	 
Part 2: Maximising the customer experience in a gym environment  
Learning outcome 1 
Understand customer service in a gym environment 
 
 
Task 1: Using the table below, compare the products and services on offer at a minimum of two different organisations 
 
Include: different types of organisations, ie national gym groups, local organisations, independent gyms/leisure centres or small providers etc. (1.1) 
 
	Organisation Type 
	Product/Service offer 

	 
 Pure Gym- National gym group
 
 
 
David Lloyd
 
 
 
 
 
 
 
	- Offers 24/7 gym service
- Modern gym equipment
- Fitness classes



-Premium health and leisure services
-Tennis and racquet courts
-Indoor and outdoor swimming pools
-Luxury spa facilities
-On-site creche for kids
-Large, well equipped gym floor

	Comparisons 
	

	 
-Cheap gym doesn’t have as much facilities as the expensive like the luxury spa and tennis courts

-Much larger space for working out in the expensive gym compared to cheap


 
 
 
 
 
 
 
 
	


  	 
 
Task 2: Using the organisations identified in Task 1, describe the local demographics of different organisations and how this affects the products and services offered (1.2) 
 
[bookmark: _Int_98BBJbtZ]The cheaper, national gym group Pure Gym is more tailored to the age range of 18-34 year olds with a larger focus on the- younger generation. The gym often targets those who are students or living in an urban, high-density area. The key factors for this are due to the fact of how cheap the gym is; therefore, clients will take advantage of the offer. Also, it is very convenient for shift workers and those who work a 9-5 because it is open 24/7. On the other hand, David Lloyd caters mostly to the high income or family orientated people. In comparison to Pure Gym, David Lloyd is an older demographic with most members in the 40+ age range. Just under half of the David Lloyd memberships are family-oriented showing a strong demographic within families who have the money to spend on their services.




























 	 
Task 3: Describe the customer expectations of the different organisations you have identified in Task 1 (1.3) 
 
	 
Organisation 
 
	 
Description 

	 
 
 Pure Gym
 
 
 
 
 
 
 










David Lloyd Clubs
 
 
 
 
 
 
 
 
	Pure Gym is designed for people who want fitness on their own terms, offering a modern, convenient, and affordable approach to working out. With 24/7 access, members can train whenever it suits their lifestyle, whether that’s early morning or late at night. The gym is equipped with state‑of‑the‑art, well‑maintained machines, ensuring a high‑quality workout experience every time. One of Pure Gym's biggest advantages is its flexible, no‑contract membership, giving members the freedom to join or leave without long‑term commitments or hidden obligations. Cleanliness is a top priority, with regularly sanitised equipment and a tidy environment that helps members feel comfortable and confident during their workouts. The self‑service model allows people to manage their membership, access the gym, and use facilities independently, creating a hassle‑free and efficient experience. Despite offering modern facilities and round‑the‑clock access, Pure Gym remains committed to keeping costs low, making fitness accessible to a wide range of people. Altogether, Pure Gym combines flexibility, affordability, and quality to create a gym environment that supports every member’s goal at their own pace and convenience.


David Lloyd Clubs offer an elevated fitness and leisure experience built around exceptional quality, comfort, and variety. Members enjoy access to a wide range of high‑end facilities, including premium gyms, spa areas, swimming pools, racquet courts, and stylish social spaces that create a sense of luxury from the moment they arrive. Every aspect of the club is designed to deliver a premium experience, combining modern equipment, attentive service, and beautifully maintained environments. The class programme is another standout feature, offering high‑quality sessions led by expert instructors who bring energy, expertise, and motivation to every workout. Beyond fitness, David Lloyd Clubs pride themselves on being a family‑friendly environment, with dedicated kids’ activities, lessons, and safe spaces that allow families to stay active and spend time together. This blend of sophistication, variety, and community creates a unique atmosphere that sets David Lloyd apart. Members often feel that the club is ahead of any other gym, offering a level of service, comfort, and exclusivity that goes far beyond traditional fitness centres. Whether someone wants to train, unwind, socialise, or enjoy quality time with family, David Lloyd Clubs provide a refined, all‑in‑one destination that consistently exceeds expectations.


