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 lloyds club



Freedom leisure lc2
 
 
 
 
 
 
 
	 David Lloyd Swansea offers a premium, full service health club experience with gym, pools, tennis, spa, kids facilities and flexible membership options. 


Offers a full gym, fitness classes, soft play, climbing, spa facilities and a wide range of family activities.

	Comparisons 
	 

	 
 
 
 
 
 
 
 
 
 
	 LC2 Swansea and David Lloyd Swansea both offer strong fitness and leisure experiences, but they serve very different purposes. LC2, run by Freedom Leisure is a community focused center built around accessibility and family fun. Its standout feature is Wales biggest indoor waterpark along with a climbing wall, soft play, a decent gym, fitness classes and affordable city wide memberships. Its designed for families, casual gym users and anyone looking for flexible, low cost access to a wide range of activities.
David Lloyd Swansea, on the other hand positions itself as a premium health club with high end gym facilities, boutique style fitness classes, a full spa, indoor and outdoor pools and extensive tennis and racquet sports. It also offers  structured kids clubs and a restaurant‑style clubroom, making it more of an all day lifestyle venue. While significantly more expensive it provides a quieter more exclusive environment aimed at adults, committed gym users and families wanting a luxury 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) 
 
 
 
 LC2 is located in Swansea, an area with a mixed demographic including families, young people, students and lower to middle income households. Swansea also has a large number of children and teenagers as well as a strong student population from Swansea University. Because of this LC2 designs its services to be affordable, accessible and family friendly.
 Wales biggest indoor waterpark appealing to families and young children.
Soft play, climbing wall and birthday party packages which suit parents looking for low cost activities.
Pay as you go options and citywide memberships  which match the needs of lower income households and students.
Swim lessons, holiday clubs and community programmes, reflecting the high number of children in the area.
A standard gym and fitness classes, suitable for casual users rather than high end fitness customers.
 
 David Lloyd Swansea is located in an area that attracts higher income households, professionals and families seeking premium leisure experiences. Swansea has pockets of affluent suburbs (e.g., Sketty, Killay, Mumbles) and these groups are more willing to pay for luxury health and fitness services.
This allows David Lloyds to offer:
[image: ]
Boutique‑style fitness classes such as Pilates Reformer, cycling studios and yoga
Indoor and outdoor swimming pools appealing to adults and families wanting a resort style experience
Extensive tennis and racquet sports which attract middle to upper income members
A creche and structured kids clubs, supporting working parents with disposable income
A restaurant‑style clubroom, meeting the expectations of customers who want a social, lifestyle based environment
David Lloyd’s services reflect a demographic that values quality, exclusivity and a full lifestyle experience rather than low cost access.

 
LC2 Swansea targets a broad, mixed income community especially families and young people. This leads to affordable family oriented services like waterparks, soft play, climbing and flexible memberships.
David Lloyd Swansea targets higher income professionals and families who want premium facilities. This results in luxury services  including tennis courts, spa areas, boutique fitness classes and a high quality clubroom.
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 	 
Task 3: Describe the customer expectations of the different organisations you have identified in Task 1 (1.3) 
 
	 
Organisation 
 
	 
Description 

	 
 
 David Lloyds










Lc2 freedom leisure
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 

Customers at David Lloyd expect a premium high quality experience due to the higher membership fees. They look for modern gym equipment, a wide range of boutique fitness classes and  well maintained facilities. Members also expect excellent customer service, a quieter atmosphere and a sense of exclusivity. Families expect reliable childcare and structured kids  clubs, while adults expect spa facilities and comfortable social spaces. Overall, David Lloyd customers want a luxury lifestyle focused environment with consistently high standards.
Customers at LC2 expect affordable, accessible and family friendly services. Because it is a public leisure centre people look for good value, flexible pricing and activities suitable for all ages. Families expect safe environments in the waterpark, soft play and climbing areas while casual gym users expect simple  practical fitness facilities. Many customers also expect community focused services such as swimming lessons and holiday activities. Overall LC2 users want low cost, enjoyable and inclusive experiences rather than luxury.


