	
	
	



	 
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 

	 
 Leisure centres


Independant gyms
 
 
 
 
 
 
 
 
 
 
 
 
	 
Gym, swimming pool, some have outdoor track and tennis courts



Gym, recovery rooms, higher standard and newer equipment, more accessible (later hours of the day)

	Comparisons 
	

	 
 
 
 
 
 
 
 
 
 
	
Leisure centres are ran by local councils, where independant gyms are run privately. Leisure centres memberships are cheaper than private gyms but the standard of equipment is lower with the equipment being older and in need of replacement with machines breaking where as private gyms have the newest machines and will repair the machines if faulty asap. There is usually more access to varied machines in independant gyms compared to leisure centres. 


  	 
 
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) 
 
Leisure centres will tend to be used by families and adults in the 50+ bracket due to the accessibility of a swimming pool due to it being good for you and doesn’t have much strain on the body. You will also see families bringing their children down to use the pool to have fun. You might also find younger adults there using the gym facilities or using the track etc due to the low membership fee. Where as independant gyms vary depending on prices in the ‘budget gyms’ (£20 a month) you will more often find students using the facilities where these gyms have low amounts of Personal trainers, some may not have recovery rooms, then there is the more expensive indepenendent (eg david lloyds) which costs roughly £70 a month where you will tend to find elderly people and higher class families who can afford the membership fee. With this you get a higher amount of personal trainers, the facilities are higher class and standard and also have recovery rooms and more which is what makes it cost that much and people are willing to pay due to the services recieved.  





























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

	 
 Leisure centres
 
 
 
 
 
 
 
Independant gyms
 
 
 
 
 
 
 
 
 
	 
The customers of the leisure centres expect a swimming pool that is accessible most hours of the day and also expect a gym that is also accessible most hours of the day that they can go to after work etc. There’s also the expectation of exercise classes eg spin class. They expect that the equipment at the leisure centre to be accessible and in a working condition.



Customer expectations for independent gyms are access to a personal trainer if wanted, they also expect the standard of the personal trainers to be high due to the cost of the membership either yearly or annually. Being able to go to the gym at any time of the day (24 hour gyms eg snap fitness), Expectations with the equipment is high that it is in good condition, modern and also expect variation (e.g. varied dumbbell weights) There is also expectations for recovery rooms e.g. sauna, changing rooms are a high expectation for customers. 


 
 
 



















 	 
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 

	 
 Leisure centres
 
 
 
 
 
 
 
 
 
 
 Independent gyms
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
Leisure centres tend to be more in person with everything on your journey where the customer would sign up at the front desk and get offered a induction. Then they tend to go regularly to the gym at eh leisure centre where there is a member of staff always on the gym floor where you can go speak to him/her to ask a question or ask for help. If you decide you want a personal trainer they are limited at leisure centres but there will be one or two there for those who want a personal trainer.





Compared to the leisure centre not much of the customer journey with a private gym is in person almost every private gym you have to sign up online where you will then fill in a par q and a questionaire on do you want a induction do you want a personal trainer etc. A customers journey in a private gym isn’t as good a leisure centre due to the lack of interaction with employees and customers unless you have a PT your interaction is limited.


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 	 
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 
	 
Leisure centres




Private gyms
	 
offering accessible, inclusive facilities that cater to diverse community needs, using targeted outreach to engage less active groups.

Offer 1 to 1 consultations with customers to understand goals,injuries and preferences, customized work out plans for each customer, consistent communication, check in texts, emails etc, felxible member centric services : easy scheduling through apps, adaptable membership options.

	 
 
 
Inclusion 
 
 
 
 
 
	 
Leisure centres






Private gyms
	
Leisure centres have ‘quiet hours’ for neurodivergent individuals for those who finds busy hours overwhelming, seperate changing rooms and private cubicils for individuals who dont want to change in an open space with others around, low impact/slower paced classes for those are beginning or older adults who would struggle with the faster paced classes. 

