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1 Purpose of Report

1.1 To provide Members of the Committee with information relating to the 
performance of the Rochdale Boroughwide Cultural Trust, trading as Link4Life 1st half 
years performance for 2017-18 (Apr – Sept inc)

2 Recommendations

2.1      It is recommended that Members note the content of this report.

3 Background

3.1 The Council's Sport, Leisure and Cultural Services transferred to the 
Rochdale Borough wide Cultural Trust (trading as Link4Life) on the 1st April 2007 
under the terms of a Partnership Agreement between the Council and the Trust. This 
Agreement spans 15 years (2007 – 2022) with the option to extend for a further 5 
years.

3.2 Link4Life Vision - Link4Life developed a new Corporate Strategy for 2016 
– 19 designed as a two page, outward facing public document that articulates the 
Trust’s strategic vision, key aims and business objectives over the next three years.

3.3 Supplementary to this new strategy is a revised 3 year Corporate Business 
Plan which is primarily an internal document providing further detail in terms of the 
actions and measures designed to address identified challenges and opportunities as 
well as delivering the Trust’s vision, aims and objectives.

3.4 To underpin what the Trust does, Members are also advised that the 
Link4Life Board has approved a refreshed set of Core Values, which outline how the 
Trust will operate. These are outlined below:-



We have PRIDE in where we work and what we do:-
Passion, Respect, Integrity, Drive, Excellence

3.5 Those indicators which are measured “per 1,000 population are calculated 
using the 2011 Census figure for the Borough’s population of 212,000”. 

3.6 Detailed information in respect of the full range of performance indicators can 
be found in Appendix 1.

Alternatives considered

3.7 There is the alternative of reporting performance to only the lead officers and 
Portfolio Holder. Reporting to the Scrutiny Committee provides additional assurance 
that it receives value for money in respect of the Contract Fee being paid to the Trust 
for the delivery of services and that those services contribute to the achievement of 
the Council’s corporate aims and objectives.  

3.8 If Link4Life were not to report on performance, it would contravene its 
obligations under Schedule 11 of the Partnership Agreement (‘Governance and 
Monitoring’ arrangements), which requires the Trust to attend Overview & Scrutiny 
Committee meetings and present performance reports “in accordance with the 
Council’s corporate performance management framework as varied from time to 
time”.

4 Revised Performance Framework 

4.1 Since the inception of Link4Life in 2007, the development of its performance 
management framework has been subject to consultation with the council and 
agreement by the Council. The Council and Link4Life completed a joint review of the 
performance indicators and implemented a revised set of indicators for 2017-18 
including an annual corporate health check incorporating previous KPI’s. 

4.2 In 2016-17, the management of the client/contractor relationship between 
Rochdale Borough Council and Link4Life transferred from Finance (Pauline Kane) to 
Public Health. Sue Crutchley oversees the Partnership Agreement on behalf of 
Andrea Fallon (Authorised Officer). Gordon Ridehalgh continues in the role of Client 
Officer. Quarterly meetings are held to review performance by lead Officers and 
further updates are also provided to the Portfolio Holder.

5 Service Updates

5.1 Sport, Leisure & Civic Venues

5.1.1 There are now over 3169 children enrolled on the Link4Life Swim 
Academy (Children’s swimming lessons). This is the highest number of active 
enrollments since the inception of the Trust and numbers are continuing to 
increase across the three swimming pools. The Academy is running at 85% 
capacity.

5.1.2 As part of the Aquatic Strategy a formal review of Swimming Pool’s 
programme  currently being undertaken, and the  Middleton’s Pool programme is in 
the initial stages.  The 1st draft proposed programme, increased public swimming by 
38%, the number for Link4Life Swim Academy lessons by 22 per week and the 



capacity of Link4Life School Swimming Lessons by 340 pupils or 10 additional school 
classes.

5.1.3 The development of a 20 bike cycle studio named ‘Studio One’ at Heywood 
Sports Village was completed at the end of September 2017. The development of the 
Studio has provided additional group exercise class provision both in the new studio 
and the existing studio where the bikes were previously located. This will help 
provide an enhanced member experience, with an improved range of classes, 
including virtual cycling classes.

5.1.4 FootGolf is now well established at Marland Golf Course and we have seen 
285 children and 235 adults taking part. The aim is to continue to grow and develop 
the FootGolf offer along with developing the quality and playability of the FootGolf 
course.

5.1.5 The summer holiday Programme at Bowlee Sports Centre was a huge 
success this year, with 100% attendance totaling over 450, with children coming from 
20 different schools from Middleton, Rochdale, Heywood, Manchester and Oldham 
and positive feedback from the children and parents.