 
 
 



















 	 





























Task 4: From the organisations you have identified in the previous tasks, describe the typical journey a customer might take at each one (1.4) 
 
Tip: think about the customer journey at your own organisation, or one you are familiar with 
	
Organisation 
 
	 
Customer journey 

	 
 Pure Gym
 
 
 
 
 
 
 
 
 
 
 David Lloyd Clubs
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
Customers will become aware of the importance of health and fitness and realise the benefits of attending a gym. They will then research different gyms taking into consideration the price and location, usually Pure Gym is the cheapest option. Due to the cost customers will begin in Pure Gym and if they are satisfied, they will continue to keep going there, customer satisfaction is a priority in Pure Gym which then leads customers renew their memberships and continue enjoying the facilities.



Customers become aware through social media channels or marketing campaigns about David Lloyd Clubs. As they then learn what the club has to offer them and the services they provide, they will begin to attend sessions, usually David Lloyd will have offers for the first 2 months of attending. When starting customers receive personalised support to help them get started in the club, afterwards customers will participate in the range of activities they have to offer and will continue to attend the gym and other services. David Lloyd retains their customers through strategic initiatives to ensure the customer journey remains smooth for everyone. 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 	 
Task 5: Describe the methods used to build support, inclusion and retention at the organisations you have previously identified (1.5) 
 
	Method 
	 
Organisation 
 
	 
Description  

	 
 
 
 
Support 
	 Pure gym




David Lloyd
	 Pure gym will support their customers through their app that contains guidance around the gym, also they have clear in gym resources for customers to access.


David Lloyd will support customers through their personalised fitness guidance with their staff, as well as this they have a very strong focus on being community minded, focusing on the wellbeing of their customers

	 
 
 
Inclusion 
 
 
 
 
 
	 Pure gym




David Lloyd
	 They aim to include customers through their self-service approach, or simply by friendly staff making customers feel a sense of belonging


They include customers through personalised attention towards each of their customers, also they provide family friendly programmes for those who need it as well as social events for members to attend

	 
 
 
 
Retention 
 
 
 
 
	 Pure gym




David Lloyd
	They will aim to retain their customers through their low cost and flexible gym memberships, allowing customers freedom to save some money or cancel anytime
 

They will retain customers through offering premium, high end facilities and a focus on lifestyle that sways customers towards a membership over a long time











 	 
	 

Learning outcome 2 
Understand customer engagement in a gym environment 
 
Task 1: Describe the different methods used to engage with customers in a gym environment (2.1) 
 
	Communications method 
	 
Description 
 

	 
 Verbal communication
 
 
 
 
 Non-verbal communication
 
 
 
 
Digital communication
 
 
 
 
 Community building
	 
Trainers will provide customers with instruction on how to use the gym equipment safely and will provide feedback on the exercises you perform to help you as much as they can.


Positive body language and eye contact shows interest in clients, also silent demonstration of exercises to show the customers how to use machines helps them gain knowledge in the gym


Social media channels like Instagram of Facebook are used to update customers on any changes to opening times or classes within the gym. As well as this apps can be used to track progress or communicate with trainers through a live chat system

Group classes and events can be used to communicate to a larger audience on exercising, allowing different customers to get to know each other through exercise.




	
Population 
 
	 
Method 
	 
Description 

	 
 
 
Older people 
(50+) 
	 
Verbal communication
	 Giving feedback in person to older customers would be easier for them to understand as they may not have access to digital platforms. As well as this many older people prefer human interaction in person therefore verbal checkups or helping with how to perform exercises verbally will be preferred for older clients

	 
 
 
 
Ante/postnatal 
	 Community building
	 Ante/ post-natal people may prefer group classes because they can be training with people that share the same feeling as them and will know how intense to train due to the more personalised experience of a group class tailored to their population.