Private gyms will make new customers feel welcomed with a warm and proactive welcoming to the gym. All staff have visible ‘ask me’ badges so that you can feel comfortable and welcome to ask a question. Some gyms have beginner zones so that those who are new can start there journey feeling comfortable with other beginners, They all do ‘intro to gym’ sessions for those who have never been to a gym before to ensure they use the machines correctly and safely.

	 
 
 
 
Retention 
 
 
 
 
	 
Leisure centres





Private gyms 
	 
Leisure centres will do welcome calls or messages after you sign up to see how its going and if you have any questions, They offer free PT induction sessions for those who want it to ensure they use the machines correctly and safely. The staff welcome the members by name and give a warm welcome every time. The instructors also remember the regulars and will have chats with them.

Private gyms will send follow up messages to check in on the clients progress. They give two or three complimentary PT check ins to build the clients confidence. The trainers at the gym will acknowledge progress of the clients. Private gyms offer beginner zones or quiet zones for those who are new or not confident on going on the main gym floor.











 	 
	 

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 
 

	 
 Trainers offering help


 Staff greetings upon arrival
 


Guided tours






Follow up check ins
 
 
 
 
 
 
 
 
 
 
 
 
	 
Trainers will go around and offer guidance and help clients with they’re technique or give quick tips to the clients


Staff members will greet members by their first name and will have a chat with them on the floor or will say hello when they see them.



Staff members will give tours around the gym for new members and show them the machines, changing rooms etc




Members of staff will do follow up check ins with clients after the first week and first month to see how they’re journey is going and how they have settled in.


  	 
 
Task 2: Describe the different methods used to build rapport in order to maximise customer experience and retention (2.2) 
 
	 
Population 
 
	 
Method 
	 
Description 

	 
 
 
Older people 
(50+) 
	 


Offering a respectful, warm and supportive interaction and journey
	 
Gyms will greet them by their name and will do so in a calm and polite tone of voice rather than the energetic sales person tone, they also offer a slower classes for them if they worry they would struggle in the faster paced classes

	 
 
 
 
Ante/postnatal 
	 


Leading with epathy and reassurance, providing a gentle, confidence focused onboarding, communicating clearly
	 
Staff members will use warm, non judgemental language to the members. Staff acknowledge that energy and comfort levels will vary from session to session and be more patient with the individuals. Gyms offer a slower, more personalised induction, Trainers will explain which movements are appropriate and why to the clients and will also make a simple session plan that can change every week. They will also break the exercises done into simple steps for the client and frequently check comfort levels

	 
 
 
Disabled people 
	 


Leading with respect and no assumptions, offering a calm and supportive onboarding, communicate clearly and flexibly.
	 
They will ask the individuals how they can support them rather than assuming what they need. Provide a longer induction if needed, without rushing.Demonstrate equipment clearly and check comfort levels. Staff use plain, clear language and check undertsanding without being patronising


	 
 
 
Young people (1416) 
	 

Using friendly, youth appropriate communication, creating a welcoming, non judgemental first experience, building trust through consistency.
	 
Staff will use a relaxed, upbeat tone without being patronising to the individual, staff will keep instructions short,clear and visual where possible. Staff offer a fun, low pressure induction. They will show the individuals the ‘safe’ spaces for the beginners. Staff keep class times and youth sessions consistent. Gyms ensure that the same instructors lead the class if possible as the the individuals are more familiar with the instructor and will get better results from the individuals


 	 
Task 3: Describe ways to support a safe and enjoyable fitness environment for customers (2.3) 

Gyms always maintain a high standard of safety by keeping machines well maintained and repair faults quickly, Gyms will make sure that walkways and floors are always clear and hazard free. Gyms also make sure the first aid and fire exit doors are clear and visible for the members. All staff members are first aid trained to ensure that if an incident occures that any member of staff can deal with the incident. Gyms will provide clear and supportive communication to the members, trainers will offer help to the clients before they have to ask. Trainers and instructors will check in with new members to see how they are doing and if there is anything they would like help with.
 
