equipment provided, is there d
dress code? How much do sessions cost? Is
fhe information on the website up to date?

You may want fo include photos of the key
people at the club on the welbsite SO
newcomers know who to ook for when
fhey arrive at the clulo for the first time. Photos
of each session will help newcomers see for
fhemselves whether the session 100ks right
for them. Try to keep photos of sessions up

possible.

Tip: ask a friend or family member to fest
how user-friendly your website is

What TTE & partners can do to help

people find your club:

« Clubs that hold a valid dffiliation with
Table Tennis England (free or as a Premier
Club) can appear on our table finder tool:
htfps.//fapletennisengland.co.uk/compete
/Where-to-play/taple-finder/

Filter by:

Postcode:
or use my location
or search by club
name

Distance: 5 miles

.

Find a club or table

Find a table tennis club or Ping!

« Many County Sport Partnerships offer
'ACtivity Finders' fo promote local activity.
You can find your local CSP by visifing the
CSP Network welpsite:
hittps.//Www.cspnetwork.org/your-csp



https://tabletennisengland.co.uk/compete/where-to-play/table-finder/
https://www.cspnetwork.org/your-csp
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&% 2. How to find out more

Whilst some people will be happy to just
furn up and play at a session affer finding

your

club, others will want further

information to shape their decision whether
fo aftend.

What to consider:

How? What's the best way for someone
fo get infouch or find out more e.g. emaill,
phone, website, FAQS, Facelbook. If your
Club has a preferred method of contact
be open and honest in telling people.

Who? Are the contact details provided
Up fo dafe and for the most appropriate
person? For instance, do you have
separate contacts for junior and adulf
sessions? Some clubs provide photos of
Key membpers so newcomers Know Who
fo ook for when they aftend for the first
fime.

Customer service. This could be
someone’s first experience of table tennis
and could be a furning point as to
whether someone decides to come fo
your club or not. Are the people
responding to queries friendly and
wiling to help? Were they able fo
provide answers to key questions or
signpost people o further information? If
yOU say you are going fo get back to
someone, do you do so? How long
does it typically take to respond fo

query?

experiences.
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Going somewhere new can be daunting
for many. Providing as much relevant
information as possible will help put new
visitors af ease.

Accessibility. Consider the ways someone
will get to your club -if there is parking af
your club specify whether it is free or pay
and display. Does the venue postcode
work for saftnavs? Make it easy for people to
find by communicating the nearesf bus stop,
fulbe station or other public fransport service.

Sighage. When people arrive fry to make
fhe club obvious to find. Portable swing
signs are cost effective (starting from £39)
and also make your club ook professiondl
— fhese signs are particularly good if you do
not own your venue. If the club is part of a
large facility consider further signage once
someone gets inside the building.

Inclusivity. Women may be more aware
for their safety, such as the club and

experiences.

surrounding area pbeing well lit. The same
can be said for young people if they come
fo the club on their own. Is there anything
your clupb could do fo ensure it feels
welcoming and safe?

PremierClulb’s have access to free disability
awareness fraining - if your clupb has
completed this, be proud fo tell people. Not
accessed this offer yet? Find out more here:
https.//tablefennisengland.co.uk/clubbs/club
s-guidance/premierclub-ability/



https://tabletennisengland.co.uk/clubs/clubs-guidance/premierclub-ability/
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4. First Impressions

Clubs can be intimidating places when
arriving to an already esfaplished group.
Making newcomers feel welcome should
oe everyone’s responsibility, including
existing players.

When someone arrives, ensure newcomers
receive a positive greeting on arrival and
are not left hovering awkwardly at the
door. Credafing a culture where everyone is
encouraged to greet a new face will
support a positive first impression and will
help put new people at ease.

Tip: No matter what age newcomers should
be buddied up with an existing member
while they seffle in. A buddy could help them
fO meet other players, signpost them 1o key
people in the club and be a friendly face fo
direct initial guestions and queries fo. Their
buddy doesn't have to be someone who
has all the answers, buf should be friendly
and know enough to direct them to the best
person who can help.