 
 
 
 
 
 
 

 
 
 
 
 	 
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 Lloyds 
 
 
 
 
 
 
 
 
 
 
 Lc2
	 


A customer at David Lloyd usually begins by checking the app to book classes, tennis courts or spa sessions. On arrival, members check in quickly and head to their chosen activity. This might be a gym workout, a fitness class, a swim or a tennis session. Parents may drop children at the creche or kids club before continuing with their own plans. After exercising, many customers spend time in the spa, relx in the clubroom or enjoy food and drinks in the lounge. The journey is smooth, premium  and centered around comfort and convenience matching the expectations of a higher end health club.




A customer visiting LC2 usually starts by checking the timetable or booking a session online, especially for the waterpark, gym or classes. When they arrive they go through reception where staff help with ticket membership queries or equipment needs. Families often head straight to the waterpark soft play or climbing wall while gym users go to the fitness area for a workout. During their visit customers expect clear signage, safe supervision and friendly staff support. After their activity many stop at the cafe or use the changing facilities before leaving. The journey is designed to be simple, affordable and family friendly  reflecting LC2’s community focus.


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 	 
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 
	 Lc2



David Lloyds
	 LC2 provides support by offering friendly staff at reception, clear guidance for bookings and help for families and new users who may need extra assistance. Staff are trained to supervise activities like the waterpark and climbing wall ensuring customers feel safe and supported throughout their visit.
David Lloyd supports its members through high quality customer service, personalised fitness guidance and staff who are always available to help with bookings or equipment. Members also receive support through structured programmes such as personal training and tennis coaching.


	 
 
 
Inclusion 
 
 
 
 
 
	 Lc2



David Lloyds

	 LC2 promotes inclusion by offering affordable pricing, disability friendly sessions and activities suitable for all ages. Programmes such as swimming lessons, school partnerships and community events help ensure that people from different backgrounds and abilities can take part. 
David Lloyd builds inclusion by offering activities for all ages, including kids clubs, adult classes and social events. This variety ensures that families beginners and experienced fitness users all feel welcome and able to participate in the club’s services 

	 
 
 
 
Retention 
 
 
 
 
	 Lc2



David Lloyds

	 LC2 encourages customer retention through flexible city wide memberships, regular promotions and a wide variety of activities that keep people coming back. The mix of gym facilities, waterpark sessions, soft play and classes gives customers many reasons to return regularly.




David Lloyd retains members by providing a premium, consistent experience with modern facilities, spa areas and a comfortable clubroom. The wide range of classes, social events and high quality environment encourages members to stay long term and see the club as part of their lifestyle.


 
 
 
 
 
 
 
 
 
 	 
 
 










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 
 

	 Face to Face Engagement
 
 
 Digital Engagement
 

Customer Service and Feedback
 

Community Engagement



Educational Engagement
 
 
 
 
 
 
 
 
 
	 Direct in person interaction where staff greet members, offer help on the gym floor and build rapport through friendly, supportive 
Communication.

Using online tools such as social media, gym apps, emails or texts to share updates, motivate members and keep them connected outside the gym. 

Responding to questions or issues professionally and collecting feedback through surveys or conversations to improve the overall member experience.

Creating a sense of belonging through events, challenges and member recognition that encourage participation and strengthen the gym community.

Providing learning opportunities like workshops, seminars or informational displays to help members improve their fitness knowledge and confidence.


  	 
 
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+) 
	 Face to face engagement
	 Using a calm patient approach, offering clear explanations and taking time to listen helps older adults feel comfortable, respected and supported.

	 
 
 
 
Ante/postnatal 
	 Customer service and feedback
	 Regular check‑ins, showing empathy and adapting sessions based on their feedback build trust and reassure them that their needs are understood.

	 
 
 
Disabled people 
	 Educational engagement
	 Providing clear guidance, explaining adaptations  and ensuring they understand how to use equipment safely helps build confidence and shows genuine inclusivity.

	 
 
 
Young people (1416) 
	 Digital engagement.
	 Using friendly communication through apps or social media, along with clear instructions and encouragement, helps younger members feel engaged and motivated.


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

A safe and enjoyable fitness environment is supported by keeping the gym clean and well‑maintained, with equipment regularly checked to ensure it is safe to use. Staff play a key role by giving clear instructions, demonstrating correct technique and supervising the gym floor so they can quickly spot hazards or offer help when needed. Following health and safety procedures, such as risk assessments and proper reporting of issues, also protects customers. Encouraging good gym etiquette like returning weights and wiping down equipment helps create a respectful atmosphere, while offering inclusive support and adapting exercises ensures that people of all abilities feel welcome. Finally, maintaining a friendly, positive attitude and building rapport with members helps them feel comfortable, motivated and more likely to enjoy their experience and return.
 
