	 
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 

	 
David Lloyd
 
 
 
 
The gym                     
 
 
 
 
 
 
 
	 
Modern gyms, heated indoor and outdoor pools, first-rate racquet facilities, fully furnished group workout studios, opulent spas, a restaurant and bar, an indoor play area and creche, children's clubs and parties and contracts 



Free lessons, free Wi-Fi, unlimited access, numerous gym memberships, fitness and body composition assessments, open around-the-clock, no commitment,


	Comparisons 
	

	
	David Lloyd is a premium service that costs extra, but it offers more than just the gym's pools, spa, and racquet sections. It's also more of a social club with amenities like a restaurant, bar, and play area. For those who just wish to utilise the gym without any frills, the facility offers a basic service at a reasonable cost.                                         


  	 
 
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) 
 

David Lloyd: This company's target market is to provide high-quality services that are appropriate for all ages. The age range of 25 to 34 is their greatest. The audience for David Lloyd is 48% female and 52% male. David Lloyd also caters to families (45% of members are families), career-focused individuals (86% of members work part-time or full-time), and adult achievers (e.g., children who have attended college and have plenty of free time). 



Pure Gym: Of the audience, 54% are men and 46% are women. The majority of visitors are between the ages of 25 and 34. The gym group welcomes people of all abilities and caters to anyone who wants to start going to the gym with reasonably priced subscriptions.

























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

	 David Lloyd
 
 
 
 
 
Pure Gym
 
 
 
 
 
 
 
 
 
	Consumers at David Lloyd can anticipate a first-rate facility with top-notch exercise equipment and no problems like malfunctioning equipment on the gym floor. Additionally, you can anticipate a knowledgeable staff, an inclusive club, and convenience for every member. 



Consumers will anticipate a typical fitness center where they can enter, work out, and have a positive experience. The equipment will be basic yet efficient, but since it's a low-cost facility, you may have to wait for things like damaged machines to be serviced.
 


 
 
 



















 	 
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 

	 
David Lloyd
 
 
 
 
 Pure gym
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
One-on-one consultation with a staff member will attempt to promote the benefits of David Lloyd, provide a variety of packages, and give you a tour of the top facilities in the Swansea region. 



Fill out the online form to become a member. When you arrive at the gym, a staff member can give you a tour if necessary. The facility is simple to use.


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 	 
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 
	David Lloyd




pure gym 
	Consumers may offer daily comments on anything, and it will be promptly addressed. Additionally, staff members greet patrons as they enter the club and periodically check on them while they are there. 

A few employees will be present during facility visits to address any issues raised by patrons and attempt to fix them.

	 
 
 
Inclusion 
 
 
 
 
 
	 David Lloyd





Pure gym

	Everyone is welcome at David Lloyd's facilities. "Promoting equality of opportunity for all persons, to ensure no learner is discriminated against or receives less favourable treatment on the grounds of any protected characteristic" is a quotation from David Lloyd. 

The gym group offers to support everyone's safety and well-being. "We believe diversity and inclusion needs to be at the heart of everything we represent - our purpose, our values, and our behaviours," the website states. The inclusion categories include LGBTQI, age, gender, disability, and culture and diversity.

	 
 
 
 
Retention 
 
 
 
 
	David Lloyd 




Pure gym
	The source of member retention is customer insight; increasing customer happiness requires listening to members and making decisions based on their opinions. 


By offering an excellent value gym experience and a handy, reasonably priced membership that is accessible to everybody.











 	 
	 

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 
 

	 
Social networks
 
 
 
 

Creating a community  
 
 
 
Live chat 
 
 
 
 
	 
You can remain up to date and interact with your audience by having a strong social media presence. Members can ask questions and get answers through direct messaging or community boards by setting up discussion boards and FAQ websites. 

Everyone has a natural desire to fit in since belonging to a group creates a close-knit gym atmosphere where members feel like they belong to a tribe. 

One of the best ways to engage with visitors to your website is through a live chat function. When users arrive at your website, have a chat box appear so they may speak with a customer service representative.


  	 
 
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+) 
	 
Be caring and understanding





Communication and listening
	Giving older individuals the additional help they require on the gym floor will increase their chances of being retained. 


It's important to listen and make the right decision since some elderly individuals would want more help, while others will wish to move on.