Tip: Talk to parents of children from the
sessions fo make them feel confident their
child will be looked after while in your care.
Is there something you can offer to parents if
fhey are waiting €.g. parent session?

Tip: Simple things like talking fo newcomers
fo understand what they want to get out of
fheir tapble fennis experience will help you
signpost people to your clubs most suitable
offers.

Basic information recommended to capture
on someone’s first visit:
First & last name
contact details — if they decide not to
come along again, fry to find out why.
Use it as a research opportunity to learn
from. If they do decide fo come again,
you will need this information for health
and safety purposes.
Why do they want to play table tennis,
what are they hoping fo get from their
experience
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5. Session Experience

It is important someone’s experience of
sport and physical activity is a positive one,
and they are leff feeling inspired fo achieve
fheir individual needs and aspirations. Great
coaches should  provide engaging,
rewarding experiences that develop healfh,
confidence, pride and new sKills.

o &

Ensure your coaches are confident fo cope
with a range of playing standards so
sessions can be adapted and inclusive for
everyone. Codches should be able to
distinguish between those that want to play
socially from those who are more ambitious.

Table Tennis England offer a range of CPD
(Continuing ~ Personal Development)

opportunities to support the upskilling and
learning of our coaches. For more
information see our Useful Links on page 16.

Tip: Simple things like remembering names
will make newcomers feel part of the group
and club. Codches, volunteers and other
players being friendly can make a big
difference - encourage people in the club to
e a role model for the qualities you would
like fo see in your club. Rewarding good
pehaviour as well as performance,
particularly for primary age participants will
help develop a posifive club culture.

Tip: The final activity will be the most
memoraple part  of the experience
someone will take home. Finishing the
session on a high such as a game or an
acfivity that provides individuals with a
sense of achievement.
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(X 6.Follow Up

Don't be afraid to ask people how they
found the session and learn to e open to
feedback. Taking the time to understand
someone's experience means you can
signpost them to other opportunities.

One particular session might not have een
right for them ut you can help them find
ofher sessions more suited to their needs
and wants. If the club can be flexible so
members can move easily from one group
fo another this may help people fit table
fennis info their busy lifestyles, and again,
keep someone in the sport.

Tip: Remind all players (and parents) at the
end of the night when the next session will
pe — suggest adding your session in their
diary, as it helps participants to plan and
commit fo aftending.

Try and find time to talk to parents after the
session; they will be key influencers on
whether their child returns and could be
volunteers in the future.

Tip: Consider how your club can continue to
get feedback from members to provide an
ongoing great experience. A start of season
survey, mid-season email, end of season
forum are all great examples of how fo
hear from clulb membpers. Agree as a club 2 -
3 things to focus on for the year to improve
fhe club experience.

10
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Leading by Example:
woodlands TTC, West Sussex

Woodlands TTC consider the experience
from the perspective of a newcomer,
considering how they would feel at each
point of inferaction.

Many players first attend the clulb as a result
of viewing the clubs’ welbsite. The website
has clear information about what sessions
are available, when they are, and the
differenf ways to get in fouch for further
information.

1" Visit. A newcomer is welcomed by one of
fhree people, which means it does not
pecome one persons’ responsibility. The
name is taken and they are infroduced to
other players around the club. Newcomers
inifially come to social sessions for non-
league players, where doubles is played
on 4 tables. Individuals rotate through
partners after each game so there is plenty
of table tennis and opportunity fo meet 1ots
of people.

2nd Visit. Contact details such as address,
phone number and email are recorded so
fhe club can keep in touch about what's
going on in the club, e.g. details for playing
in the league, social events and insurance. If
fhey do not want fo play in the league they
are welcome fo confinue at the club as a
social member.

Throughout the vyear, 8 internal club
competitions are held, one of those
exclusively for social mempers as a round
robin. Players get lots of games and there is
a presentation of frophies af the enda.

Social members are occasionally offered a
6-week coaching course, staff permifting,
some of whom will play in the league as a
result.