 
 
 
 
 
 
 
 
 
 



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

 Listen actively to customers and show genuine interest in their needs.
Stay calm and patient, even in busy or stressful situations.
Demonstrate good time‑keeping and reliability to build trust.
Keep your knowledge up to date so you can give accurate, confident guidance.
Avoid using your phone or engaging in personal conversations while working.
Treat every customer with respect, fairness and professionalism.
Maintain good personal hygiene and wear clean, appropriate gym‑staff uniform.
Use positive body language, such as smiling, making eye contact and standing confidently.
Speak clearly, politely and in a friendly tone that makes customers feel welcome.
Be attentive and approachable by staying visible on the gym floor and ready to help.









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

	 Customer vs. Staff Conflict
 
 
 
 Customer vs. Customer Conflict
 
 
 
 Conflict About Equipment or Space.
 
 

Conflict Due to Misunderstanding or Miscommunication.
 
 
 Conflict Caused by Behavior.
 
 
 
	 Use calm, professional communication, listen actively, apologies where appropriate and offer a clear solution to resolve the issue.


Step in neutrally, separate the individuals if needed, listen to both sides and help them reach a fair compromise while keeping the environment safe.

Explain gym use rules politely, offer alternatives (e.g., similar equipment or a waiting system) and ensure fairness for everyone involved.

Clarify the situation, restate information clearly and check understanding to prevent further confusion.


Address the behavior respectfully, explain why it’s a problem and guide the customer toward safer or more considerate actions.


 
 	 


Task 6: Describe the importance of customer retention (2.6) 
 
 Customer retention is important because it helps a gym build long‑term relationships, maintain steady membership numbers and create a positive, loyal community. When customers stay the gym benefits from consistent income, stronger word of mouth recommendations and a more supportive atmosphere where members feel valued and motivated. Retaining customers also reduces the cost and effort of constantly finding new members, allowing staff to focus on delivering high quality service and improving the overall experience.
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  	 
 
 















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 – speaking clearly, giving instructions, answering questions.
Non‑verbal communication – body language, eye contact, facial expressions, posture.
Written communication – emails, messages, notices, signs.
Digital communication – apps, social media, online booking systems.
Active listening – showing you understand by nodding, summarising and responding appropriately.

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 Verbal communication – useful for giving instructions, inductions, demonstrations or dealing with complaints.
Non‑verbal communication – helpful when creating a welcoming atmosphere or showing confidence and approachability.
Written communication – best for sharing important information like class times, updates or policies.
Digital communication – ideal for reminders, promotions or engaging customers outside the gym.
Active listening – essential during feedback, concerns or when supporting customers with specific needs.

	 Cultural differences – use respectful language, avoid slang and be aware of personal space preferences.
Disabilities – adapt by using visual aids, simpler language, demonstrations  or written instructions if needed.
Age differences – use slower, clearer explanations for older adults and more energetic, engaging communication for younger people.
Language barriers – speak clearly, avoid jargon, use gestures or demonstrations and provide written support if helpful.
Confidence levels – be patient and encouraging with nervous customers and more direct with experienced or confident members.



 
 	 
 
 
 
 
Task 2: Explain the importance of walking the gym floor (3.3) 
 
 Walking the gym floor is important because it allows staff to stay visible, approachable and aware of what is happening in the environment. By regularly moving around the space, staff can quickly identify hazards, check equipment and ensure members are using machines safely. It also creates natural opportunities to engage with customers, offer support, answer questions and build rapport, which helps people feel more comfortable and valued. Consistent floor presence improves safety, enhances customer experience and contributes to a positive, well‑managed atmosphere that encourages members to return.


Learning outcome 4 
Understand customer feedback in a fitness organisation 
 
Task 1: Describe the importance of obtaining customer feedback (4.1) 
 
 Obtaining customer feedback is important because it helps a gym understand what members enjoy, what challenges they face and where improvements are needed. Feedback gives staff real insight into the customer experience allowing them to make changes that enhance safety, satisfaction and overall service quality. It also shows customers that their opinions matter which builds trust and strengthens relationships. When members feel listened to and see their suggestions acted on, they are more likely to stay loyal, recommend the gym to others and remain engaged in their fitness journey.
 