	 
 
 
Disabled people 
	 Nonverbal
	 Some disabled people may struggle with interaction therefore just giving signs of positive reinforcement through body language will benefit them rather than giving them a lot of information at once, potentially confusing them. Aswell as this showing them how to do it in person through demonstrations may be easier for them to understand compared to telling them how to do it


	 
 
 
Young people (1416) 
	 Digital 
	 Young people are more used to using social media channels or online apps compared to other populations, therefore it makes sense for them to use the platforms to communicate with trainers or keep updated on classes due to the effectiveness of using apps and capability of the younger generation on how to use them


  	 
 
Task 2: Describe the different methods used to build rapport in order to maximise customer experience and retention (2.2) 
 There are many different methods used to maximise customer experience and retention within a gym environment. Personalisation is one you see quite often in the environment with trainers or clients using your name to address you which then gives a sense of value to the customers when going to the gym, as well as this using positive language towards customers will enhance their overall customer experience, making them want to come again due to the positive connection they have with worker within that gym environment. Reaching out to customers and asking them about progress or their exercises helps build a positive relationship showing you care for your customer.
 	 
Task 3: Describe ways to support a safe and enjoyable fitness environment for customers (2.3) 
 
 Building a positive gym culture around the values and expectations of a gym, simple things like reminding people to remain respectful to each other in the gym and respect the gym equipment. Gyms will do this through signs like put weights back after use remind people to respect the gym and other customers. Prioritising cleanliness throughout the gym ensures the safety of others, sanitising stations for customers to wipe down equipment after use are a good way of maintaining a clean environment along with regular cleaning schedule for a deep clean around the gym daily will help maintain a clean and safe place. Support and guidance to new or existing customers is a good way to keep the fitness environment enjoyable for customers, staff on the gym floor assisting those who need help can promote an enjoyable experience as they now feel more comfortable using the different machines in the gym so will now actually feel what they are doing is worth it.












Task 4: List the ways to present yourself in a professional and approachable manner to customers (2.4) 
 
· Punctual when turning up to classes
· Approachable behaviour when greeting customers
· Be visible around the gym showing people your there if they need help
· Build positive relationships with clients
· Give guidance to those if they need it
· Dress in gym attire to ‘look the part’
· Share your expert knowledge with customers








































 
 	 
Task 5: Identify different types of customer conflict and how you can manage them (2.5) 
 
	 
Customer conflict  
 
	 
Conflict resolution technique 
 

	 
 Misunderstanding- policy is different to what it says, class times etc
 
 
 
 Unhappy with facilities- equipment is broken or not clean on the gym floor
 
 
 
 
 
 
 
 
 
 
 
 
 Aggressive behaviour towards staff
 
	 Actively listen to them and process the information given then try and come to a solution or explanation as to why the information is how it is.


Empathise with the customer and acknowledge that their frustration is fair then apologise for the inconvenience cause. After then solve the problem immediately to reduce the chance of the situation escalating further









Stay calm with the customer and be respectful to avoid escalating the situation. Explain the values of the gym and why they shouldn't be aggressive towards you, if the situation escalates then call for a senior manager or security to get involved.



 
 	 
Task 6: Describe the importance of customer retention (2.6) 
 

Customer retention is a major part in keeping gym businesses going, gyms rely heavily on members paying memberships to maintain a financial stability. Keeping the already existing members is much more cost effective than trying to get new customers, therefore retention is important for gyms to generate the revenue needed to stay competitive. The retained customers will then provide steady income into the business as they carry on paying month by month to attend your gym. Having the members that stick with you long term helps promote a positive gym culture because they will have the knowledge of the gym values and how to respect one another, helping those others want to stay in the welcoming environment for longer. In a competitive aspect a gym with strong retention numbers where customers have been attending for years shows a reliable service which eventually will lead to more customers wanting to get involved in a high-quality gym setting.
















  	 
	 

Learning outcome 3 
Understand customer communication in a fitness organisation 
 
Task 1: Using the table below, describe the following components of communication: (3.1, 3.2) 
 
a. different types of communication techniques 
b. when to use different types of communication techniques 
c. how to adapt communication methods to meet the needs of different customers 
 
	Types of communication techniques (eg verbal) 
	When to use different types of communication 
(eg complaints) 
	How to adapt communication methods 
(eg cultural) 

	 
Verbal communication
 
 
 
 
 
 
 
 
 
 Non-verbal communication
 
 
 
 
 
 
 
 
 
 
 
 
 Written communication
 
 
	 When conducting a session as a trainer you give instructions for each exercise through verbally communicating with the customer





Showing acknowledgement to customers when they walk into the gym floor with nods of the head or a wave to make them feel comfortable in the environment




When displaying safety information around the gym or any class timetables that customers will attend would be through written communication
	 Adjust the language to suit the customer, e.g slowing down and using real words do not jargon words if they are beginning in the gym





Respecting customers personal space and dont get too close if they are exercising, also using appropriate gestures towards people as some can be inappropriate towards certain population



Use clear words and points so all customers can understand safety regulations or rules, ensure posters and signage are in a large print for those who struggle with their sight.



