	 
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 

	 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 

	Comparisons 
	

	 
 
 
 
 
 
 
 
 
 
	


  	 
 
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) 
 





























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

	 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 


 
 
 



















 	 
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 

	 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 	 
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 
	 
	 

	 
 
 
Inclusion 
 
 
 
 
 
	 
	 

	 
 
 
 
Retention 
 
 
 
 
	 
	 











 	 
	 

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 
 

	 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 


  	 
 
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+) 
	 
	 

	 
 
 
 
Ante/postnatal 
	 
	 

	 
 
 
Disabled people 
	 
	 

	 
 
 
Young people (1416) 
	 
	 


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












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








































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

	 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 


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

















  	 
	 

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) 

	 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
	 


 
 	 






Task 2: Explain the importance of walking the gym floor (3.3) 
 
 
 
 







	 
  	 
Learning outcome 4 
Understand customer feedback in a fitness organisation 
 
Task 1: Describe the importance of obtaining customer feedback (4.1) 
 
 





 




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









 
 	 
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. 
 	 



































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 and safety at work 
  
	 
	 

	 
 
Conflict of interest 
  
	 
	 

	 
 
Disclosure and barring service (DBS) 
 
	 
	 

	 
 
Safeguarding children and vulnerable adults 
 
	 
	 

	 
 
Equality and diversity 
  
	 
	 

	 
 
Personal liability insurance 
  
	 
	 


 




	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Control of substances hazardous to health (COSHH) 
 
	 
	 

	 
Reporting of injuries, diseases and dangerous occurrences regulations (RIDDOR) 
 
	 
	 

	 
 
Electricity at work regulations 
 
 
	 
	 

	 
 
First aid regulations 
 
 
	 
	 


 
Task 2: Using the organisations identified in learning outcome 1, describe the organisational procedures relevant to the role of a Gym Instructor. (5.2) 
 










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








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

	 
 
 
Assembly 
 
 
 
	
	 
	 

	 
 
 
Dismantling 
 
 
 
	
	 
	 

	 
 
 
Hygiene 
 
 
 
	
	 
	 

	 
 
 
Storage 
 
 
 
	
	 
	 


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







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













 	 
Task 7: Explain manual handling requirements in relation to the role of a Gym Instructor (5.7) 
 
 
 	 































	
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 
 
 
 
 
 
	 
	 

	 
 
 
 
 
 
Cleaning substances 
 
 
 
 
  
	 
	 


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







 
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. 
 
	 
 
 
 
 
 
 
 
 
 


 	 
Task 4: Explain the cleaning routines and organisational standards relevant to the gym environment (6.4) 
 
	 
 
 
 
 
 
 
 
 
 
 
 
 
 


 
 
Task 5: Describe how to maintain the safety of yourself and others (6.5) 
 
	 
 
 
 
 
 
 
 
 
 
 
 
 
 


 
 	 
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 
 
 
 
 
 
 
 
 
	 
	 

	 
 
 
 
 
 
 
Non- hazardous 
 
 
 
 
 
 
 
 
 
	 
	 


 
 	 