For an ongoing great experience Aall
memlbers are invited fo social events such as
pub skiftles, ten pin bowling, croquet,
rambling, annual golf days, and annudl
dinners. Social memiers are as much a part
of the fable tennis family as any other club
member.
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Communication
Local $
competition
opportunities ~

Friendly people
e

FACTORS
IMPACTING
ONGOING
EXPERIENCE

Value for money — <— Social aspect

Venue/ ~»

AN rtunities t
Facilities Opportunities to

progress + develop

/ AN

Inclusivity Flexible offer

How many of these do your club do? Can your club improve in any of these areas?

12
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Focus on: Flexible Offer
Fusion TTC

Fusion TTC is local community club that
provides a fun and welcoming environment
for all ages, abilities and backgrounds. The
club has tailored its” offers 1o accommodate
fhe needs of ifs members by developing
coaching sessions to suit different standards
and different age groups.

There are open sessions for new and
experienced players, where players rotate
regqularly so everyone gets to play different
people and it means there’s no need fo
come with a partner.

FOr those thaf are wanfing fo develop
further, the club runs training camps during
fhe school holidays open to both juniors and
adults. Additionally, once a year a group of
players have the opportunity to affend a
fraining camp overseas.

We're really a family rather than a club

FUSION TTC
Adult Coaching

Fusion TTC were predominantly an adult
Club with a number of individuals that hadn
Played pefore enquiring about developing
urther. Fusion TTC recognised fable tennis as
a sport for all, and now offer a range of
adult  coaching sessions available  for
different standards: beginner, intermediate,
and advanced.

Ke* Points

« The session needs fo accommodatfe dall
abilities, Fusion TIC engage inactive
people, attract players through GP
referrals and also have wheelchair users

« For adulf coaching, the warm up &
hysical training is left out, instead the
Oocus is on feaching the basics and
providing people the opportunity fo
socidalise and develop relafionships

« For those with a competitive interesf, a
feam is entered info the lower league

Advice
- Be flexible to accommaodate all players

13
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Focus on: Flexible Offer
Fusion TTC

Junior Parficipation

Al juniors  play people with  ranging
standards and from all walks of life. The club
has also engaged students on the fringe of
anti-social obehaviour  — providing
opportunities to divert young people from
negative behaviour and involve them in
more positive activifies.

There are a range of offers for juniors to

choose from, adllowing players to move

pbetween groups:

— Open sessions available for all players
and ages

— Schools programme

— Junior coaching programme

— Training camps

The local league welcomes junior players
by allowing teams made up of just junior
players to play all their matches at home.

Social Aspect
In early 2014, Fusion TTC moved fo a venue
with 24/7 access, a social area and a
Kifchen. The social area is used for playing
draughts and chess — games for the mind
fhat complement table fennis. Within the club
all players are freated the same — fable fime
Is nof prioritised to anyone.

Key Points

« There are a number of good coaches
and people who support the club

« Adulf and junior coaching sessions are
offered on a Safturday fo build player
relafionships across the age groups

Advice

« Be respectful — “leave your ego at the
door” culture encouraged at the club

- Be welcoming and incClusive — you can't

want just one type of group

14



Insight Info;
A Great Experience

Buildi
B st

Points for your Club to Consider

[ Is your welbsite up to date? Is the welsite
== easy fo navigate? Are the correct people
listed to contact?

a [J How easy is the club to physically find?

Think apout the ways that people will get
fhere, e.g. car, public fransport, cycle, walk.
s there adequate signage outside?

[ Does everybody in the club take on the
responsibility to be friendly and welcoming
fo newcomers? DO key people af the club
make an effort to remember names?