 
 	 






Task 2: Explain the importance of walking the gym floor (3.3) 
 One main reason that walking the gym floor is important is due to customer safety, if staff are walking the gym floor they can quickly spot anything that seems unsafe or dangerous and can intervene earlier than if they were not walking the gym floor. Also, you can identify any equipment that may need cleaning up or if anything breaks you are ready on the floor to fix the equipment. Being visible on the gym floor as a worker makes the customers feel a bit more comfortable as it gives them a chance to ask any questions, they may need help with or just for a general conversation to help support customers through positive engagement.







	 
  	 
Learning outcome 4 
Understand customer feedback in a fitness organisation 
 
Task 1: Describe the importance of obtaining customer feedback (4.1) 
 
Obtaining customer feedback is a very important part of running a fitness organisation because it can help focus on what needs work or what the gym is doing well in, feedback from customers gives you an insight into what customers are enjoying in the gym and what additions or improvements can be made. It helps you build a strong positive relationship with customers as they feel their voice is heard when improvements are made on behalf of their views which shows that each customer is valued by you as a fitness organisation.
 





 




Task 2: Identify ways to record and report customer feedback (4.2)  
Tip: consider the organisations you used for learning outcome 1 

There are many ways to record customer feedback such as:
· Feedback forms- these can be online or in person through paper forms or emails that customers can leave any feedback on improvements for the business
· Surveys- Online surveys can give more valuable feedback as you create the questions and customers can respond anonymously
· Digital apps- Some gyms have a digital app where you can leave reviews or ask questions on which is a very simple way for customers to leave feedback
Ways to report customer feedback would be through the following:
· Staff meetings- Staff can share between each other issues that they can act on in the future
· Action plans- Transforming the feedback given from customers into a step-by-step guide of how to resolve the problems
· Monthly reports- These reports can look at trends over the month about customer satisfaction and act upon any problems that have been identified as a common trend








 
 	 



Task 3: Explain the importance of managing feedback in line with an organisation’s procedures (4.3)
  Managing feedback in line with the organisations procedures is vital as it ensures any complains or comments made upon the organisation are dealt with in a professional manner. Following a set procedure enables staff to record any feedback received effectively and take the required action if needed to do so. 
 
Tip: consider the organisations you used for learning outcome 1. 
 	 



































Learning outcome 5 
Understand national legislation, guidelines and organisational procedures 
 
Task 1: Describe national legislation and guidelines relevant to the role of a gym instructor (5.1) 
 
	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Data protection and client confidentiality 
 
	 Keeping health and personal details secure and not to share with anyone else
	 As a gym instructor you must store all data on customer securely and maintain the confidentiality at all times, only share if really needed when necessary

	 
 
Health and safety at work 
  
	 Regularly check equipment for potential hazards and ensure customers are maintaining proper exercise techniques
	Gym insructors are required to maintain a clean and safe gym environment for customers and must identify any potential risks both with equipment and customers exercising. This needs to be done accurately to ensure the prevention of any injury

	 
 
Conflict of interest 
  
	 Don't favour certain clients over others as a gym instructor and prioritise bettering the client not developing personally
	 This ensures that as a gym instructor you remain professional and not to let any personal situations hinder the experience that a customer gains from being on the gym floor

	 
 
Disclosure and barring service (DBS) 
 
	 As a gym instructor working with children or vulnerable adults will need to have a DBS check
	 This confirms that the instructor is safe to work with children and vulnerable adults,

	 
 
Safeguarding children and vulnerable adults 
 
	 Reporting any concerns that are showing through younger clients and follow safeguarding procedures if needed 
	 Ensures that as a gym instructor you know how to notice signs of any problems that may need to be risen with safeguarding officers and to report any signs of abuse.