5.2 Culture, Health and Participation

The Culture, Health and Participation (CHAP) Service was created last year to bring 
together three of Link4Life’s complimentary and community focused programme 
areas:

Culture (Arts and Heritage)
Health and Wellbeing 
Sports and Physical Activity Community Outreach

5.3 Culture

5.3.1 July and August saw the initial implementation of our Education Review, and 
the completion of major building works at the Museum store and strong attendances 
at our Summer Fun programme.

5.3.2 Highlights from 1st half years performance include:

• New series of adult craft workshops linked to Egyptian show 
• Virtual tour of the store gone live on the website
• Museum team received funding to develop partnerships with 

Manchester Universities (MUPI) 
• Middleton Arena display case updated with a fashion theme.
• Egyptian exhibition launched on 1st June with a family learning day. 

Lots of Egyptian inspired craft activities with over 300 visitors 
attending.

5.4 Health and Wellbeing

5.4.1 The Integrated Neighborhood’s Team is now fully operational in Heywood, 
Pennines & Middleton.

5.4.2 Other achievements this period have included:



• 193 participants in Public Health funded Healthy Families programme 
around the Obesity agenda.

• 66 Health MOT’s carried out on RBC employees
• A Memorial Walking Football competition was held at Heywood Sports 

Village on 10th September, won by Wakefield – 12 teams completed 
from across the North West.

• New COPD session introduced at HSV in July & numbers increasing 
weekly

• 37 participants completed Functional Fitness with 30 showing 
improvements in mobility scores.

5.5 Sport and Physical Activity

5.5.1 The Fit, Feed and Read programme was delivered across 10 sites within the 
Borough in partnership RBC Libraries and Foodshare. The programme received 
2000 attendances with children who receive free school meals taking part in Arts 
Workshops in the morning having lunch and finishing with sport and physical activity 
sessions in the afternoon.

5.5.2 #Thrive service in partnership with Pennine Care, Youth in Mind and Link4life 
has recently won an NHS award for Redesign of Care in Mental Health Award. This 
was in recognition of its innovative support for children and young people who require 
emotional health and wellbeing support across the borough of Rochdale.

5.5.3 The ‘Couch 2 5k’ at Kingsway is proving to be very popular, with 91 
participants in week one of the second Couch2 5k session.  A large variety of ages 
and abilities attended with some people running the 5k distance for their 1st time ever.

5.5.4 The Big Games series of 5 events as part of L4L London 2012 legacy was 
delivered at Marland Golf Course, Middleton Arena, Heywood Sports Village, 
Litteborough Sports Centre and Rochdale Leisure Centre over the summer months. 
Children and Families took part in free taster sessions of arts and crafts, face 
painting, Punch and Judy, climbing, cycling, swimming, badminton, tennis, football, 
and an inflatable assault course.                                                                  

6 Improving Performance – The following section highlights areas of where the 
targets for 2016-17 are forecast to be met or surpassed

6.1       Sport, Leisure and Civic venues

6.1.1 The total number of swims at Link4Life pools is currently projected to achieve 
the target of 210,000 swims. 

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION

Total Number of Swims 210000 53458 59397 112855 

6.1.2 Fitness memberships have been under increasing pressure from external 
budget gyms over the last few years and they continue to impact on our business. 
However, Link4Life take great pride in the performance of the fitness facilities in 



relation to the ability to attract new members and to retain them and also in the wide 
offer available across all of our facilities across the borough. Following a detailed and 
planned fitness offer improvement programme, we are beginning to see 
improvements in relation to the number of fitness members at our facilities after a 
recent downturn, which is particularly encouraging, and we are on target to surpass 
the target for this indicator at the end of the year.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Total Number of Fitness 

Members 8800 8738 8810 8810 

6.1.3 The YourLink4Life card has continued to be popular with customers. The 
YourLink4life Extra card replaced the previous Passport to Leisure card. 

The use of this card is to discount the costs to Rochdale Borough residents to 
encourage participation to those who are eligible under one of the following 
categories: aged 16-19 and in full-time education or training; Over 60’s; Receiving 
Universal Credit or other means tested benefits including, Disability, Long-Term 
Illness or War Disabled, Receiving Carers Allowance including Fostering or Adoption.