:0: O Does everyone involved in running the

*  Club know what a great experience looks
like and what the club is working towards
achieving?

people typically play for the social aspect,
fhe development opportunities, feeling
good through exercise, or simply for fun

i® [0 From our own research, we know

and enjoyment. DO you Kknow why
mempers [oin, what they want from their
experience and what makes them come
pack? (See the Sport England Profiling Tool
on page 18 to help you)

[J Does the clupb have the right offers in
place fo mafch what the memopers want? Is
fhe offer flexible 1o help them overcome any
parriers they may face? Think: right coach,
right place, right fimel

[ If the fime or place of a session changes,
how are players notified? Ensure you let
newcomers know of how Yyou can
communicate with them, e.g. late changes
are listed on the website, social mediq,
WhatsApp group etc.

experiences.
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Useful Links & Resources With Thanks To:
Sport England Clul Matters - free fo sign up and Woodlands TTC

full of useful support and guidance on all areas

of running a club. Fusion TTC

hitps.//learn.sporienglandclupmatters.com

UK Coaching, “What makes your session Two Circles

unmissable? ”
https.//WWwWw.UKcodaching.org/coaches/resour
ce-bank/coaching-participation/yyouth-
participation/what- Makes-your-session-
unmissable

Table Tennis England CPD opportunities:
https.//tabletennisengland.co.uk/coach/coachi
ng/cpd-opporunities/

Be TI - an enhanced club and league
development program from Table Tennis
England that will provide our most forward-
fhinking clulbbs with greater support
hifps.//tablefennisengland.co.uk/clubs/cluls-
guidance/be-t/

Look out for new club guidance on data
profection — coming soon

16


https://learn.sportenglandclubmatters.com/
https://www.ukcoaching.org/coaches/resource-bank/coaching-participation/youth-participation/what-makes-your-session-unmissable
https://tabletennisengland.co.uk/coach/coaching/cpd-opportunities/
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Club , Matt -
Club , Matt
Your Club Experience

Mowi, identify 2 clear actions that you znd club will tzke to delivar 2 consistently brilliant eeperiznce to all your members, new and current,

Think zbout the journey your Club People experience from starting to think about king part in your
sport or activity, to being a long term, committed dub member, Think about all the interactions that
happen, Thess may be face-to-face or remately through the internat and your communications. F— What do you need? Who is responsible? P—

Revizw and update these every faw months to make sure you stay on track.

Speak with your members and committze, get their fesdback and ask yourself the following
questions. Think zbout what the experiance and interactions are liks for each.

1. Why do people join and stay part of your dub? Do you know what they want
from the club?
Action 2 What do you need? Who is responsible? By when?

2. How do you keep members interested in the club and wanting to come back?
Does your offer meet their wants and needs? Action 3 What do you need? Who is responsible? By when?

3. How do people find out about your club? What messages do they receive?

Provided above is an example of the
femplates availaple through Club Matters 1o
support the develop and sustainability of
your Club.

5. Whatduﬁahﬁlial]tmgperimcelnuklike? Duﬁ_euer\n:_me!nmcluhltmw. For fU” resource pleqse go TO
and ogree,what this thes anu the role they play m making it ral? hitps.//learn.sportenglandclupbmatters.com/



https://learn.sportenglandclubmatters.com/
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Understanding Your Members

The diagrams included here are fo help you
consider your club’s current mempers and
how they align with you club offer.

Below is an example from Sport England
Club Matters of how you can profile both

the needs and wants of your members and
your club offer:

Improving

I enjoy the feeling of

improving and its fun PartiCi_pant Improving gwmﬁﬁaﬂﬁ
i i Sppeanes zmh:rvswpﬁg ?t;;:r Satelll'\:: ?\ufbl In?e:mber app??\rance M;e?(gghbityj;z’
/échlevu;g goals o iy female, 15 years u yodidierh
ompeling Feeling good
Doingm Relo%r?g/
Soraneh |?1g| UnW|nd|ng £ stucy hard so ohis 15
wornwnhiie Staying healthy -
A )
Socialising Time with L
friends and i ressons 1 o
family s s on
ﬁ D€V€|0plng Iamh@myw:{:l? ) CIL;IEH‘E:E[O\E’IJIE:
myself Teonco 1 f——— P
e o
% & {n‘::;r.’s is important,
Being independent

Trying new things

Learning new skills

it can be a real laugh.
26
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Understanding Your Members: Template
To find out more about how to complete, please visit the ClubMatters website.

Success and Improving
goals appearance

(73] Y

N I I I I B B AR Feceling good

»)

Developing
myself

S

19



