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 

	 
 
 Pembrokeshire leisure centre




David Lloyd Swansea
 
 
 
 
 
 
	 

£33.90 per month for adult membership and £27.30 for a student. Access to gyms, swimming pools and a wide range of exercise classes. Membership allows use of multiple leisure centres across Pembrokeshire. Services are community-focused and inclusive, aimed at all ages and fitness levels rather than luxury facilities.

Around £75 per month for a standard membership, with options reaching over £230 for premium plans. Three membership tiers: Club (off-peak access), Plus (full-time access), and Platinum (full access including spa facilities). Services include gyms, swimming pools, fitness classes, and premium spa and lifestyle facilities designed to offer a luxury experience.

	Comparisons 
	

	 
 
 
 
 
 
 
 
 
 
	Pembrokeshire Leisure and David Lloyd both offer gym, swimming and fitness class services; however, they differ significantly in cost, quality and purpose. Pembrokeshire Leisure focuses on providing affordable and accessible fitness services for the local community, with access to multiple centres and lower membership prices. In contrast, David Lloyd offers a premium service with higher membership fees, tiered access, and additional luxury facilities such as spa areas. This shows that Pembrokeshire Leisure prioritises inclusion and value for money, while David Lloyd prioritises quality, exclusivity and a high-end fitness experience.



  	 
 







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) 


Pembrokeshire leisure centres

Demographic Profile:
Pembrokeshire Leisure operates a network of local public gyms and leisure centres across the county (e.g., Haverfordwest, Milford Haven, Fishguard, Tenby).
Broad age range: From teenagers (aged 13+ eligible for gym memberships) to seniors.
Households & families: There are household membership options up to 5 individuals, indicating a focus on whole-family participation. 
Mixed socioeconomic background: Prices are significantly lower than premium gym memberships, making them accessible to low-, middle-income locals, including concessionary groups. 
Community-focused groups: Local initiatives like Active 4 Life specifically target older adults (60+) to help them engage in activities affordably.

How This Affects Products & Services:
Because Pembrokeshire Leisure serves a wide, mixed demographic with a strong community focus, its gyms and services are designed to be:
Affordable and inclusive: Lower membership fees, concessionary pricing for seniors/students/disabled, and flexible pricing options (monthly, weekly, pay-as-you-go). 
Community oriented: Programmes like Active 4 Life make exercise accessible and social for older residents. 
Family-inclusive: Household memberships and programs suitable for kids, teens, and adults encourage families to participate together. 
Multi-activity offerings: Gym access is bundled with swimming pools, group classes, racquet sports, and other leisure activities, supporting a broader range of interests than just gym workouts. 
Impact on service design: The products and services are more utilitarian and community-driven- prioritising accessibility, affordability, and broad appeal rather than high-end experience








David Llyod

Demographic Profile:
Affluent and higher-income users: A high percentage of members fall into higher socioeconomic groups, with many earning around £70 k or more on average. About ~29 % earn over £100 k, and many families live in larger homes. 
Family-oriented: A large share (around ~45 %) of the membership are families with children, and a further segment are established families with older children. 
Professionals & active adults: Many members are career-focused adults aged roughly 25-45
Older active adults: Nearly half of the members are 45+, including people with more disposable income and leisure time. 
Facilities attract a broad adult age range rather than purely younger gym-goers.

How This Affects Products & Services:
Because members tend to be affluent, family-focused, and wellness-oriented, David Lloyd clubs offer:
Premium facilities: High-end gym areas, luxury spa and wellness retreats, sauna/steam rooms, heated indoor/outdoor pools. 
Family services: Kids’ clubs, family swimming, holiday clubs, tennis/padel courts, and structured youth classes. 
Holistic wellness: Advanced wellbeing offerings (spa treatments, recovery tech, physio/health diagnostics), and lifestyle spaces (club lounges, cafés, workspaces). 
Varied membership options: Tailored membership tiers that reflect the diverse needs of families, individuals, and professionals willing to pay premium fees for quality and service (often far above typical local leisure centre costs). 
Impact on service design: The demographic’s higher income and wellness priorities mean David Lloyd invests heavily in experience (not just gym equipment)- integrating social, health, and lifestyle services to meet expectations beyond basic fitness.