	 
 
 
 
Ante/postnatal 
	
Reassure customer


Active listening 



Encourage to ask questions
	 
to protect your client's confidentiality and privacy. 

Use gestures and vocal clues to let her know you are paying attention to what she has to say. 

By doing this, individuals may express their wants and worries and request clarification on any information they are unclear about.

	 
 
 
Disabled people 
	Communication 





	Use a normal tone of voice instead of shouting while speaking to those with disabilities.

	 
 
 
Young people (1416) 
	Encourage youth  





Support opportunities for youth input, shared responsibility, and leadership  
	 asking questions and making specific comments to show that you are interested in what the young person is saying. "What took place next?" "What inspired you to come up with this idea?" 

help youth develop important life skills and a healthy feeling of self-efficacy. asking questions like "Your thoughts on the best way to tackle this are crucial." What do you think we should do? "How do you feel about calling tomorrow's group meeting?"



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

Maintain a clean and hygienic atmosphere by routinely disinfecting the gym floor. To avoid mishaps, make sure customers know how to operate the equipment safely. Avoid packing too many equipment into the training space as this might be dangerous. Additionally, think about your fitness room's colour design as it may affect performance and mood, making the environment more inspiring for customers. 












Task 4: List the ways to present yourself in a professional and approachable manner to customers (2.4) 
 
Maintain a clean and hygienic atmosphere by routinely disinfecting the gym floor. To avoid mishaps, make sure customers know how to operate the equipment safely. Avoid packing too many equipment into the training space as this might be dangerous. Additionally, think about your fitness room's colour design as it may affect performance and mood, making the environment more inspiring for customers.





































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

	 
 Poor hygiene conditions 
 
 
 
Broken gym equipment
 



Poor staff
 
 
 
 
Ineffective communication
 
 
 
 
 
 
 
 
 
	 
Ensure that personnel are keeping an eye on the gym floor and cleaning the amenities on a regular basis. 

ensuring that the equipment is replaced or fixed as soon as feasible and informing consumers when the issue will be fixed. 

Customer retention is crucial for gyms, thus staff meetings are held to discuss concerns that patrons have with the staff and, if necessary, replace them. 

Choose and maintain one or two channels of communication. Additionally, you may employ a variety of software programs to assist close the communication gap between the gym member and the trainer.


 
 	 
Task 6: Describe the importance of customer retention (2.6) 
 
Customer retention is essential to a gym's prosperity and long-term viability. It's critical to find innovative ways to attract new clients while keeping your current ones. Retention measures how successfully a company attracts new customers while retaining existing ones through repeat business or loyalty.














  	 
	 

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
listening
written communication  
visual communication
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
Verbal- used to communicate with others

Non-verbal- Understanding others through their nonverbal communication can help you understand their thoughts and feelings. 

Listening- If we listen to the person speaking to us, we can interact with them.

Written- should strive to communicate your ideas succinctly and clearly.

Visual- Visual aids can be used to facilitate visual communication. Extremely effective method of communicating that has the potential to be more effective than both spoken and nonverbal communication.

	 
Determine your audience and goal. 
Select the appropriate format and channel.
Make your terminology precise and succinct. 
Modify your voice and mannerisms. 
Ask for and offer criticism. 
Examine and enhance your communication abilities. 
Here's something else to think about.


 
 	 






Task 2: Explain the importance of walking the gym floor (3.3) 
By walking about the gym floor, the fitness instructor may foster a feeling of community and establish a connection with the patrons. Trainers must also be on the lookout for any trip risks that can jeopardise members' safety. Trips can be caused by things like frayed wiring, loose equipment, and poor illumination. equipment that is dirty or damaged. Trainers should also be looking for any dirty or broken equipment. 







	 
  	 
Learning outcome 4 
Understand customer feedback in a fitness organisation 
 
Task 1: Describe the importance of obtaining customer feedback (4.1) 
 
Customer feedback is important since it reveals how they see your business. You'll learn what makes your offer appealing to them and where you may improve. Without this information, you won't be able to determine whether you're satisfying the wants of your customers, who are the reason you are in business. This feedback may lead to positive changes in any business and focuses on improving the customer experience. 





 




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

surveys. 
emails.
Interviews and Group Discussions. 
Social Networks. 
Web analytics. Free-text comments.








 
 	 
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. 