 
 
 
 
 
 
 
 
 
Task 2: Identify ways to record and report customer feedback (4.2)  
Tip: consider the organisations you used for learning outcome 1 
 
Recording and reporting customer feedback is important because it allows gyms to track what members think, identify common issues and make improvements that enhance the overall experience. Feedback can be collected through surveys, comment cards, digital forms, emails or direct conversations and then recorded in logbooks, staff notes or digital systems so nothing is missed. Reporting this information to managers or relevant departments such as maintenance, reception or fitness teams ensures that concerns are acted on quickly and positive suggestions are shared. This process helps the gym respond effectively to customer needs to improve service quality and build stronger relationships with members.
 
 
 
 
 
 
 
 
 
 	 
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 customer feedback in line with an organization's procedures is important because it ensures that all comments, concerns and suggestions are handled consistently and professionally. Following set procedures means feedback is recorded accurately passed to the right people and acted within appropriate timeframes which helps prevent issues from being ignored or mishandled. It also protects both staff and customers by creating a clear transparent process that everyone can rely on. When feedback is managed properly the organization can identify patterns, improve services and make informed decisions based on real customer experiences. This structured approach not only strengthens trust and credibility but also shows customers that their opinions genuinely matter which supports long term satisfaction and retention.
 
 
 
 
 
 
 
 
 
 
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 
 
	 Keeping PAR‑Q forms, health information and personal details secure.
	 This legislation ensures that all customer information is stored safely, used appropriately and only shared with authorized staff. Gym instructors must protect client privacy by keeping records confidential and following GDPR rules when handling personal data.

	 
 
Health and safety at work 
  
	 Checking equipment, reporting hazards and following safe working practices.
	 This law requires employers and staff to create a safe environment for everyone. Gym instructors must identify risks, maintain safe equipment and follow procedures to prevent accidents and injuries.

	 
 
Conflict of interest 
  
	 Not favoring certain clients or promoting personal business during work hours.
	 This guideline ensures instructors act professionally and fairly. A conflict of interest occurs when personal gain could influence decisions. Instructors must remain neutral and priorities the organizations and customers for best interests.

	 
 
Disclosure and barring service (DBS) 
 
	 Having a DBS check when working with children or vulnerable adults.
	 DBS checks confirm that staff are safe to work with vulnerable groups. This protects customers and ensures instructors do not pose a safeguarding risk.

	 
 
Safeguarding children and vulnerable adults 
 
	 Reporting concerns, following safeguarding procedures and maintaining professional boundaries.
	 Safeguarding ensures that children and vulnerable adults are protected from harm, abuse or neglect. Instructors must recognize warning signs and follow organizational procedures to keep individuals safe.

	 
 
Equality and diversity 
  
	 Treating all members fairly regardless of age, gender, disability, ethnicity or background.
	 This legislation promotes equal access and prevents discrimination. Gym instructors must create an inclusive environment where everyone feels respected and supported.

	 
 
Personal liability insurance 
  
	 Holding insurance that covers professional actions, especially when delivering sessions.
	 This insurance protects instructors if a customer is injured due to their advice or actions. It ensures financial protection and professional accountability.


 
 
 
 
 
	 
Legislation and guidelines 
	 
Gym Instructor example 
	 
Description 

	 
 
Control of substances hazardous to health (COSHH) 
 
	 Using cleaning sprays safely, storing chemicals correctly and following signage when cleaning equipment
	 COSHH protects staff and customers from harmful substances. It requires gyms to assess risks, provide safe storage and ensure chemicals are used correctly. Instructors must follow these procedures to prevent exposure, accidents or health issues.

	 
Reporting of injuries, diseases and dangerous occurrences regulations (RIDDOR) 
 
	 Reporting serious injuries, equipment failures or dangerous incidents to management immediately.
	 RIDDOR ensures that major accidents and hazards are formally recorded and reported to the appropriate authorities. This helps organizations investigate what happened, prevent future incidents and maintain a safe environment for staff and members.

	 
 
Electricity at work regulations 
 
 
	 Checking for damaged cables, reporting faulty machines and never attempting electrical repairs.
	 These regulations ensure all electrical equipment is safe to use. Gym instructors must identify and report electrical hazards, prevent customers from using unsafe machines and follow procedures to reduce the risk of electric shock or fire.