 


















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

	 
 
 Pembrokeshire leisure centres












David Llyod
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 

Affordable access: reasonable pricing, concessions for students, older adults, and people with disabilities, and flexible payment options.
Inclusive and welcoming environment: facilities that are suitable for beginners, older adults, and people with different fitness abilities.
Basic but reliable facilities: functional gym equipment, clean spaces, and safe environments rather than luxury features.
Community-focused services: programmes such as over-60s sessions, GP referral schemes, and group activities that encourage social interaction.
Multi-use facilities: access to gyms, swimming pools, sports halls, and fitness classes in one membership.
Supportive staff: helpful staff who can provide guidance, particularly for new or less confident gym users.


High-quality facilities: modern gym equipment, clean and well-maintained changing rooms, luxury pools, spas, saunas, and steam rooms.
A premium experience: a relaxed, exclusive environment with minimal overcrowding, attractive interiors, and comfortable social spaces such as cafés and lounges.
Excellent customer service: friendly, professional, and knowledgeable staff, personal trainers, and instructors who offer individual attention.
Wide range of services: group exercise classes, racquet sports, swimming, spa treatments, and wellness services all in one place.
Family-friendly provision: childcare, kids’ clubs, family swimming sessions, and activities for children and teenagers.
Consistency and reliability: services running on time, classes available as advertised, and facilities open for long hours.


 
 
 





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 

	 
 
 
Pembrokeshire leisure centre
 
 
 
 
 





David Llyod
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	
-Customer hears about the centre through the local council website, school, community notice, or word of mouth.
-Prices and timetables are listed online and at the centre.
-Customer may pay per session or buy a membership.
-Bookings are made online, by phone, or in person.
-Discounts are often available (students, families, older people).
-Check in at reception or by scanning a card
-Uses facilities such as the swimming pool, gym, sports hall, or classes.
-A gym induction must be completed before having access to the gym
-Experience is about accessibility and affordability, not luxury.
-Customer leaves without extra engagement.
-May rebook another session


-Customer sees advertising, social media, or is referred by a friend.
-Customer books a tour of the club.
-A staff member explains different membership tiers.
-Joining involves a long-term contract and higher monthly fees.
-Customer enters a modern, well-designed space.
-Welcomed by staff at reception.
-Atmosphere feels exclusive and calm.
-Uses high-end gym equipment, spa, pools, tennis courts, and studios.
-May book personal training, spa treatments, or social events.
-Experience is personalised and comfort-focused.
-Customer relaxes in the spa, café, or lounge.
-Receives emails, app notifications, and offers.
-Relationship is ongoing and lifestyle-oriented.



 
 
 
 
 
 
 
 
 
 
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 
	 Pembs leisure centres






David Llyod
	-Staff provide basic guidance and supervision, especially for swimming and gym use.
-New members receive a gym induction.
-Clear timetables, signage, and reception support help customers navigate services easily.
-Partnerships with schools, GP referral schemes, and local clubs support health and well-being needs.

-New members receive inductions, fitness assessments, and personal programmes.
-Staff offer one-to-one guidance, personal training, and wellness support.
-Digital tools (apps, bookings, progress tracking) support ongoing engagement.



	 
 
 
Inclusion 
 
 
 
 
 
	Pembs leisure 
centres 
 
 
 
 



David Llyod
	-Affordable pricing and pay-as-you-go options reduce financial barriers.
-Concessions and discounts for older adults, students, families, and low-income users.
-Facilities are designed to be accessible, with adapted changing areas and inclusive activities.
-Programmes such as swimming lessons, disability-friendly sessions, and community classes encourage wide participation.

-Offers a range of membership packages (e.g. off-peak, family).
-Provides childcare, kids’ clubs, and family facilities to include different life stages.
-Creates a comfortable, safe environment that appeals to members seeking quality and consistency.
-However, high cost means inclusion is based more on lifestyle fit than universal access.