 












Task 4: List the ways to present yourself in a professional and approachable manner to customers (2.4) 
 

· Use warm, confident body language 
· Communicate clearly and positively
· Be reliable and consistent
· Dress appropiately and proffesionally
· Be approachable and proactive 






































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

	 
 
 Equipment availability 




Hygiene and cleanliness issues



Noise or behavioural conflicts




Membership or payment disputes
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 

Approach calmly and neutrally give the suggestion of sharing sets or using a machine that targets the same muscle groups.


Politely give reminders to members, provide wipes or spray to make compliance


Direct individuals to the suitable zones ‘heavy lifting zones/rooms’



Listen fully before responding. Clarify the policy using simple, transparent language. Show empathy even if the policy is strict. Offer solutions like pausing membership, payment plans, or escalating to management.



 
 	 
Task 6: Describe the importance of customer retention (2.6) 
 
Customer retention matters because it costs far less to keep an existing member than to attract a new one, and loyal customers tend to spend more, stay longer, and promote the business through positive word‑of‑mouth. In a gym setting especially, retained members create a stable community, boost class participation, and provide predictable revenue that supports long‑term growth. Strong retention also signals that the gym delivers consistent value, which strengthens its reputation and competitiveness.

















  	 
	 

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) 

	 
 A fitness organisation relies on several communication techniques to keep members informed, motivated, and safe. Staff use verbal communication to give clear instructions and offer support, while non‑verbal cues like posture, gestures, and eye contact help demonstrate exercises and build trust. Written communication—such as signs, emails, and workout plans—keeps information consistent and accessible. Digital tools, including apps and social media, provide quick updates and booking reminders. Together, these techniques create a smooth, professional experience that helps members feel confident and engaged.

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
You use different communication techniques in a fitness organisation depending on the situation and the member’s needs. Verbal communication is best for giving instructions on the gym floor or explaining how to use equipment safely. Non‑verbal cues—like demonstrations, gestures, and eye contact—are ideal when teaching exercises or motivating members during classes. Written communication works well for sharing schedules, rules, or workout plans that members may need to refer back to. Digital communication is used when sending reminders, updates, or booking confirmations through apps or social media. Each technique supports a smooth, professional experience by matching the right method to the right moment.

	 
You adapt communication methods in a fitness organisation by matching the style and format to each customer’s needs and comfort level. For example, beginners may need simple verbal explanations and clear demonstrations, while experienced members might prefer quick, technical cues. Visual learners benefit from demonstrations or written plans, whereas others respond better to motivational verbal feedback. Using digital reminders or messages can support members who like structure and regular updates. Adapting in this way helps every customer feel understood and supported.



 
 	 






Task 2: Explain the importance of walking the gym floor (3.3) 
 Walking the gym floor is important because it keeps staff visible, approachable, and aware of what’s happening in the facility. It allows you to spot safety issues early, offer help with equipment, and engage with members in a natural, friendly way. Regular floor presence also builds trust, improves customer satisfaction, and helps create a positive, well‑managed atmosphere that encourages members to return.

 
 
 







	 
  	 
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 essential in a fitness organisation because it helps you understand what members value, what frustrates them, and where improvements are needed. It gives you real insight into the quality of your services, classes, equipment, and staff interactions, allowing you to make changes that directly enhance the member experience. Strong feedback systems also show customers that their opinions matter, which builds trust, strengthens loyalty, and supports long‑term retention.






 




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

Leisure centres use several simple, reliable methods to record and report customer feedback, ensuring it reaches the right people and leads to improvements. Staff can log comments in digital feedback systems, customer‑relationship software, or online forms so managers can track trends over time. Comment cards, suggestion boxes, and post‑class surveys provide written records that can be reviewed during team meetings. Where as Private gyms have several practical ways to record and report customer feedback, helping staff spot trends and improve the member experience. Many gyms use digital systems such as CRM software, online surveys, or app‑based feedback forms to log comments in a structured way. Front‑of‑house teams often record verbal feedback in daily shift reports, incident logs, or customer‑service spreadsheets so nothing gets lost.







 
 	 
Task 3: Explain the importance of managing feedback in line with an organisation’s procedures (4.3)  
 
Tip: consider the organisations you used for learning outcome 1. 
 	 