	 
 
First aid regulations 
 
 
	 Knowing who the trained first aiders are, responding appropriately to injuries and using first aid equipment when needed.
	 First Aid Regulations require workplaces to have trained staff, proper equipment and clear procedures for dealing with injuries. Gym instructors must act quickly and correctly in emergencies, ensuring customers receive appropriate care and incidents are recorded.


 



Task 2: Using the organisations identified in learning outcome 1, describe the organisational procedures relevant to the role of a Gym Instructor. (5.2) 
Organizations such as commercial gyms, leisure centers and community fitness facilities all have procedures that gym instructors must follow to ensure safety, professionalism and consistent service. These procedures usually include health and safety protocols, such as carrying out daily equipment checks, reporting hazards, following cleaning schedules and ensuring the gym floor is supervised at all times. Instructors must also follow customer service procedures which outline how to greet members, handle complaints, record feedback and escalate issues to management when necessary. Most organizations have clear safeguarding procedures, requiring staff to report concerns about children or vulnerable adults, maintain professional boundaries and follow DBS related guidelines.
Gym instructors are also expected to follow data protection procedures, ensuring that PAR‑Q forms, personal details and health information are stored securely and only shared with authorized staff. Many organizations have emergency procedures, including fire evacuation plans, first aid protocols and incident reporting processes that must be followed exactly. Additionally, instructors must comply with equality and diversity policies ensuring all members are treated fairly and inclusively. Finally organizations often have professional conduct procedures, covering appearance, punctuality, communication standards and expectations around maintaining a positive, supportive environment for all members. Together these procedures help gym instructors deliver safe, consistent and higquality service.
 
 
 
 
 
 
 
 
 
 
 
 	 
Task 3: Describe the purpose of a storage plan and how to create one. (5.3) 
A storage plan is important because it ensures that all equipment in the gym is organised, stored safely and easy for both staff and customers to access. A good storage plan reduces the risk of accidents prevents equipment from being damaged and keeps the gym floor tidy and professional. It also helps staff work more efficiently as they know exactly where items belong and can quickly check if anything is missing or needs replacing. For customers, a clear and consistent storage system creates a safer, more enjoyable training environment where equipment is easy to find and return.
To create a storage plan start by identifying all the equipment in the gym and grouping items by type, size and frequency of use. Decide on suitable storage areas such as racks, shelves, cupboards or designated floor spaces  making sure heavier or more frequently used items are stored at accessible heights. Label storage areas clearly so staff and customers know where everything belongs. Include safety considerations such as keeping walkways clear and ensuring equipment is stored securely to prevent falls or injuries. Finally share the plan with all staff and review it regularly to make sure it remains effective as equipment or gym layout changes.

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

	 
 
 
Assembly 
 
 
 
	 
	 Setting up gym equipment, play apparatus, cooking tools or technical equipment before a session.
	 Assembling equipment safely is essential because incorrect setup can lead to serious accidents such as items collapsing, tipping over or malfunctioning during use. Following manufacturer instructions ensures that all parts are fitted securely and that the equipment is stable and suitable for its intended purpose. Checking for damage before assembly helps prevent hazards like sharp edges, loose components or electrical faults. Safe assembly also protects staff from strains or injuries caused by lifting or handling equipment incorrectly and it ensures the environment remains free from trip hazards or clutter while the setup is taking place.

	 
 
 
Dismantling 
 
 
 
	 
	 Taking down trampolines, folding tables, sports nets or cleaning down machinery after use.
	 Dismantling equipment must be done carefully because rushing or using the wrong technique can cause items to collapse unexpectedly which can lead to trapped fingers, falls or impact injuries. Allowing equipment to cool down before handling it reduces the risk of burns and disconnecting electrical items properly prevents electric shock. Following a clear step by step process avoids forcing parts apart  which could damage the equipment and create future safety risks. Safe lifting and lowering techniques are also important to prevent back strain or muscle injuries when moving heavy or awkward components.

	 
 
 
Hygiene 
 
 
 
	 
	 Cleaning mats, wiping down surfaces, sanitizing tools, washing hands before and after use.
	 Maintaining good hygiene when using equipment is vital for preventing the spread of bacteria, viruses and other contaminants that can cause illness. Regular cleaning removes sweat, dirt, food residue or bodily fluids that may build up on surfaces and pose health risks. Using the correct cleaning products ensures germs are effectively removed without damaging the equipment.