	 
 
 
 
Retention 
 
 
 
 
	 Pembs leisure centres






David Llyod
	-Regular, familiar activities (e.g. weekly classes, lane swimming) build routine use.
-Community links and local loyalty encourage people to return consistently.
-Memberships are flexible, making it easy to stay engaged without long-term commitment.

-Long-term contracts encourage continued membership.
-Strong sense of brand identity and lifestyle belonging.
-Added value services (spa, social events, cafés, classes) increase emotional attachment.
-Regular communication, rewards, and upgrades keep members engaged.







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 
 

	Workouts on boards 


Face-to-face interaction

Personal training sessions


Group fitness classes

Social media 


Posters and noticeboards


Fitness challenges 



Feedback systems 
 
 
 
 
 
 
 
 
 
 
 
 
	A daily workout written on a whiteboard to motivate members, give structure to their session, and encourage participation in a shared activity.

Staff and trainers engage with members by greeting them, offering assistance, and providing feedback during workouts.

One-on-one or small group sessions where trainers tailor workouts to individual goals, increasing motivation and accountability.


Scheduled classes that create a social and supportive environment, helping members stay engaged and consistent.

Platforms such as Instagram or Facebook used to post workouts, success stories, challenges, and announcements to build a gym community.

Visual displays around the gym promoting events, challenges, class times, and health tips.


Time-based challenges (e.g. step count or weight loss challenges) that encourage friendly competition and ongoing participation.


Surveys, suggestion boxes, or digital feedback forms that allow members to share opinions and feel valued.



  	 

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+) 
	Friendly, respectful communication

Consistent staff interaction

Reassurance and encouragement

Regular progress check-ins
	Staff listen, speak clearly, and show interest in members’ goals and concerns.
Seeing familiar staff helps build rapport, trust, comfort, and long-term relationships.
Positive feedback and reassurance increase confidence and enjoyment of exercise.
Reviewing progress shows care and helps members feel supported and valued.


	 
 
 
 
Ante/postnatal 
	Specialist knowledge and reassurance 

Personalised exercise modifications

Open and empathetic communication

Supportive group environment
	Knowledge of pregnancy and postnatal needs builds trust and confidence.
Adapting exercises to individual needs helps clients feel safe and supported.
Regular check-ins encourage clients to express concerns or changes in how they feel.
Creating a calm, inclusive atmosphere encourages ongoing attendance.


	 
 
 
Disabled people 
	Individual needs assessment

Inclusive communication

Adaptive support and flexibility

Consistent encouragement
	Asking about specific requirements helps avoid assumptions and builds mutual respect.
Using clear, respectful language helps clients feel understood and valued.
Providing equipment and program adaptations improves accessibility and confidence.
Positive reinforcement builds self-belief and long-term engagement.


	 
 
 
Young people (14-16) 
	Positive and approachable attitude

Age-appropriate communication

Fun and goal-focused sessions

Positive reinforcement
	Friendly staff help young people feel comfortable and welcome in the gym environment.
Clear instructions and simple explanations improve understanding and confidence.
Making sessions enjoyable increases motivation and participation.
Praising effort and progress helps build confidence and retention.



 	 






Task 3: Describe ways to support a safe and enjoyable fitness environment for customers (2.3) 
 
Supporting a safe and enjoyable fitness environment for customers requires a combination of effective safety management, professional staff behaviour, and a positive atmosphere. Fitness facilities must ensure that all equipment is regularly inspected and well maintained to reduce the risk of injury, alongside clear health and safety procedures and visible signage to guide correct equipment use. Qualified and approachable staff play a key role by delivering thorough inductions, supervising activity, and offering guidance or corrections when needed. Cleanliness and hygiene are essential in promoting comfort and wellbeing, while inclusive and respectful practices help create a welcoming environment for all users. In addition, well-designed classes that include appropriate warm-ups, cool-downs, and exercise modifications support both safety and enjoyment. Encouraging feedback and maintaining open communication further enhances customer experience, satisfaction, and long-term retention.