Managing feedback in line with a leisure centre’s procedures is important because it ensures every comment is handled consistently, fairly, and professionally. It helps staff record issues accurately, follow the correct escalation steps, and make sure concerns are resolved rather than forgotten. Sticking to procedures also protects the organisation’s reputation and shows customers that their feedback is taken seriously and acted on.
Managing feedback in line with a private gym’s procedures is important because it ensures every comment is handled consistently, professionally, and in a way that protects both the member and the business. It helps staff record issues accurately, follow the correct escalation steps, and make sure concerns are resolved rather than overlooked. This structured approach also builds trust, showing members that their feedback leads to real action and continuous improvement.



































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 
 
	 
Health conditions, contact information and fitness goals
	Deals with personal information daily that is confidential to the instructor and the client
 

	 
 
Health and safety at work 
  
	 
Checking equipment, giving clear instruction on correct technique, making sure the floors are clear and hazard free
	 
Checks and maintains equipment often, ensuring that the floor/pathways are clear and don’t have equipment or spilled liquids on the floor

	 
 
Conflict of interest 
  
	 
personal interests, relationships, or outside commitments 
	 
favouring certain clients, promoting products for personal gain, or prioritising private training over gym duties can compromise fairness and professionalism

	 
 
Disclosure and barring service (DBS) 
 
	 
Making sure they are safe to work with children and vulnerable adults
	 
A DBS check confirms whether an instructor has any criminal history that might make them unsuitable for the role, helping protect members and maintain a safe, trustworthy atmosphere in the gym

	 
 
Safeguarding children and vulnerable adults 
 
	  
recognising signs of abuse or neglect, maintaining professional boundaries, and reporting any concerns through the correct procedures
	 
responsible for creating an environment where every member feels safe, respected, and protected from harm

	 
 
Equality and diversity 
  
	 
Not being unfair or different to those of different ages, fitness levels, background, etc
	 
ensure every member feels welcome, respected, and able to participate regardless of age, gender, ability, background, or fitness level. Instructors must treat all clients fairly, avoid discrimination, and adapt exercises or communication styles to meet individual needs

	 
 
Personal liability insurance 
  
	 
If a client gets injured on the gym floor or claims that your advise caused the clients injury
	 
protects gym instructors if a client is accidentally injured during a session or claims that your advice caused harm. Even when you follow best practice, accidents can happen, and this insurance covers legal costs or compensation claims


 




	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Control of substances hazardous to health (COSHH) 
 
	 
Using cleaning chemicals, disinfectants, and maintenance sprays that can be harmful if handled incorrectly
	 
Instructors need to know how these substances are stored, used, and disposed of safely to protect themselves, colleagues, and members

	 
Reporting of injuries, diseases and dangerous occurrences regulations (RIDDOR) 
 
	 
Recording serious accidents, near misses or work related health issues
	 
it ensures that any serious accidents, near‑misses, or work‑related health issues are formally recorded and reported. This helps the organisation meet its legal responsibilities, identify risks, and prevent future incidents

	 
 
Electricity at work regulations 
 
 
	 
Ensuring electrical machines eg. Treadmills, resistance machines, sound systems and lighting are safe 
	 
Instructors need to recognise faulty equipment, report hazards immediately, and never attempt repairs they’re not trained fo

	 
 
First aid regulations 
 
 
	 
Being able to respond to a incident where a member gets injured or unwell
	
they ensure you’re prepared to respond safely and correctly if a member becomes injured or unwell. Instructors must know who the appointed first aiders are, how to access first aid equipment, and how to follow the gym’s emergency procedures 


 
Task 2: Using the organisations identified in learning outcome 1, describe the organisational procedures relevant to the role of a Gym Instructor. (5.2) 
 
Organisational procedures in a leisure‑centre setting guide a gym instructor’s day‑to‑day work and ensure the environment runs safely, smoothly, and professionally. These procedures cover areas such as health and safety checks, where instructors must inspect equipment, report faults, and maintain a hazard‑free gym floor. They also include customer‑service standards, outlining how to greet members, handle complaints, and record feedback. Instructors follow emergency and first‑aid procedures, knowing evacuation routes, incident‑reporting steps, and who the appointed first aiders are.

