	 
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 

	 
 
 JDs Gym 
 
 
 

David Lloyd Clubs 
 
 
 
 
 
 
 
	 

A gym service that includes all the necessary gym equipment at a reasonable price starting at £26.99 a month 



Offers a range of services like a gym, spa and tennis clubs but a lot pricier as it starts at £75.00 

	Comparisons 
	

	Both offer a gym service 

David Lloyd a lot more expensive but offers much more 

JDs cheaper more appealing to the average customer 


 


 
 
 
 
 
 
 
 
 
	


  	 
 
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) 
 


People will most likely go to JDs gym as it is more affordable, and it offers a 24/7 service so this can be more appealing for people who can afford it. David Lloyds is much more expensive and is looking at the demographic of people that can afford it, but it does offer many more services like tennis clubs and other racquet clubs and pools and hot tubs.




























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

	 
 
 JD Gym 
 
 
 
 
 
 David Lloyds
 
 
 
 
 
 
 
 
 
	 

Expectation of being able to go there at any time as it is a 24/7 service, cheap and paying for good end equipment.




Expectation of high-end equipment due to price and good equipment when it comes to the racquet clubs, availability to use the pools.


 
 
 



















 	 
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 

	 
 
 
 JD Gym
 
 
 
 
 
 
 David Lloyds 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 


Sign up online with no contract and then do as you please.






Sign up and then download the David Lloyds App where you can book classes, tennis courts and you are able to manage your membership as you would like. 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 	 
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 
	 Jds Gym 



































David Lloyds
	 JD Gyms keeps things streamlined, so most support is handled digitally rather than through in‑club desks.
How members get help
1. JD Gyms Help Centre (main support hub)
· Covers FAQs about memberships, payments, cancellations, access, and facilities
· Usually, the fastest way to resolve common issues
2. Online Support Form
· Members submit queries through a form on the JD Gyms website
· Topics include:
· Membership changes
· Billing issues
· Access problems
· Technical issues with the app

3. In‑Gym Staff
· Staff can help with:
· Access problems (e.g., turnstile not working)
· Equipment issues
· Safety concerns



1. In‑Club Reception & Member Services
This is one of the biggest differences from budget gyms.
· Every club has a staffed reception desk
· Members can get help immediately with:
· Membership questions
· Access issues
· Class bookings
· Facility concerns
· Lost property
· Staff are trained to resolve most issues on the spot
2. Dedicated Membership Team (in each club)
· Handles:
· Membership upgrades/downgrades
· Freezes
· Cancellations
· Contract queries
· Usually available during staffed hours
· More personalised than online-only systems

3. Central Customer Support Team
For issues that need escalation or are club‑wide:
· Email support
· Online contact forms
· Billing and account queries
· Corporate membership support

4. David Lloyd App Support
The app is a major part of their system:
· Class bookings
· Tennis court bookings
· Spa/sauna availability
· Timetables
· Club announcements
· Push notifications for changes or closures
If the app fails, members can get help via:
· Reception
· Online support
· App troubleshooting guides





	 
 
 
Inclusion 
 
 
 
 
 
	 JDs Gym 




















































































David Lloyds
	 1. Accessible Facilities
Most JD Gyms are designed with accessibility in mind:
· Step‑free access into the building
· Wide walkways and open‑plan layouts
· Accessible changing rooms and toilets
· Lift access in multi‑floor gyms
· Accessible parking spaces 
They aim to meet modern accessibility standards across new and refurbished sites.
2. Inclusive Equipment & Training Spaces
JD Gyms layouts support a wide range of abilities and training styles:
· Functional training zones with adaptable equipment
· Resistance machines suitable for beginners and experienced lifters
· Cardio machines with simple, intuitive controls
· Free‑weights areas with space for different training needs
They do not specialise in adaptive equipment, but the environment is flexible and user‑friendly.
3. Inclusive Membership Model
JD Gyms uses a no‑contract, low‑cost model, which makes fitness more accessible financially:
· Affordable monthly fees
· No long‑term commitment
· Ability to freeze membership
· Discounts at some locations for students or off‑peak users
This opens the door to people who might not be able to afford premium clubs.
4. Inclusive Culture
JD Gyms promotes a “no judgement” environment:
· Welcoming to beginners
· No pressure to look or train a certain way
· Staff trained to support a diverse membership base
· Clear rules around respectful behaviour
They aim to create a space where everyone feels comfortable training.