Task 4: List the ways to present yourself in a professional and approachable manner to customers (2.4) 
 
-Maintain appropriate personal hygiene and wear clean, professional fitness attire
-Use open and positive body language, such as smiling and making eye contact
-Communicate clearly, confidently, and respectfully
-Use a friendly tone of voice
-Be punctual and reliable for shifts, sessions, and appointments
-Demonstrate knowledge and competence in your role
-Actively listen to customers and respond appropriately to their needs
-Be calm, patient, and supportive
-Show a friendly positive attitude towards customers
-Respect personal boundaries and maintain professionalism
-Uphold confidentiality and data protection requirements
-Follow organisational policies and codes of conduct
-Be approachable
-Offer help or guidance when needed 
-Adapt communication style to suit different customers  













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

	Equipment availability disputes

Disagreements between members

Dissatisfaction with staff or service

Breach of health and safety rules

Class booking or capacity issues

Aggressive or confrontational behaviour
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	Listen actively, acknowledge frustration, and suggest alternative equipment or waiting times. For equipment such as rackets you could suggest the customer bring their own to avoid wait times.

Remain neutral, calmly separate individuals, if necessary, reinforce gym rules or etiquette, and attempt to defuse and mediate the situation.

Allow the customer to explain their issue, apologise where appropriate, and follow formal complaint procedures.

Address the behaviour calmly, explain safety concerns, and remind the customer of facility policies.

Clearly explain booking systems and offer suitable alternative classes or times.

Stay calm, use de-escalation techniques, and report to management or follow safeguarding procedures if required


 
 	 
Task 6: Describe the importance of customer retention (2.6) 
 
Customer retention is an important factor in the long-term success of fitness and leisure organisations. Retaining existing customers is generally more cost-effective than continually attracting new members, as it reduces marketing and onboarding costs while increasing the overall lifetime value of each customer. High retention rates often reflect customer satisfaction, positive experiences, and strong relationships between staff and members. Within the competitive fitness industry, customers who remain loyal are more likely to attend regularly, purchase additional services such as personal training, and recommend the facility to others. As a result, effective customer retention contributes to consistent revenue, a positive gym culture, and the overall sustainability of the organisation.
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 – Spoken communication.
Non-verbal communication – Body language, eye contact, facial expressions, and posture.
Active listening – Concentrating on what the customer is saying, showing understanding through responses and clarification.
Written communication – Use of emails, posters, signage, and programmes.
Questioning techniques – Open and closed questions.
Positive reinforcement – Encouraging language/ body language. 
Demonstration – Showing exercises or techniques visually.
Digital communication – Communication via apps, social media, or online platforms.
Adapted communication – Modifying language, tone, or methods to suit different ages, abilities, or needs.

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 For everyday interactions, giving instructions, answering questions, and providing feedback.
To show approachability, confidence, and support alongside verbal communication.
When dealing with complaints, concerns, or sensitive situations to ensure customers feel heard.
For formal situations such as complaints, policies, membership details, or follow-up information.
During inductions, consultations, or when identifying the cause of an issue or complaint.
When teaching exercises or explaining equipment use to improve understanding and safety.
For sharing updates, class schedules, and general information outside the gym environment.
When working with different ages, abilities, or individual needs to ensure inclusion.
	 Adjust language, tone, and pace to suit age, confidence, and level of understanding
Adapt body language, eye contact, and personal space based on individual comfort
Allow more time, show empathy, and check understanding where needed
Use clear wording, larger text, or alternative formats to improve accessibility
Use visual cues, repetition, or simplified movements for different abilities
Choose suitable platforms and provide clear, accessible content
Use open or closed questions depending on communication ability and confidence



 
 	 

Task 2: Explain the importance of walking the gym floor (3.3) 
 
Walking the gym floor is important as it allows fitness staff to actively monitor the environment and ensure the safety of customers. By being visible and approachable, staff can quickly identify unsafe practices, provide guidance on correct technique, and intervene if equipment is being used incorrectly. Walking the gym floor also helps build rapport with members, as it creates opportunities for informal interaction, support, and encouragement. In addition, it enables staff to respond promptly to questions, maintain cleanliness and organisation, and identify equipment faults. Overall, regularly walking the gym floor enhances customer experience, improves safety standards, and supports customer retention by making members feel supported and valued.
 







