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Aura Sport & Leisure Management



The Definition of Experience

ñExperience is the name we give to 

our mistakesò

Oscar Wilde



The Definition of Insanity

ñInsanity is doing the same thing, over and 

over,  and expecting a different resultò

Albert Einstein



Is there an óAverage Personô?



The 

ñAverage Personò 

Fallacy
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Is there an óAverage Personô?

ÅMobility

ÅBody size

ÅCoordination

ÅAlertness

ÅEyesight

ÅHearing 

ÅUnderstanding

ÅReactions

ÅSpatial Awareness

ÅIncome

ÅMotivation



Random Sample of Males



(26%) Average Height



Average Height & Weight



Population X 4 óAverageô Criteria



US Study (Bailey 1982)

1. 4,063 males

2. Ave Height 

= 1,055 (26%)

3.  X Ave Chest Size 

=    302 (7.2%)

4.  By 10th Criterion 

=        2
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Should we design and cater for the 

smaller, taller, weaker, sloweré?

What would it cost?



40%

26%

21%

1%

10% 2%

Staff Costs

Maintenance & Repair

Capital Cost

Water

Energy

Sundries

Source: UK Sports Council, Technical Unit for Sport, 
Handbook of Sports & Recreational Building Design

30 Year Lifecycle Costs 
of a Swimming Pool



The curse of óminimum 

standardsô



John Glennôs response when asked how he felt 

atop of the rocket , just before take-off.

ñI felt about as good as anybody would, 

sitting in a capsule, on top of a rocket, 

that were both built by the lowest bidderò



ñWeôre just people with different abilitiesò



Spa
Who needs glasses?



33% of workers aged 50ï64 
have a disability

(UN Nations Convention on Rights of Persons with Disabilities, 2007)

By 2015 20% of Europeôs 
Population will be over 65)



HSBC, Europe's biggest bank, 

estimates that worldwide, people 

over 55 years of age hold around 

$63 trillion, or about 70% of the 

planet's wealth.

HSBC estimation of aging customers combined wealth, The Economist, April 2007

http://www.economist.com/finance/displaystory.cfm?story_id=9009098


Designing-in Barriers



Simple Adaptations Can Make a 

Big Difference 



Do the math!
10% of population registered disabled + Friends + Family + co-workers

Add Co-

Workers

Add

Friends

Add 

Family

10%



What about hidden disabilities?



What business are we in?

ñWeôre in the people business 

serving coffee, not in the coffee 

business serving people
Howard Schultz, Founder Starbucks 



Minitel Lifestages Segments

ÅPre family aged U/35 who - not parents

ÅFamily those aged 15-54 with at least one 

child aged under 16 still at home

ÅEmpty nesters/no family those aged 35-54 

with no children (aged under 16)

ÅPost family post family/retired those aged 

over 55/not working
We need to clarify the segments we are targeting, and what works for them!



Different Customer Journeys

ÅDifferent Older Adults

ÅDifferent Young Children

ÅDifferent Teenagers

ÅDifferent (Single) 

Parents with Children

ÅDifferent Special 

Populations

ÅDifferent School Groups

ÅDiverse Cultures



Customer Journeyôs Potential Barriers 

ÅMarketing

ÅInformation

ÅBookings

ÅAdmission

ÅTravel

ÅFinancial

ÅPsychological

ÅPhysical

ÅAttitudinal



Just Because itôs a good idea in One 

Location!



Getting Aura Business
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Why do young people take part?

Source: Sports Industry Research Centre 



What do the semi-sporty want to do?

Source: Sports Industry Research Centre 



Motivating?