	 
 
 
Storage 
 
 
 
	 
	Putting equipment back into cupboards, racks, storage rooms or containers after use.
	 Storing equipment correctly is important for preventing injuries and keeping the environment safe and organised. Poor storage can lead to items falling from shelves, creating trip hazards or blocking walkways and fire exits. Placing heavy items on lower shelves reduces the risk of them toppling or causing strain when lifted. Proper storage also protects equipment from damage ensuring it remains safe and functional for future use. A clean tidy storage area helps prevent clutter, reduces the risk of pests and makes it easier to locate equipment quickly and safely.


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

Not following manufacturers guidelines has very real practical consequences because the equipment may not function safely or as intended. These guidelines explain exactly how to assemble, use, clean  and store the equipment so ignoring them increases the risk of accidents, injuries and damage. For example incorrect setup can make equipment unstable using the wrong cleaning products can cause deterioration and poor storage can lead to breakages or hazards such as items falling. It can also shorten the lifespan of the equipment, create unnecessary repair costs and potentially make the organisation legally responsible if someone is harmed due to improper use. Overall failing to follow the guidelines compromises both safety and efficiency in everyday practice.
 
 
 
 
 
 
 
 
 
 
Task 6: Using the organisations from learning outcome 1, identify where operating procedures, policies and manufacturers’ guidelines can be located (5.6) 
 
 
 
 In LC2 Freedom Leisure and David Lloyd Swansea operating procedures and policies can usually be found in staff only areas such as the reception office staff room or management office  where printed copies are kept in folders. Many procedures are also stored digitally on the organization's staff intranet or shared computer systems. Manufacturers guidelines are normally located in equipment manuals kept in maintenance rooms stored near the equipment itself or accessed online through the manufacturer’s website. These locations ensure staff can easily find the information they need to work safely and correctly.
 
 
 
 
 
 
 
 
 
 
 	 
Task 7: Explain manual handling requirements in relation to the role of a Gym Instructor (5.7) 
 
 
 	 
 Manual handling for a Gym Instructor means safely lifting, moving and setting up equipment like weights benches and mats in a way that avoids injury. Instructors must use correct lifting techniques assess whether an item is too heavy or awkward to move alone  and use help or equipment such as trolleys when needed. Following these requirements protects the instructor from strains and injuries and ensures the gym environment stays safe for members.
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
	 
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 
 
 
 
 
 
	 Microfibre cloths, mop and bucket, vacuum cleaner, spray bottles, disposable wipes, soft‑bristle brushes.
	 These items are used for wiping down machines, cleaning floors, removing dust and sweat and keeping high touch areas hygienic. Microfibre cloths are suitable because they trap dirt effectively without scratching equipment. Mops and vacuums keep floors clean and reduce slip hazards. Brushes help clean textured surfaces like mats. Disposable wipes are convenient for quick cleaning between users.

	 
 
 
 
 
 
Cleaning substances 
 
 
 
 
  
	 Disinfectant spray, antibacterial surface cleaner, gym safe detergent, sanitizing wipes, glass cleaner.
	 These substances kill bacteria and viruses on equipment, mats and high contact surfaces, helping prevent the spread of illness. Disinfectants are suitable for machines and benches because they remove sweat and germs. Detergents are used for mats and soft surfaces. Glass cleaner is used on mirrors to maintain visibility. All substances must be gym safe and used according to manufacturer instructions to avoid damaging equipment.


 


Task 2: Describe the standard operating procedures (SOP) for routine maintenance and cleaning 
(6.2) 
 
 Standard operating procedures for routine maintenance and cleaning in a gym ensure that equipment and facilities are kept safe, hygienic and fully functional. These procedures usually include scheduled checks of machines, tightening bolts, inspecting cables and reporting faults immediately. Cleaning SOPs outline how often equipment should be wiped down which products to use and the correct method for cleaning high touch areas, mats, floors and changing rooms. Staff are expected to follow set routines, record completed tasks and use PPE where required. These procedures help maintain a safe environment reduces the risk of equipment failure and ensure the gym meets health and safety standards every day.
 