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 important as it helps fitness and leisure organisations understand customer needs, expectations, and levels of satisfaction. Feedback allows staff and management to identify strengths within the service as well as areas that require improvement, such as facilities, classes, or customer support. By listening to customer opinions, organisations can make informed changes that enhance the overall customer experience. In addition, encouraging feedback helps customers feel valued and involved, which can increase trust, loyalty, and retention. Regular feedback also supports continuous improvement and helps ensure that services remain relevant, safe, and competitive.
 


Task 2: Identify ways to record and report customer feedback (4.2)  
-Customer feedback forms (paper or digital)
-Online surveys or questionnaires
-Suggestion boxes
-Email feedback or contact forms
-Mobile apps or online booking systems
-Verbal feedback recorded by staff
-Complaint records or incident logs
-Social media comments and messages
-Review platforms and ratings
-Reports to management or team meetings

Task 3: Explain the importance of managing feedback in line with an organisation’s procedures (4.3)  
Managing feedback in line with an organisation’s procedures is important to ensure consistency, fairness, and professionalism when responding to customers. Following set procedures helps staff handle feedback and complaints appropriately, ensuring that issues are recorded accurately, dealt with within agreed timeframes, and escalated when necessary. This reduces the risk of misunderstandings, legal issues, or inconsistent responses. Adhering to procedures also supports confidentiality and data protection, protecting both the customer and the organisation. Overall, managing feedback correctly helps maintain service standards, improves customer trust and satisfaction, and supports continuous improvement within the organisation. 

 	 






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 
 
	 Storing client PAR-Q forms, health information, and progress records securely and only sharing information with authorised staff.
	 Ensures personal and sensitive client data is stored securely, kept confidential, and used appropriately.

	 
 
Health and safety at work 
  
	 Checking equipment is safe, maintaining clean floors, and ensuring safe exercise environments.
	 Ensures staff and customers are safe by managing risks and following health and safety policies.

	 
 
Conflict of interest 
  
	 Recommending only gym services, not personal business, to clients.
	 Prevents personal interests from affecting professional decisions or client care.

	 
 
Disclosure and barring service (DBS) 
 
	 Completing a DBS check before working with children or vulnerable adults.
	 Ensures staff are suitable to work with vulnerable groups and prevents harm.

	 
 
Safeguarding children and vulnerable adults 
 
	 Monitoring under-18 members during classes and reporting concerns appropriately.
	 Protects children and vulnerable adults from abuse, neglect, or exploitation.

	 
 
Equality and diversity 
  
	 Treating all clients fairly regardless of age, gender, disability, or background.
	 Promotes inclusion, prevents discrimination, and ensures equal access to services.

	 
 
Personal liability insurance 
  
	 Being covered in case a client is injured during training sessions.
	 Protects instructors from legal or financial claims arising from accidents or negligence.


 




	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Control of substances hazardous to health (COSHH) 
 
	 Using cleaning chemicals safely and storing them correctly.
	 Ensures hazardous substances are handled safely to prevent harm to staff and customers.

	 
Reporting of injuries, diseases and dangerous occurrences regulations (RIDDOR) 
 
	 Reporting serious injuries or near misses to management.
	 Requires certain work-related incidents to be recorded and reported to prevent future harm.

	 
 
Electricity at work regulations 
 
 
	 Checking electrical equipment is safe before use.
	 Ensures electrical equipment is maintained safely to prevent injury or fire.

	 
 
First aid regulations 
 
 
	 Keeping a first aid kit accessible and knowing emergency procedures.
	 Ensures prompt treatment of injuries and compliance with legal first aid requirements.


 
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 at both Pembrokeshire Leisure Centres and David Lloyd Leisure Centres must follow key organisational procedures to ensure safety, quality service, and legal compliance. Common procedures include health and safety checks, reporting equipment faults, maintaining client confidentiality and data protection, adhering to safeguarding and DBS requirements, managing customer feedback, and following emergency and first aid protocols.
Differences include that David Lloyd Leisure Centres place particular emphasis on equality, diversity, and inclusion policies to create an inclusive environment for all members, while Pembrokeshire Leisure Centres have specific standard operating procedures for class delivery and personal training sessions, reflecting their community-focused approach.
 