	 
 
Equality and diversity 
  
	 Treat all customers with fairness regardless of their differences 
	 This prevents any discrimination on the gym floor and promotes inclusion for everyone, creating a welcoming environment for everyone regardless of age, gender, disability etc.

	 
 
Personal liability insurance 
  
	 Gym instructors must have insurance for any activities they reach or personal training sessions 
	 This then protects instructors if customers claim against them and covers them if any accidents happen on the gym floor


 




	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Control of substances hazardous to health (COSHH) 
 
	 Gym instructors may regularly be in contact to different chemicals for the use of cleaning around the gym
	 Instructors must know how to safely handle chemicals used to clean, keeping them away from customers to avoid any health risks involved

	 
Reporting of injuries, diseases and dangerous occurrences regulations (RIDDOR) 
 
	 As a gym instructor you need to report any incidents that happen in the gym
	All injuries or incidents that happen in the gym must be reported to RIDDOR for health and safety 

	 
 
Electricity at work regulations 
 
 
	 Gym instructors must ensure that all machines that are electrical are safe and free from hazards on the gym floor
	In the gym the instructor should be checking machines like treadmills and ensuring the wires are safe and there are no potential health risks close to electrical ports e.g. water near plug sockets 

	 
 
First aid regulations 
 
 
	 
As a gym instructor you should be responding to any injuries that happen to a customer
	Gyms must have trained first aiders on sight in the case of an injury in the gym, as an instructor you should at least know basic first aid due to the risks of exercising in the gym 


 
Task 2: Using the organisations identified in learning outcome 1, describe the organisational procedures relevant to the role of a Gym Instructor. (5.2) 
 Gym instructors in a gym like puregym will simply just need to walk the floor ensuring that there are no customers sustaining injuries and that the gym is maintaining health and safety regulations. In comparison in a David Lloyd club there are many more facilities that would need checking such as the swimming pool would need checking constantly due to safety hazards around water, as well as the gym would need to be kept clean and safe.










 	 
Task 3: Describe the purpose of a storage plan and how to create one. (5.3) 
 
 A storage plan helps keep a gym organised and running efficiently, this helps staff find equipment a lot faster as it is all stored correctly. To create a storage plan you would need to identify the safest areas for certain equipment, then would label the identified areas clearly so staff then know where to put each piece of equipment
 	 








Task 4: Explain the health and safety implications of assembly, dismantling, hygiene and storage of equipment (5.4) 
 
	
	 
Activity 
 
	 
Example 
	 
Explanation 

	 
 
 
Assembly 
 
 
 
	
	 Setting up machines or weights ready for a fitness class
	If you set them up incorrectly in can lead to machines not being stable enough to hold a persons weight, therefore could lead to injury if it were to collapse 

	 
 
 
Dismantling 
 
 
 
	
	 Taking weights off a machine after using them
	 If leaving weights laying around it can cause a trip hazard within the gym 

	 
 
 
Hygiene 
 
 
 
	
	 Cleaning and wiping down mats or machines after using them
	Regularly keeping on top of cleaning machines will prevent viruses from spreading through bacteria left on the machines 

	 
 
 
Storage 
 
 
 
	
	 Putting dumbbells back on the correct racks  
	 This prevents trip hazards and ensures that equipment is stored in a safe secure position


 
 	 
Task 5: Explain the practical implications of not following manufacturers’ guidelines (5.5) 
 
 Not following the guidelines can lead to equipment being assembled incorrectly which then if used can lead to breaking of equipment which financially will cost a lot and could even cause injury to customers if broken when they are using it. Sticking to guidelines ensures that all equipment is safe for customers to use and will not be at risk of breaking.







 
Task 6: Using the organisations from learning outcome 1, identify where operating procedures, policies and manufacturers’ guidelines can be located (5.6) 
 
Most of these factors can all be found in different places around the gym. Usually, they are stores securely in a senior staff members office or if it is digitally stored then the information may all be processed into a hard drive. This then ensures that instructors and staff will have access whenever it is necessary.












 	 
Task 7: Explain manual handling requirements in relation to the role of a Gym Instructor (5.7) 
 As a gym instructor you will find yourself manually handling different pieces of equipment on a day-to-day basis. Instructors must be making sure they are maintaining the correct technique when lifting heavy items e.g. keeping the back straight and bending the knees to prevent an injury that could be caused.
 