 
 
 
 
 
 
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 Category
	Specific Hazard
	Who May Be Harmed
	Risk Level (Low/Med/High)
	Possible Consequences
	Control Measures

	Activity Areas & Gym
	Slippery floors from sweat, water bottles or cleaning
	Members, staff
	Medium
	Slips, falls, sprains
	Regular floor checks, prompt cleaning, signage, non‑slip flooring

	Activity Areas & Gym
	Cluttered walkways or equipment left out
	Members, staff
	Medium
	Trips, collisions, injuries
	Keep walkways clear, return equipment after use, staff monitoring

	Activity Areas & Gym
	Damaged or poorly maintained equipment
	Members, staff
	High
	Equipment failure, crush injuries, falls
	Routine inspections, maintenance logs, remove faulty equipment immediately

	People
	Incorrect use of equipment
	Members
	High
	Strains, sprains, dropped weights, machine misuse injuries
	Inductions, supervision, clear instructions, signage

	People
	Lifting weights too heavy
	Members
	Medium
	Muscle tears, back injuries
	Technique coaching, encourage progressive loading, staff guidance

	People
	Unsafe behaviour (running, messing around, ignoring rules)
	Members, staff
	Medium
	Collisions, falls, injuries
	Clear rules, staff supervision, behaviour management

	Physical Risks
	Overexertion during exercise
	Members
	Medium
	Fainting, dizziness, injury
	Warm‑ups, cool‑downs, hydration reminders, monitoring intensity

	Physical Risks
	Dropped weights
	Members, staff
	High
	Foot injuries, fractures
	Use of proper lifting technique, appropriate footwear, controlled lifting

	Physical Risks
	Poor lighting or ventilation
	Members, staff
	Low/Medium
	Eye strain, overheating, reduced visibility
	Regular checks, maintain lighting, ensure good airflow

	Physical Risks
	Equipment malfunction
	Members, staff
	High
	Sudden injury, falls, entrapment
	Regular servicing, immediate reporting of faults, staff



 
 
 
 
 
 
 


 	 
Task 4: Explain the cleaning routines and organisational standards relevant to the gym environment (6.4) 
 
	 
 Cleaning routines in a gym follow set organizational standards to keep the environment safe and hygienic. Staff are expected to clean equipment regularly throughout the day especially high touch areas like machines, mats and weights. Deeper cleaning tasks such as mopping floors and sanitizing changing rooms are carried out at scheduled times. Organizations also require staff to use approved cleaning products follow correct procedures and record tasks on cleaning checklists. These standards ensure consistency  prevent the spread of germs and help the gym meet health and safety requirements.
 
 
 
 
 
 
 
 
 
 
 
 


 
 









Task 5: Describe how to maintain the safety of yourself and others (6.5) 
 
	 
 Maintaining the safety of yourself and others in a gym environment means consistently following safe working practices and being aware of potential risks. This includes using correct manual handling techniques when moving equipment, keeping walkways clear and ensuring all machines are set up and used properly. It also involves following cleaning routines to prevent the spread of germs, reporting any damaged or faulty equipment immediately and wearing appropriate clothing and footwear. Supporting others safety means giving clear instructions, supervising members when needed and encouraging safe exercise techniques. By staying alert following procedures and promoting good practice you help create a safe environment for everyone in the gym.

 
 
 
 
 
 
 
 
 
 
 
 


 
 	 





Task 6: Identify the different types of waste found in a gym environment and how to dispose of it (6.6) 
 
	Cleaning resources 
	Examples 
	 
Uses and suitability 
 

	 
 
 
 
 
 
 
 
Hazardous 
 
 
 
 
 
 
 
 
	 Used cleaning chemicals, empty chemical containers, bodily fluids (e.g. blood from  injuries), broken glass, sharp ends.
	 Must be disposed of following organisational procedures. Chemicals should go into designated hazardous waste bins or returned to storage for safe disposal. Bodily fluids must be cleaned using PPE and disposed of in biohazard bags. Broken glass and sharps must go into clearly marked sharps or glass disposal containers.

	 
 
 
 
 
 
 
Non- hazardous 
 
 
 
 
 
 
 
 
 
	 Paper towels, tissues, food wrappers, plastic bottles, general rubbish, packaging, used wipes
	 Dispose of in standard waste bins or recycling bins where appropriate. Paper, plastics and bottles should be separated into recycling if available. General waste goes into normal rubbish bins emptied regularly by staff.
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