Task 3: Describe the purpose of a storage plan and how to create one. (5.3) 

A storage plan is designed to organise and manage the storage of equipment, materials, and resources within a gym or fitness facility. Its purpose is to ensure safety, maintain accessibility, protect equipment from damage, and promote an efficient working environment. A well-structured storage plan also supports hygiene standards and helps the organisation comply with health and safety regulations.
To create a storage plan, begin by assessing all items that require storage, considering factors such as size, weight, and frequency of use. Group items into logical categories, such as weights, mats, or cleaning supplies, and allocate designated, clearly labelled storage areas. The plan should address safe stacking, weight limits, and accessibility for both staff and customers. Additionally, procedures for regular checks, cleaning, and maintenance should be included to ensure the storage system remains organised and safe. Staff should be trained in the plan to ensure consistency and effective implementation.

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

	 
 
 
Assembly 
 
	
	Setting up adjustable benches or resistance machines before use. 
	Incorrect assembly can lead to unstable equipment, increasing the risk of injury. Equipment must be assembled according to manufacturer guidelines to ensure safety.

	 
 
 
Dismantling
 
 
	
	Taking apart portable fitness equipment after a class.
	 Unsafe dismantling may cause strain injuries or damage equipment. Correct techniques reduce the risk of accidents and equipment failure.

	 
 
 
Hygiene 
 
 
	
	Cleaning mats, weights, and machines after use.
	 Poor hygiene can lead to the spread of bacteria and illness. Regular cleaning protects customer health and maintains a safe environment.

	 
 
 
Storage 
 
 
	
	Storing weights, mats, and accessories in designated areas.
	 Improper storage can create trip hazards or cause equipment damage. Safe storage reduces injury risk and keeps the gym organised.


 
 	 
Task 5: Explain the practical implications of not following manufacturers’ guidelines (5.5) 

 Not following manufacturers’ guidelines can have significant practical implications within a gym or fitness environment. The guidelines are designed to ensure equipment is assembled, used, and maintained safely and effectively. Failure to follow them can increase the risk of equipment malfunction, instability, or breakdown, which may lead to injury for both customers and staff.

Ignoring manufacturer instructions can also result in accelerated wear and tear, reducing the lifespan of equipment and increasing maintenance or replacement costs. In addition, incorrect use or maintenance may invalidate warranties and place the organisation at risk of legal liability if an accident occurs. From a professional perspective, not adhering to these guidelines undermines health and safety standards and can negatively impact customer confidence and trust in the facility.

 
 
Task 6: Using the organisations from learning outcome 1, identify where operating procedures, policies and manufacturers’ guidelines can be located (5.6) 
 

For both Pembrokeshire Leisure Centres and David Lloyd Leisure Centres, operating procedures and policies are primarily located on internal staff systems, such as staff intranets, shared digital drives, or employee handbooks. These documents include health and safety procedures, safeguarding policies, data protection guidance, and emergency protocols, which gym instructors are required to follow as part of their role.
Manufacturers’ guidelines for gym equipment are typically found on the equipment itself, displayed as instruction labels or diagrams, or stored in equipment manuals kept in staff offices or maintenance areas. In both organisations, instructors are expected to familiarise themselves with these guidelines during inductions and ongoing training to ensure equipment is used, assembled, and maintained safely.



Task 7: Explain manual handling requirements in relation to the role of a Gym Instructor (5.7) 
 
 
Manual handling requirements are relevant to the role of a gym instructor, as the job regularly involves lifting, carrying, pushing, and moving equipment such as weights, benches, mats, and fitness machines. Gym instructors must follow manual handling guidelines to reduce the risk of injury at work.
This means instructors should assess the load before lifting, considering its weight, size, and stability, and decide whether assistance or mechanical aids are required. Correct lifting techniques should be used, including maintaining good posture, bending at the knees, keeping the load close to the body, and avoiding twisting movements. Instructors are also required to follow organisational procedures, complete manual handling training, and report any hazards or injuries. Adhering to manual handling requirements helps protect the health and safety of both staff and customers while ensuring legal and professional standards are met.
	