 	 






























	
Date: 
 
	 



 
 
 	 

Learning outcome 6 
Understand routine maintenance and cleaning in a gym environment 
Task 1: Identify the cleaning resources commonly used in a gym environment (6.1) 
	Cleaning resources 
	Examples 
	 
Uses and suitability 
 

	 
 
 
 
 
 
Equipment 
 
 
 
 
 
	·  Paper towels
· Mops
· Vacuum cleaners
· Brushes

	·  Mops will be used to clean up sweat or spillages in the gym
· Paper towels are easy for customers to quickly wipe down equipment after use
· Vacuum cleaners will then be used on carpeted areas in a gym to decrease dust and make the air cleaner
· Brushes will be used by cleaners in the gym to get rid of any mud brought in from people's shoes or any other deep cleaning need


	 
 
 
 
 
 
Cleaning substances 
 
 
 
 
  
	·  Disinfectant sprays
· Wipes
· Antibacterial Gel
	·  Sprays will be used to disinfect all equipment at the end of the day after use such as treadmills that are susceptible to a lot of sweat
· Wipes are easy for members to wipe down any machines that have dirt or sweat on
· Antibacterial gel can be used for customers to clean their hands from sweat if needed to do so


 
 
Task 2: Describe the standard operating procedures (SOP) for routine maintenance and cleaning 
(6.2) 
 Scheduled checks of the equipment to ensure they are all clean and nothing is broken, as well as this it enables you to report any incidents with the machines so that they can be fixed immediately. 







 
Task 3: Create a risk assessment to identify the possible hazards in a fitness environment in relation to the below: (6.3) 
 
· activity areas and gym 
· people 
· physical risks 
 
Note: ensure you include this risk assessment as part of your completed workbook when submitting to your Tutor/Assessor. 
	Activity areas and gym

Slippery floors can lead to any slips and trips on the gym floor.
Regularly checking will prevent this from happening as it can be cleaned immediately
	People

People can use equipment incorrectly, possibly breaking them or causing injury if they misuse them

Providing support to those who may not know how to use machines properly may prevent anything from breaking or accidents happening to people
	Physical risks
 Customers dropping weights on themself or straining muscles when exercising in the gym

Instructors will need to consistently monitor participant's and step in if they can see someone needs help 
 
 
 
 
 
 
 
 


 
 	 
Task 4: Explain the cleaning routines and organisational standards relevant to the gym environment (6.4) 
 
	 
 
 Cleaning routines and organisational standards in a gym ensure the environment stays safe, hygienic, and welcoming for members. These routines usually include regular cleaning of high‑touch equipment, scheduled deep cleans, and proper waste disposal. Organisational standards set clear expectations for staff e.g. using approved cleaning products
 
 
 
 
 
 
 
 
 
 
 


 
 
Task 5: Describe how to maintain the safety of yourself and others (6.5) 
 
	 
 You can maintain the safety of yourself and others in the gym by following proper lifting techniques, keeping walkways clear, and checking equipment before use. Staying aware of your surroundings, giving clear instructions, and reporting hazards immediately also help prevent accidents. By following organisational procedures and encouraging members to use equipment correctly, you create a safer environment for everyone.
 
 
 
 
 
 
 
 
 
 
 
 


 
 	 
Task 6: Identify the different types of waste found in a gym environment and how to dispose of it (6.6) 
 
	Cleaning resources 
	Examples 
	 
Uses and suitability 
 

	 
 
 
 
 
 
 
 
Hazardous 
 
 
 
 
 
 
 
 
	·  Cleaning chemicals
· Broken glass
· Blood from cuts
· Batteries from equipment
	Chemicals should be placed in designated containers and bodily fluids should be cleaned immediately. All hazardous waste needs to be handled using PPE. 

	 
 
 
 
 
 
 
Non- hazardous 
 
 
 
 
 
 
 
 
 
	·  General rubbish
· Paper towels
· Packaging of equipment
	 Non-hazardous waste is as simple of displaying many general waste and recycling bins on the gym floor, so customers know where to dispose of their waste. Staff will then need to regularly empty the bins to prevent rubbish spilling over.


 
 	 