Organisational procedures in a private gym shape how a gym instructor works day to day and ensure the facility runs safely, professionally, and consistently. These procedures usually cover health and safety routines, such as equipment checks, cleaning schedules, hazard reporting, and safe‑use guidelines for members. They also include customer‑service standards, outlining how instructors greet members, support them on the gym floor, and record or escalate feedback or complaints. Instructors must follow emergency procedures, knowing evacuation routes, incident‑reporting steps, and who the trained first aiders are









 	 
Task 3: Describe the purpose of a storage plan and how to create one. (5.3) 
 
 
· Identify what needs storing List all equipment, cleaning materials, first‑aid supplies, and administrative items.
· Assess the space available Look at cupboards, storage rooms, shelving, and gym‑floor areas to decide where items can be safely kept.
· Group items logically Store similar items together (e.g., free weights, mats, cleaning products) to make them easy to locate.
· Consider safety requirements Keep heavy items low, hazardous substances locked away, and emergency equipment accessible.
· Label clearly Use signs, colour coding, or labels so staff and members know where items belong.
· Create a simple layout or map A visual plan helps staff understand the system and maintain consistency.
· Review and update regularly As equipment changes or the gym grows, the storage plan should be adjusted to stay effective.









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

	 
 
 
Assembly 
 
 
 
	
	 
If equipment isn’t put together following the manufacturer’s instructions, it may become unstable, collapse, or fail during use, leading to injuries such as strains, falls, or impact accidents
	 
Assembly of equipment has clear health and safety implications because doing it incorrectly can create serious risks for both members and staff

	 
 
 
Dismantling 
 
 
 
	
	 
Risk of injury from heavy or unstable parts, exposure to sharp edges or pich points
	 
Dismantling gym equipment has several health and safety implications because many items contain heavy or unstable parts that can shift or fall if not properly supported, leading to crush injuries, strains, or impact accidents. As equipment is taken apart, sharp edges, bolts, and pinch points become exposed, increasing the risk of cuts or trapped fingers. Using incorrect tools or poor technique can also cause hand injuries or damage the equipment, making it unsafe for future use

	 
 
 
Hygiene 
 
 
 
	
	 
Poor cleaning of equipment, eg not cleaning after use, sweat, bacteria
	 
Hygiene of equipment has important health and safety implications because poor cleaning practices can directly affect the wellbeing of gym members and staff. If equipment isn’t cleaned regularly, sweat, bacteria, and viruses can build up on surfaces, increasing the risk of skin infections, illnesses, and cross‑contamination between users. Using cleaning products incorrectly can also create hazards, such as skin irritation, breathing difficulties, or chemical exposure if COSHH guidelines aren’t followed

	 
 
 
Storage 
 
 
 
	
	 
Equipment left in wrong places or stored carelessly or left on footways
	 
Storing equipment correctly has important health and safety implications because poor storage can create hazards for both staff and gym members. If equipment is left in the wrong place or stored carelessly, it can block walkways, fire exits, or emergency routes, increasing the risk of slips, trips, and falls. Heavy items stored too high can fall and cause serious injuries, while unstable stacks of mats, steps, or weights can collapse if not secured properly


 
 	 
Task 5: Explain the practical implications of not following manufacturers’ guidelines (5.5) 
 
Not following manufacturers’ guidelines has clear practical implications because it directly affects the safety, performance, and lifespan of gym equipment, as well as the safety of the people using it. If equipment is assembled, adjusted, or maintained incorrectly, it may become unstable or fail during use, increasing the risk of injuries such as falls, strains, or impact accidents. Ignoring weight limits, setup instructions, or recommended maintenance schedules can also cause excessive wear and tear, leading to breakdowns or costly repairs. Using equipment in ways not intended by the manufacturer can void warranties, meaning the gym becomes responsible for any damage or replacement costs. Instructors may also face professional or legal consequences if an accident occurs due to improper use or failure to follow guidelines. Overall, manufacturers’ instructions exist to ensure equipment is safe, reliable, and used as intended, so not following them compromises both safety and operational efficiency.
 