Indicated below is the expectation that this year’s card holder targets will be 
achieved.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
YourLink4Life Extra 

Card Holders 3800 4468 4778 4778 

The overall aim of the card is to widen access and participation across the borough 
with the goal of reducing health inequalities. The increased insight and data the card 
provides, has shown that 26.16% of card holders are from the 10% or less SOA’s 

6.1.4 Through the GoForIt branding, Link4Life continue to deliver and expand their 
junior school holiday programme with just over 13,000 attendances on the school 
holiday programme so far this year which has already achieved the year end target. 
As you expect the majority of attendances has come in the summer holiday period, 
where all sites have seen further growth in numbers attending our holiday 
programmes.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
School Holiday Programme 

Attendance 11000 702 12375 13077 

6.1.5 Just over 12 months ago, the Swim Academy programme (public swimming 
lessons) changed from 5 x 10 week blocks of lessons to a continuous 50 week 
programme. This was supported by the introduction of new handheld teaching 
devices. Since this change the performance of the Swim Academy has been 
impressive, seeing a substantial increase in the number of children enrolled on the 
programme. 



The current position for 2017-18 has been no exception to this trend. There are now 
3169 pupils enrolled. This has increased from 2917 at the end of 2016-17.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Total number of juniors 

enrolled on  Link4LifeSwim 
Academy swimming lessons

2900 2972 3169 3169 

6.2 Culture

6.2.1 Whilst the number of visitors to Touchstones may be failing slightly the same 
cannot be said of the level of participation with other aspects of the Culture service. 
In terms of the numbers of people involved in organized projects, it is anticipated that 
both junior and adult targets will be reached this year.

.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
The number of 

children/young people 
(aged 0 - 25) engaged in 

organised projects or 
activities outside formal 

education

5000 941 2821 3762 

The number of adults 
taking part in organised 

projects/activities
10000 2,115 5,118 7233 

6.2.2 The Cultural Team is doing particularly well in the digitization of the assets 
and artifacts the service looks after. The service is on target to meet and surpass the 
target this year for the number of items that have been documented (digitized).

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
The number of items 

documented 5500 2572 1652 4224 

6.2.3 Touchstones continue to ask visitors to complete customer survey forms and 
customer feedback is a key indicator in relation to satisfaction. For both of the 1st two 
quarters the survey results have surpassed the targets set.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Customer survey result –

(Good or Excellent) 80% 88% 85% 86.5% 

6.2.4 Volunteering remains a vital and much appreciated element of the offer at 
Touchstone, giving community members an ideal platform to help with the Arts and 
Heritage services work and projects. The number of active volunteers and the 
number of new volunteers are set to achieve and exceed target this year.



INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
No of Active Volunteers 

in Culture Service 25 30 41 41 
No of New Volunteers 10 4 5 9 

6.3 Health and Participation

6.3.1 The Health and Participation Team currently deliver over 20 programmes, 
many of them on an ‘outreach’ or community development basis of which most are 
largely dependent on external funding.

As well as the performance targets as shown in the appendix 1 and below, we have 
included in the report a couple of case studies from the many projects we deliver to 
give some insight into the depth and complexities some of the projects reach. (See 
appendix 2 and 3.)

6.3.2 567 outreach sessions were delivered in Quarter 1 and 2 and it is anticipated 
to easily achieve the target of 750 sessions in 2017-18. So far attendance at these 
sessions has far exceeded expectations and the target of 10,000 has already been 
surpassed, which has been aided by the continuation of the Activ8te Me programme. 
Funding has now ended for this scheme, but the scheme was so successful that 
most sessions delivered are now self-sustaining and thus are being continued.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Number of Outreach Sessions 

delivered 750 286 281 567 
Attendance at Community 

Outreach sessions (focus on 
participation)

10000 5627 5574 11201 

6.3.3 The Energy Club – the children’s healthy weight project is showing an 
improved start to 2017-18, with mid-year indications revealing  the project is now in 
line to achieve the targets set for 2017-18. The change to allow  self–referrals has 
helped increase numbers and take-up of the scheme.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Energy Club (Children’s Healthy 

Weight project)
Number of children aged 4 to 12 

years engaged in programme 120 53 44 97 

6.3.4 The first half of 2017-18 has been very successful for Link4Life’s programme 
of targeted health interventions and activities continues to expand and develop. 636 
have taken part in the scheme and 682 sessions delivered so far this year. The 
success and growth of walking football is one such example of the popular sessions 
being delivered.



INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Participation in targeted health 

activities 
(E.g. Stroke, LTC's, Falls etc.)