5. Gender‑Inclusive Spaces
While they have separate male and female changing rooms, the gym floor is fully mixed and inclusive. Some clubs also offer:
· Private changing cubicles
· Family changing areas
This supports people who prefer more privacy.





1. Accessible Facilities
David Lloyd designs its clubs to be accessible for members with mobility or sensory needs. Most clubs include:
· Step‑free access throughout the building
· Accessible changing rooms and toilets
· Lift access to upper floors
· Accessible pool entry (ramps or hoists in many clubs)
· Reserved parking spaces close to the entrance
Their newer clubs tend to exceed minimum accessibility standards.
2. Inclusive Fitness Environment
David Lloyd aims to create a space where people of all fitness levels feel comfortable:
· Beginner‑friendly equipment
· Clear signage and instructions
· Staff available on the gym floor to help with machines
· A culture that discourages intimidation or judgement
· Quiet training times for those who prefer less busy environments
David Lloyds is known for being welcoming to older adults, beginners, and people returning to exercise.

3. Family & Multi‑Generational Inclusion
This is one of David Lloyd’s biggest strengths.
They support:
· Babies (DL Kids, creche services)
· Children (swimming lessons, tennis coaching, holiday clubs)
· Teens (gym access at certain ages, supervised sessions)
· Adults
· Older adults (gentle classes, low‑impact training, social groups)
Few gym chains offer this level of family inclusion.
4. Inclusive Training Options
David Lloyd offers a wide range of training styles so people can choose what suits them:
· Low‑impact classes 
· High‑intensity classes 
· Strength & conditioning
· Racquet sports (tennis, squash, padel)
· Swimming
· Outdoor training areas
· Personal training tailored to ability and goals
This variety makes the club accessible to people with different needs, ages, and fitness backgrounds.

5. Inclusive Culture & Community
David Lloyd promotes a community‑focused, respectful environment:
· Social events for all ages
· Inclusive language and signage
· Anti‑bullying and anti‑harassment policies
· A focus on wellbeing, not just aesthetics






	 
 
 
 
Retention 
 
 
 
 
	 JDs Gym




































David Lloyds
	 1. High‑Quality Facilities at Low Cost
Retention in budget gyms is driven heavily by value for money. JD Gyms invests in:
· Modern equipment
· Large free‑weights areas
· Functional zones
· Studio spaces
· Clean, stylish interiors
Members feel they’re getting a premium experience for a low price, which reduces cancellations.
2. No‑Contract Membership Model
· People join more easily
· They are less likely to cancel out of frustration
· They return more often after breaks
Flexibility builds long‑term loyalty.
3. Cleanliness & Maintenance
JD Gyms puts real effort into:
· Clean changing rooms
· Regular equipment maintenance
· Quick repairs
· Tidy gym floors
A clean gym dramatically improves retention in budget clubs.

1. Premium, Multi‑Purpose Facilities
David Lloyd isn’t just a gym it’s a full lifestyle club. That alone drives retention because members use the club for more than workouts:
· Gym
· Pools (indoor & outdoor in many clubs)
· Spa facilities
· Tennis, squash, padel
· Lounges and workspaces
· Restaurants and cafés
2. Strong Community & Social Environment
They create a sense of belonging through:
· Social events
· Member evenings
· Tennis leagues
· Group challenges
· Kids’ clubs and family activities
3. Family‑Focused Membership
David Lloyd is one of the few gym chains where entire families join.
They offer:
· Crèche services
· Kids’ swimming lessons
· Junior tennis programmes
· Teen gym sessions
· Holiday clubs
















 	 
	 

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 
 

	 
 In person engagement







Digital Engagement





Personalised Onboarding 













 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
Staff interaction-
· Greeting customers when they enter
· Checking in on members
· Offer technique or equipment help 
· Being approachable 



•Using the gym app 
• Putting in a complaint or having a question 
• Latest news and updates



•New members receive inductions 
•Familiarise with equipment 
• Understand protocols
• Helps create a comfortable and welcoming environment 


  	 
 
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+) 
	 Show genuine interest 

Active listening and communication 


Empathy and familiarity 
	 Take time to learn about them, there lives and life experiences 
Engage in conversations on the gym floor
Be consistent, a friendly face to create a relaxed and positive atmosphere 

	 
 
 
 
Ante/postnatal 
	 Safety and privacy 


Flexibility and support 

Build a community 
	 Reassure them of their confidentiality and create a safe environment.