An effective feedback process gives you the knowledge you need to create meaningful, sustainable growth. An organization's reputation, staff morale, and product quality may all improve as a consequence. A well-thought-out process makes it easier for companies to react to criticism.
 



































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 
 
	 
Collecting personal information 
	 
Since they collect and store client data, personal trainers must abide by data privacy laws including the General Data Privacy Regulation (GDPR). To guarantee GDPR compliance, make sure you adhere to following guidelines: Before gathering and keeping a client's personal data, get their informed consent.

	 
 
Health and safety at work 
  
	 
Removing risks on gym floors
	 
responsible for everyone's health and safety, including those who aren't using the facilities, such as gym staff. Particularly in an environment like a gym, it is hard to totally eradicate all risk. Because of the heavy weights, moving machinery, and additional water, there will always be some danger.

	 
 
Conflict of interest 
  
	 
Avoid a conflict of interest
	 
Trainers should never promote products, services, or programs just for their personal gain; instead, they should constantly prioritise the needs and welfare of their customers.

	 
 
Disclosure and barring service (DBS) 
 
	 
Making sure instructor is safe to be on gym floor.
	 
A DBS check can be used by employers to look into your criminal past and assess your suitability for the job. This involves figuring out whether working with kids or other vulnerable people is right for you; this is important while working in a gym.

	 
 
Safeguarding children and vulnerable adults 
 
	 
Protecting people to ensure safety. 
	 
Everyone should be able to engage in sports and recreational activities at these facilities without fear. To provide young users with a secure environment and a positive experience, operators of sport and recreation facilities must implement a number of safeguarding rules and procedures.

	 
 
Equality and diversity 
  
	 
Removing barriers to participation for all
	 
By making the gym floor more inclusive and egalitarian, we can make it a friendly place for everyone.

	 
 
Personal liability insurance 
  
	 
Having a reliable personal insurance
	 
Having the appropriate insurance protects both you and your customers from accidents, injuries, and lawsuits. 


 




	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Control of substances hazardous to health (COSHH) 
 
	 
Having checks for any issues
	 
Everyday inspections involve detecting health hazards, figuring out how to prevent health harm (risk assessment), providing control measures to reduce health harm, and making sure they are used and can keep customers safe in the gym.

	 
Reporting of injuries, diseases and dangerous occurrences regulations (RIDDOR) 
 
	 
Process of dealing with injuries in gym
	A proper procedure for handling injuries at the gym is crucial because it helps the establishment stay out of trouble with the law and ensures that the injured customer is satisfied with the way the gym handled the situation.

	 
 
Electricity at work regulations 
 
 
	 
Making sure safety of electrical equipment
	 Frequent inspections of any electrical equipment are necessary to identify any possible risks to customers and effectively address them.


	 
 
First aid regulations 
 
 
	 
Being qualified in first aid
	A minimum of one first aid-trained professional must always be on duty at gyms and exercise facilities, according to the legislation.


 
Task 2: Using the organisations identified in learning outcome 1, describe the organisational procedures relevant to the role of a Gym Instructor. (5.2) 
By encouraging clients to maintain their exercise routines in order to accomplish long-term, health-related behaviour change, instructors have a major influence on member retention and customer satisfaction. Important aspects of a gym instructor's job include preserving personal information, enhancing the gym's equality, and assuring safety through first aid training.









 	 
Task 3: Describe the purpose of a storage plan and how to create one. (5.3) 
 
Every aspect of collecting consumer data is taken into account in a data storage plan. The guidelines in the data storage plan ensure the security and accessibility of the data and other information resources.
 	 








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

	 
 
 
Assembly 
 
 
 
	
	 
Equipment being set up correctly.
	
The set of equipment on gym floor is important as it can allow safety for clients and having a poor set up can lead to accidents due to equipment being too closely placed to each other. 

	 
 
 
Dismantling 
 
 
 
	
	 
Repairing equipment
	 
When repairing equipment, it is important to work out if there were any risks in the machine when it was broken and dealing with the repairing efficiently to ensure safety.

	 
 
 
Hygiene 
 
 
 
	
	 
Cleaning equipment
	 
Having the correct cleaning equipment for customers to clean machine after use and enforcing the rule can allow the hygiene level to be a good standard.