Unique Users (Participants) on 
health development activities 

sessions
1000 310 326 636 

No. of activity sessions delivered 750 300 382 682 

6.3.5 Link4Life offers a wide range of accessible activities in and out of school time 
and during the school holidays. One of our success stories is Sunsport and the 
disability sports programme which has been delivering high quality activities for over 
13 years. Programmes are tailored to suit the needs of young people offering 
exciting and enjoyable environments with the opportunity to participate develop and 
progress. At the end of Quarter 2 171 children and 591 adults had taken part in the 
programmes.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION

Disability Sports Activities

No. of participants in disability 
sports activities - children 300 85 86 171 

No. of participants in disability 
sports activities   - adults 750 291 300 591 

6.4 Corporate Health and Compliance

6.4.1 Sickness has improved in quarter 2 and predicted year end figures are 
expected to be close to the target of 7.0 days.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Average number of days lost 

due to sickness absence 7.00 2.47 1.13 3.60 
The percentage of complaints 

upheld 45.00% 4.50% 57.14% 17.24% 

6.4.2 Link4Life is seeing the overall number of formal complaints fall as customers 
find new methods to communicate and pass feedback, for example via social 
media, and in the first half of the year 29 complaints were received. Of these 
5 were upheld (17.24%).

Link4Life are confident we will achieve our target of less than 45% of all 
complaints being upheld. Link4Life places a high importance in the 
encouragement of feedback from customers and have recently increased the 
visual appearance and availability of comments forms and posters throughout 



the centre’s and on the website. Customers can also comment online via the 
RBC feedback system which is passed directly to Link4Life.

6.4.3 Link4Life are looking are new ways to record complaints and customer 
satisfactions. One such method is to closely monitor the reviews from social 
media customer leave.

The average score left by customers on review sites such as Google and 
Facebook, was 4.4 out of 5 at the end of September 2017. 

In the last three months (quarter 2), Link4Life received 216 reviews as 
opposed to 5 formal complaints, hence the new importance of taking reviews 
into the overall picture when measuring customer satisfaction. This is an 
indicator we will consider for future reporting frameworks.

7         Under Performance

7.1 The following section highlights areas of performance where it is projected 
that the 2017-18 targets may not be met and was missing the half-yearly target figure 
by over the 5% allowance. The explanations for this are provided along with action to 
improve the performance over the next monitoring period.



7.2 Sport and Leisure

7.2.1 The achievement of pupils attending the Link4Life School swimming 
programme has fallen slightly over the last academic year. As with other similar 
boroughs the number of children achieving KS2 remains less than 50%. The overall 
national average remains at around 50% of primary school children not able to swim 
to standard. This equates to around 1 million children nationally. 

Every effort is being made to improve the performance of school children’s swimming 
standards in the borough. Additional teacher training has been introduced, lesson 
programmes have been revamped and lessons have been changed from 30 mins to 
one hour. 

Another key change this year which has impacted onto our KS” results and been a 
move of programme providers from the Amateur Swimming Association to the Swim 
Teachers Association. Their programme is focused on being competent across a 
range of strokes and also includes water safety, rather than the ability to be able to 
swim one stroke for 25m. We believe the change in programme will ensure pupils are 
stronger swimmers across a greater range of strokes with enhances awareness of 
water safety. Time will tell how effective the change has been, but we are confident in 
making progress.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
The % of children 

achieving Key Stage 2 
(swim 25m)

46.50% 38.74% 38.74% 38.74% 

7.2.2 At the start of 2017, Link4Life amended and simplified their fitness packages 
and removed the off peak package which was popular with over 60’s. As over 60’s 
are eligible for a Link4Life extra card, many fitness customers aged over 60 
purchased a YourLink4Life extra card, and now have an enhanced fitness package 
that gives access at all times for only a slight change in price. The enhanced 
package however, whilst benefiting our customer greatly as seen more ‘extra’ cards 
bought. As the over 60’s groups is not means tested this has seen the number in 
ownership of extra cards from all areas across the borough increase and not just the 
targeting SOA areas. This has had the effect of reducing the % of cardholders from 
the most deprived SOA’s and has impacted on this indicator.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Percentage of Extra 

cardholders from areas  
10% >SOA areas

29.00% 26.10% 26.16% 26.13% 

7.3 Health and Participation

7.3.1 One new indicator which is slightly underperforming is the number of active 
volunteers hours achieved. This indicator is greatly influenced by the number of 
volunteers we have and the number of volunteering hours available. 