Offer flexible session times 

Create a supportive atmosphere through group classes

	 
 
 
Disabled people 
	 Direct engagement 

Active listening and patience 

Ask before assisting 
	 Always speak directly to the person with a disability 
Take time to understand their needs, goals, and communication preferences
Ask first how can I help or do you need help and respect their response 

	 
 
 
Young people (1416) 
	 Approachable body language  

Supportive help 

Be authentic 
	 Make sure that you have the right body language that makes you approachable
Offer help with equipment, show them how to adjust machines
Show genuine enthusiasm and passion 


 	 
Task 3: Describe ways to support a safe and enjoyable fitness environment for customers (2.3) 
 
 
Maintain high cleanliness standards
Make sure equipment is safe
Providing resources 
Good spacing and layout 
Safety guidelines










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

Good body language 
Active listening 
Clear tone
Show empathy 
Manage boundaries 
Be prepared 






































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

	 
 
 Billing and memberships 
 

Equipment issues 
 

Hygiene and facility maintenance 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 

Be clear about membership prices so customers know what to expect 

Make sure equipment is up to date and safe to use


Make sure that equipment is often wiped down make sure to have showers so people can have a shower when they are finished 


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



High retention ensures a steady stream of revenue and increases customer 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 



Nonverbal 
 

Written communication 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 

Feedback and complaints


Providing support 


Email about help 
	 

Simplify language 



Use gestures 


Write complaints if more comfortable 


 
 	 






Task 2: Explain the importance of walking the gym floor (3.3) 
 
 Encourages people who may not be comfortable to go to gym to go to the gym and makes them want to constantly go and exercise. 
 
 







	 
  	 
Learning outcome 4 
Understand customer feedback in a fitness organisation 
 
Task 1: Describe the importance of obtaining customer feedback (4.1) 
 
 
It is important to obtain customer feedback as you will need to know what you are doing well and what you can improve on. 



 




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

You can record customer feedback by having a QR code available to scan and it can take you to a feedback section where you can provide feedback and say any problems you have. 

Another choice could be surveys and questionnaires. This can help with getting a feeling on how people view your business, and you can also see what you can improve on.







 
 	 
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 is crucial as if customers see that their feedback has been taken on board your more than likely to keep on coming back.





























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 
 
	 Instructors would need to ensure that their customers confidentiality and data protection is not compromised 
	Data protection is to ensure personal data is handled responsibly, accurately and securely 

	 
 
Health and safety at work 
  
	 Instructors would ensure that they have carried out the correct procedures on the worksite
	 Health and safety is about preventing injuries and illness in the workplace 

	 
 
Conflict of interest 
  
	 Instructors would ensure that they would not have a romantic relationship with their clients
	 Conflict of interest is when an individual's personal interest compromises his or hers actions in the workplace 

	 
 
Disclosure and barring service (DBS) 
 
	 Instructors would need to have a DBS check to see if they are eligible to work with people and young kids.
	 DBS is when a company does a background check on yourself to see if your eligible to work for them 

	 
 
Safeguarding children and vulnerable adults 
 
	 Instructors would ensure that they keep people safe 
	 Safeguarding is making sure that everyone is safe within the workplace 

	 
 
Equality and diversity 
  
	 Instructors would ensure that they treat everyone equally and with respect 
	Equality is when people of all races, genders and religions are treated equally 

	 
 
Personal liability insurance 
  
	 Instructors would ensure that if anything is broken or someone is hurt, they would ensure to cover the costs 
	 This is when the person involved would take full responsibility if something happened 


 




	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Control of substances hazardous to health (COSHH) 
 
	 Instructors would need to keep in control of hazardous substances 
	 COSHH is used to ensure that no one is affected by hazardous substances 