	


 
 
 	 

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 

	 Microfibre cloths, disposable wipes, mops, buckets, spray bottles
	 Used to clean and disinfect gym equipment, floors, and surfaces. Suitable for removing sweat, dirt, and bacteria when used correctly.

	 
 

 
Cleaning substances 
  
	 Antibacterial spray, disinfectant solution, floor cleaner, sanitising wipes
	 Used to kill germs and maintain hygiene. Must be suitable for gym surfaces and used in line with COSHH guidance.


 


Task 2: Describe the standard operating procedures (SOP) for routine maintenance and cleaning 
(6.2) 
 
Standard operating procedures (SOPs) for routine maintenance and cleaning are designed to ensure that gym facilities remain safe, hygienic, and fully functional for both staff and customers. These procedures outline clear responsibilities, schedules, and methods for maintaining equipment and cleaning all areas of the facility.
Routine maintenance SOPs typically require gym staff to carry out regular visual inspections of equipment to identify signs of wear, damage, or malfunction. Any faults must be reported and faulty equipment removed from use until repaired. Cleaning SOPs specify the frequency and methods for cleaning gym equipment, floors, changing rooms, and high-touch surfaces, using appropriate cleaning substances in line with health and safety and COSHH guidelines.
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. 
 
	Category
	Hazard
	Risk and control measures

	Activity areas and gym
	Faulty or damaged equipment

Slipping

Tripping


	Risk of injury due to equipment failure. Control measures include regular equipment checks, reporting faults, and removing equipment from use.
Wet floors, loose cables, or cluttered walkways may cause falls. Control measures include clear walkways, prompt cleaning of spillages, and clear signage.
 
 
 
 
 
 
 
 

	

People
	
Inexperienced gym users

Overcrowding 
	Incorrect use of equipment may lead to injury. Control measures include inductions, supervision, and clear instructions or signage.

Increases risk of collisions or accidents. Control measures include capacity limits and effective class or gym scheduling.

	
Physical risks
	
Poor manual handling

Poor posture or technique during exercise
	
Incorrect lifting of weights or equipment can cause strain or injury. Control measures include manual handling training and use of correct lifting techniques.

Increases risk of musculoskeletal injuries. Control measures include staff supervision, exercise demonstrations, and technique correction.


 	 
Task 4: Explain the cleaning routines and organisational standards relevant to the gym environment (6.4) 
 
	 
Cleaning routines and organisational standards are important for maintaining a safe and hygienic gym environment. Regular cleaning helps reduce the spread of bacteria and illness by ensuring that equipment, floors, changing rooms, and high-contact areas are cleaned and disinfected frequently. This includes wiping down machines after use, providing cleaning stations for customers, and carrying out scheduled deep cleaning.
Organisational standards outline how cleaning should be completed, including how often areas are cleaned, which products should be used, and who is responsible for each task. These standards are linked to health and safety and COSHH requirements to ensure cleaning products are used correctly and safely. Following agreed cleaning routines and standards helps protect the health of staff and customers, keeps equipment in good condition, and contributes to a positive and professional gym environment.
 
 
 
 
 
 


 
 

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 is important to prevent accidents and injuries. This can be achieved by following health and safety procedures, using equipment correctly, and completing relevant training. Gym staff should use proper manual handling techniques when moving equipment and always wear suitable clothing and footwear.
Instructors should also regularly check the gym floor for hazards such as damaged equipment, spillages, or obstacles and report or deal with these issues promptly. Clear communication with customers helps ensure equipment is used safely and gym rules are followed. Good hygiene practices, knowledge of emergency procedures, and the ability to respond appropriately to accidents also contribute to keeping both staff and customers safe.
 

 
 
 


 


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 
 
 

	 


Chemical cleaning products, broken glass, bodily fluids (e.g. blood), sharps
	 

Must be disposed of following health and safety procedures, using designated hazardous waste containers and specialist disposal services where required.

	 
 
 

 
Non- hazardous 

 
 
 
	 


Paper towels, empty water bottles, packaging, general rubbish
	 


Can be disposed of in general or recycling bins, following local waste management and recycling guidelines.


 
 	 