Link4Life are continuing to push and progress the recruitment of new volunteers 
especially via our skills for sports training pathways and there is hope our continued 



provision of these pathway opportunities will help push this indicator back towards 
target in the next 6 months.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
Number of active volunteers 

hours achieved 3500 920 615 1535 

7.4 Culture

7.4.1 The 3 indicators within the culture sector that have struggled this year are 
show below.

The number of visitors to Touchstones has fallen over the last few years. This is 
representative of an overall decline in visits to Museums across the UK as report by 
the Department for Culture, Media and Sport who revealed that there was a 
1.4million drop in visits annually which included a significant drop in the number of 
young people visiting these museums for educational purposes. 

However, this has not stopped Link4Life with planning ahead to address the reducing 
attendances and a new programming and events post has been created to review 
the current programme and look at ways of enhancing the service to increase visitor 
numbers. Link4Life are also working towards increasing the number of events held at 
the museum including opening the museum for Friday night events.

Engagement with the service outside of Touchstones is rapidly increasing and 
expanding and it is likely to continue to do so as the service expand the service 
across the borough and outside the limitations of Touchstones geographically.

Pupil numbers and engagement have also being falling over the last few years and 
Link4Life and Touchstones have completed a full review and revision of the current 
education offer to ensure that their future education offer is relevant to today’s 
curriculum and needs to schools and teachers. We are hopeful of a recovery and 
growth in this area.

INDICATOR 17-18 Target QTR1 QTR2 TOTAL PROJECTION
No of visitors to Touchstones 

Rochdale 50000 9,496 10,257 19753 
The number of pupils visiting 

Touchstones Rochdale 7000 1955 483 2438 
The number of school children 

using the service outside of 
Touchstones Rochdale

10000 1741 659 2400 

8         Customer Feedback 

8.1 Complaints and Compliments

8.1.1 Link4Life received 29 complaints during this reporting period. 5 of the 
complaints received were upheld. All feedback is reviewed frequently and trends and 



patterns emerging are closely monitored. There were no significant trends occurring 
during this period and the there was an improving trend in relation to the percentage 
of upload complaints compared with 2016-17.

 QTR 1 QTR 2 TOTAL
COMPLAINTS 22 7 29

COMPAINTS UPHELD 1 4 18
4.55% 57.14% 17.24%

8.1.2 The 29 complaints in this period put into the context of visitor numbers 
equates to: One Complaint  per 33,039 visits.

9 Summary of Performance

9.1 At of the end of Quarter 2 2017-18 of the 47 indicators with quarterly targets 
set, Link4Life was on track to achieve 76.6% of these by the end of the year with a 
further 10.64 % expected to be within 5% or less to the target. (15 targets are not 
measured mid-year due the indicators being an annual or year-end measure.)

9.2 12.76% (6 indicators) are forecast to fall short of the targets set at year end.

On Target Within 5% 95% or below

  
Corporate Health and 

Compliance 2 1 0
Financial 0 0 0

Sport and Leisure 7 3 2
Culture 7 1 3

Health and Participation 20 0 1
36 5 6

Link4Life 76.60% 10.64% 12.76%

10 Financial Implications

10.1 The Partnership Agreement between the Council and the Trust includes a 
Payment Mechanism with a formula, which provides for deductions from the agreed 
Contract Fee in the event of non-performance by the Trust.

11 Legal Implications

11.1 There are no specific legal implications arising from this report.



12 Personnel Implications

12.1 There are no personnel implications arising from this report.

13 Corporate Priorities

13.1 Link4Life is a member of the Public Service Reform (PSR) Board working in 
close partnership with theme leads to contribute to the programme’s 5 priorities - 
‘Early Years’, ‘Health & Social Care’, ‘Stronger Families’, ‘Transforming Justice’ and 
‘Work & Skills’. In addition, the Trust is also represented on the Children and Young 
People’s Partnership and the Rochdale Borough Safeguarding Boards and has 
engaged with the development of the Rochdale Borough Locality Plan and the 
development of Greater Manchester work to increase levels of physical activity and 
sport.

14 Risk Assessment Implications 

14.1 There are no specific risk issues for Members to consider arising from this 
report.

15 Equalities Impacts

15.1 Workforce Equality Impacts Assessment

There are no workforce equality issues arising from this report.

15.2 Equality/Community Impact Assessments

There are no equality/community issues arising from this report. Link4Life is 
committed to working in accordance with Rochdale Council’s Equality and Diversity 
Policy and believes that the services it delivers have a positive impact in addressing 
health inequalities and promoting the health and wellbeing of people who live, work 
and visit the borough

Background Papers
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Riverside, Smith Street, Rochdale 
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