	 
Reporting of injuries, diseases and dangerous occurrences regulations (RIDDOR) 
 
	 Instructors would need to record any injuries that happen on their supervision 
	 RIDDOR is needed to keep on track with injuries

	 
 
Electricity at work regulations 
 
 
	 Instructors would need to ensure that there are no electrical faults in the facility 
	 No accidental deaths and this would help to keep on top of the machines that need electricity 

	 
 
First aid regulations 
 
 
	 Instructors need to have first aid training to ensure if something happens to someone that they can help. 
	First aid is needed to prevent any long-lasting damage or in worst case scenario any deaths 


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

•Ensure safety 
•Ensure consistency 
• Legal compliance
 








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

A storage plan is a strategic framework that helps secure data for a business 

Asses your storage needs in detail
 
 
 






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

	 
 
 
Assembly 
 
 
 
	
	 
	 

	 
 
 
Dismantling 
 
 
 
	
	 
	 

	 
 
 
Hygiene 
 
 
 
	
	 Can increase illnesses 
	 Not keeping on top of your hygiene can lead to illness 

	 
 
 
Storage 
 
 
 
	
	 Chemical exposure 
	 If you don’t have a storage plan in place, chemical exposure is more likely to happen 


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

Not following manufacturers’ guidelines can lead to consequences across safety, performance, cost, and legal responsibility.





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



These can be found in the health and safety office or department 









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


Lifting, carrying, pushing, pulling, lowering, or moving loads are all considered forms of manual handling. This primarily entails helping clients and managing weights, equipment, in a gym setting. Both the instructor and customers can avoid injuries by following the correct manual handling guidelines.





























	
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 
 
 
 
 
 
	 •Wiping down equipment after you have used it

	 This ensures that it is clean and no germs are on it 

	 
 
 
 
 
 
Cleaning substances 
 
 
 
 
  
	 •Wipes
•Cloths
•Spray bottles 
•Dusters 
	 These are stuff that can help you clean the equipment 


 
Task 2: Describe the standard operating procedures (SOP) for routine maintenance and cleaning 
(6.2) 
 
SOPs offer detailed instructions to guarantee the safe, reliable, and efficient completion of cleaning and maintenance duties.




 
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. 
 
	 
 
 
	Hazard
	Possible Risk
	Who May Be Harmed
	Risk Level
	Control Measures

	Lifting and moving weights
	Manual handling injuries (back, shoulders)
	Members, instructors
	High
	Correct lifting technique; demonstrations; use of trolleys; avoid overloading

	Pinch points on resistance machines
	Fingers caught, bruising
	Members
	Medium
	Safety instructions; correct machine adjustments

	Loose flooring or worn mats
	Trips and falls
	Members, staff
	Medium
	Regular checks; replace damaged flooring

	Electrical hazards (treadmills, TVs, fans)
	Electric shock, fire risk
	Members, staff
	Medium
	PAT testing, regular inspections, no liquids near wires

	Temperature extremes
	Heat exhaustion, dehydration
	Members, staff
	Medium
	Climate control; regular breaks; hydration reminders

	Noise levels
	Hearing strain, communication difficulty
	Members, staff
	Low–Medium
	Volume control on music systems; safe‑work levels



 
 
 
 
 
 
 


 	 
Task 4: Explain the cleaning routines and organisational standards relevant to the gym environment (6.4) 
 
	 
 
 Maintaining a clean, well organised and safe gym is important as it important that member satisfaction is met and this would reduce reduction
 
 
 
 
 
 
 
 
 
 


 
 
Task 5: Describe how to maintain the safety of yourself and others (6.5) 
 
	 
 
 Make sure that there is stuff in order to ensure that if something does go wrong you know what to do and how to do it.
 
 
 
 
 
 
 
 
 
 


 
 	 
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 
 
 
 
 
 
 
 
 
	 • Sanitising stations
• Pool chemicals 
• Air pollution  
	 These help us with safety and keeping on top of our hygiene 

	 
 
 
 
 
 
 
Non- hazardous 
 
 
 
 
 
 
 
 
 
	 • Equipment 
• Machines 
• Paper towels 

	 This helps us with keeping us safe and ensuring that we are able to use the equipment and machines 


 
 	 