	 
 
 
Storage 
 
 
 
	
	 
Having enough storage
	 
Having plenty of room to store equipment such as cleaning products out back and equipment on gym floor can allow the gym to be organised and flow effectively.  


 
 	 
Task 5: Explain the practical implications of not following manufacturers’ guidelines (5.5) 
 
Employers must follow workplace regulations on the use of manufacturer's instructions in order to safeguard the health, safety, and welfare of their workers and clients as well as avoid legal issues if they do not.






 
Task 6: Using the organisations from learning outcome 1, identify where operating procedures, policies and manufacturers’ guidelines can be located (5.6) 
 
The David Lloyd Club's Supplier Code of Conduct, Liability Insurance Details, and Corporate Criminal Offences are just a few of the many links available on the company's website under policies and papers. The gym group's website has a links section at the bottom that contains corporate and legal information.










 	 
Task 7: Explain manual handling requirements in relation to the role of a Gym Instructor (5.7) 
 
The Manual Handling Operations Regulations mandate that employers avoid, assess, and reduce the risk of manual handling injuries. Gym instructors must do a risk assessment to find and fix any of these issues for their clients' safety. 	 































	
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 
 
 
 
 
 
	 
Blue roll 


Hoovers




mop
	 
Helps wipe down equipment after use

Help clean the gym floor and equipment from dust or anything that comes in from outside like mud.

To mop the floor to ensure that floor is not constantly dirty with sweat.


	 
 
 
 
 
 
Cleaning substances 
 
 
 
 
  
	 
A good cleaning spray.




Floor cleaner
	 
To clean equipment and to disinfect any germs that could be spread. 



To allow the floor to be cleaned properly, allowing it to look presentable to members.


 
Task 2: Describe the standard operating procedures (SOP) for routine maintenance and cleaning 
(6.2) 
 SOPs, or standard operating procedures, are used for every cleaning job. Every SOP specifies the appropriate tools, safety precautions, procedures, and results needed for every task. The chemical utilised, the dosage, and, if applicable, the duration of contact must all be specified in the SOP.






 
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 area- 
1.uneven, elevated, and unstable terrain. 
2. Where the equipment is located.
3. The possibility of crashes. 
4. The closeness of ceilings and walls. 
5. How things are done. 
6. The near closeness of disparate activity and the resulting risk of accidents. 
7. The possibility of outsiders entering the training area. 
8. The increased frequency of damage to machinery that is relocated frequently. 
9. The proximity of dividing nets and the availability of space for any specific activity 

People
1. how many people can gym hold
2. how many people training at one time.
3. how many people should be on a single equipment
4. are people comfortable using all the information
5. is there people who have no knowledge of certain equipment

Physical risks
 1. is everyone been introduced to gym
 2. is anyone got any health problems that could danger them or others
3. is gym equipment being cleaned properly
4. is the equipment all working with no issues
5. testing fire alarms 
6. making sure a safe temperature of building


 
 
 
 
 
 
 
 


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


	Cleaning every cardiac console, pad, seat, bench, and mat is the most frequent maintenance task. This should be done several times a day with a fresh cloth and a water-based disinfectant. Maintaining a clean gym floor also requires other tasks like cleaning the flooring and using vacuum cleaners to remove dust from machines.
 
 
 
 
 
 
 
 
 
 
 
 


 
 
Task 5: Describe how to maintain the safety of yourself and others (6.5) 
 
	 
 Use the following precautions to make the gym safe: 
· routine upkeep and inspections of equipment.
·  appropriate staff education on member supervision,
·  emergency protocols, and equipment use. 
· Safety precautions and equipment usage instructions should be posted clearly.
· sufficient warnings and signage for such dangers.
· Clean-up of equipment and facilities regularly. 
 
 
 
 
 
 
 
 
 
 
 
 


 
 	 
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 
 
 
 
 
 
 
 
 
	 
Germs on machines





People coming gym with illness






	 
Making sure machines are being cleaned properly after every use




Advise that people do not come gym while ill and try enforcing it as best as possible for safety of yourself and others.




	 
 
 
 
 
 
 
Non- hazardous 
 
 
 
 
 
 
 
 
 
	 Dust 






Cleaning floor
	 Cleaning dust off equipment and the building to make the facility looking clean




Stuff from outside like mud and dirt get onto floor regularly, so keep under control and cleaning with mop and hoovering is important.





 
 	 