 
Task 6: Using the organisations from learning outcome 1, identify where operating procedures, policies and manufacturers’ guidelines can be located (5.6) 
 
Operating procedures in a leisure centre are usually found in places such as the staff office, the duty‑manager office, or on the centre’s digital systems, where they are stored so staff can access them easily. Organisational policies are typically located in the HR or management office, within staff handbooks, or on the company’s intranet where the most up‑to‑date versions are kept. Manufacturers’ guidelines can be found in equipment manuals stored in the office or maintenance room, on labels or stickers attached directly to the equipment, or in digital copies saved on the centre’s shared drive.

In a private gym, operating procedures, organisational policies, and manufacturers’ guidelines are usually stored in clear, accessible places so staff can follow them consistently. Operating procedures are often kept in the staff office, on the gym’s internal digital system, or in induction and training materials provided to instructors. Policies such as health and safety, safeguarding, and customer‑service standards are typically located in management offices, staff handbooks, or on the gym’s online portal where updated versions are maintained. Manufacturers’ guidelines can be found in equipment manuals stored in the office or maintenance room, on labels or instruction panels attached directly to the equipment, or in digital copies saved on the gym’s shared drive.












 	 
Task 7: Explain manual handling requirements in relation to the role of a Gym Instructor (5.7) 
 
Manual handling is an important requirement for a gym instructor because the role involves regularly lifting, moving, and setting up equipment, which must be done safely to prevent injury. Instructors are expected to use correct lifting techniques, such as bending the knees and keeping the back straight, to avoid strains and musculoskeletal problems. They must assess the weight and stability of any item before lifting it to decide whether assistance or equipment is needed. The surrounding area should be kept clear to reduce the risk of slips, trips, or collisions while carrying equipment. Instructors also need to avoid twisting or overreaching and should recognise their own physical limits to prevent overexertion. Following organisational procedures for moving heavy or awkward items helps protect both staff and members and ensures the gym remains a safe environment. 
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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 
 
 
 
 
 
	 
Gyms will use disinfectant sprays and antibacterial wipes to clear of bacteria from benches and machines
	 
disinfectant sprays designed to kill bacteria and viruses on high‑touch surfaces, along with antibacterial or disinfectant wipes that allow quick cleaning between users. Microfibre cloths are widely used because they remove sweat and dirt effectively without damaging equipment surfaces

	 
 
 
 
 
 
Cleaning substances 
 
 
 
 
  
	 
Gyms will use disinfectant sprays or antibacterial wipes will be used to clean high touch equipment eg weights or benches.
	 
In a gym environment, cleaning substances commonly include disinfectant sprays that kill bacteria and viruses on high‑touch surfaces. Antibacterial surface cleaners are also used to remove germs and sweat from equipment safely. Many gyms use pH‑neutral or gym‑safe detergents to clean delicate materials like rubber flooring and vinyl pads without causing damage. Alcohol‑based cleaners are often used because they sanitise quickly and dry fast, making them suitable for metal and plastic surfaces


 
Task 2: Describe the standard operating procedures (SOP) for routine maintenance and cleaning 
(6.2) 
 

Standard operating procedures (SOPs) for routine maintenance and cleaning in a gym are designed to keep the environment safe, hygienic, and fully functional for members and staff. They outline exactly what needs to be done, how often it should be done, and who is responsible, ensuring consistency and compliance with health and safety expectations.





 
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 in a gym, such as free‑weight zones, cardio sections, studios, and functional training spaces, present several risks if not managed properly. Cluttered floors, poorly stored equipment, or overcrowded spaces can lead to slips, trips, and falls. In free‑weight areas, dropped weights or unstable racks can cause impact injuries. Cardio areas may pose risks from moving belts or pedals if machines are not maintained or used correctly. Studio spaces can become hazardous if mats, steps, or resistance bands are left out or if the floor becomes slippery from sweat or cleaning products. Ensuring clear walkways, proper storage, and regular checks helps reduce these risks.
People using the gym—both members and staff—can contribute to risks if they are not trained, supervised, or behaving appropriately. Members may misuse equipment, lift weights beyond their ability, or fail to follow instructions, increasing the likelihood of injury. Staff may also be at risk if they perform manual handling tasks incorrectly or attempt to fix equipment without proper training. In addition, inexperienced users may require closer supervision to prevent accidents. Clear communication, proper inductions, and visible staff presence help minimise people‑related risks.

