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Customer Satisfaction Survey 2007 

The Lights distributed 3500 questionnaires with its Autumn Season brochure to gauge the public’s response to the venue and gather research as to how the venue can continue to improve and develop over the coming year.

In general the ratings for all areas of the venue were extremely high, with Good or Excellent ratings receiving an average of 79% across all areas of the theatre’s operation.

Summary of Results
General Signage

A wide variety of comments were made regarding signage.  We have already addressed the issue of a location sign to be situated at the edge if the Magistrates car park and work is under way on this project; however a further review of signage will be undertaken. 
There is a need for directional signage from the Andover College car park to the Lights entrance and more signage is required from the parking facilities that are highlighted in our brochure.

Taxis

Multiple comments were made regarding taxis and drop off and pick up points.  As a result all local taxi companies will be supplied with full details of access and drop-off points.
Access

Many visitors raised the issue of having to walk around the pond area and not being able to access the venue from the college car park.  Although I do not feel this is a major issue, perhaps in the future the feasibility of an additional entrance could be explored?

Litter and Bikes

Visitors raise the issue of litter in the pond and surrounding areas and also the issue of youths on bikes/skateboards.   We have installed litter bins in the front area of the venue but still have issues with litter in the pond and to the rear of the venue.

The issue of young people, bikes and skateboards is an ongoing one and the Lights team have been working closely with the PCSO’s to try and address this issue.
Lighting

The issue of poor lighting has been raised, in particular from Lidl car park and along the side of the Leisure Centre.     This will be further researched and recommendations submitted to the Theatre Board.
Seating
Comments were made in reference to the seating in the arena area, with two main issues.  One - that there is not adequate seating available and two -  that there should be chairs more suitable for the elderly.  Although we are continually looking at the venue and increasing satisfaction etc, it is not felt that this is an area that warrants additional expense at this time, with seating in the café and arena areas more than adequate for the size of venue.
Bar

Overall the general comments regarding the bar were concentrated on issues regarding service ie speed etc.   We are currently exploring the options and costs for a branded stand alone unit for sales of confectionary, ice cream and orders for interval drinks to alleviate this problem.
Coffee Carousel

General comments focussed on the variety of the menu, evening provision and staff service, all areas which the Venue Director has met and discussed with the proprietors and where developments have already taken place and will be continually reviewed by the Venue Director.
Auditorium

Issues regarding auditorium access were raised, all comments have now been addressed including door stops for the corridor doors and hand rails.
Box Office

The main area of complaint was with the box office opening hours, this issue has already been addressed and we will be increasing the box office opening hours slightly from 1st October to 10am – 5pm.  
Programme

The majority of the comments made regarding the programme were very positive, with many suggestions as to what our visitors would like to see.  The Venue Director is continually reassessing and reviewing the programme and will take comments into account

Website

Only issues raised are generally concerned with on line booking mainly due to technical issues.     We are also investigating the provision of on-line booking for Members.
SUMMARY

Generally this has been an extremely positive exercise for the venue with many extremely positive comments received regarding the venue and the appreciation of what has been achieved from our visitors.   The overall consensus is that The Lights is an excellent venue and is much welcomed in Andover.  The areas raised above are all ones that can be developed and reviewed and add to the continual improvement of the venue and the subsequent customer satisfaction.