Physical risks in a gym environment include injuries such as strains, sprains, impact injuries, and overexertion. Poorly maintained equipment can fail during use, causing falls or entrapment. Wet floors, sweat, or spilled drinks can create slip hazards. Incorrect lifting technique or excessive load can lead to musculoskeletal injuries. Environmental factors such as poor ventilation, extreme temperatures, or inadequate lighting can also affect safety. Regular maintenance, proper cleaning, and adherence to health and safety procedures help control these physical risks.
 
 
 
 
 
 
 
 


 	 
Task 4: Explain the cleaning routines and organisational standards relevant to the gym environment (6.4) 
 
	 
 Cleaning routines and organisational standards in a gym environment exist to keep the space safe, hygienic, and professionally maintained, and they ensure that all staff follow the same consistent expectations. Here’s a clear explanation in full sentences that fits well in an assignment.
Cleaning routines in a gym require staff to follow a structured schedule that ensures all equipment and facilities are kept clean throughout the day. High‑touch areas such as handles, seats, mats, and touchscreens must be cleaned regularly using approved disinfectants to prevent the spread of bacteria and viruses. Floors, changing rooms, and communal areas are cleaned according to a daily or hourly rota, depending on footfall. Staff are expected to record each cleaning task in a log so that managers can monitor standards and identify any missed areas. Organisational standards also require staff to use the correct cleaning substances, follow COSHH guidelines, and store chemicals safely to protect both members and employees. These standards ensure that cleaning is carried out consistently, equipment remains in good condition, and the gym environment meets health and safety expectations.

 
 
 
 
 
 
 
 
 
 
 
 


 
 
Task 5: Describe how to maintain the safety of yourself and others (6.5) 
 
	 
 Maintaining the safety of yourself and others in a gym environment means consistently following safe working practices, being aware of potential hazards, and acting responsibly around equipment and people. As an instructor, you must use correct manual‑handling techniques when lifting or moving equipment to avoid injuring yourself or putting others at risk. You should always check that equipment is set up correctly, stable, and in good condition before allowing members to use it. Keeping walkways clear, storing equipment properly, and cleaning up spills or sweat immediately helps prevent slips, trips, and falls. It’s also important to communicate clearly with members, give appropriate guidance, and supervise activities to ensure exercises are performed safely. Following organisational policies, reporting hazards promptly, and using cleaning substances or chemicals according to COSHH guidelines all contribute to maintaining a safe environment for everyone in the gym.
 
 
 
 
 
 
 
 
 
 
 
 


 
 	 
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 
 
 
 
 
 
 
 
 
	 
Contaminated materials, sharps waste, broken equipment parts are all hazardous waste that could cause harm to members or members of staff
	 
several types of hazardous waste can be produced, and each must be handled and disposed of safely to protect staff, members, and the facility. One common type is used cleaning chemicals, such as disinfectants and detergents, which must be disposed of according to COSHH guidelines. These substances should never be poured down sinks unless the manufacturer states it is safe; instead, they should be placed in designated chemical‑waste containers and collected by an approved waste‑management service.

	 
 
 
 
 
 
 
Non- hazardous 
 
 
 
 
 
 
 
 
 
	 
Recyclable waste, laundry waste and worn out soft items are all examples of non hazardous waste in the gym which isn’t any harm to members or members of staff but should be disposed of as soon as possible
	 
In a gym environment, non‑hazardous waste mainly includes everyday items that do not pose a chemical or biological risk but still need to be disposed of correctly to maintain cleanliness and professionalism. One common type is general waste, such as food wrappers, empty drink bottles, used paper towels, and packaging from gym products. These items should be placed in standard waste bins located throughout the facility and collected regularly to prevent overflow and maintain hygiene.


 
 	 
	
	
	



