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Facilities That Fuel Retention:
Your Playbook for Opercational Success

Instructor: Chris Stevenson, Founder of The Empower Group

1. Welcome & Course Overview

What You’ll Learn

*  Why facilities and operations directly impact member retention

* How to implement consistent, club-wide cleaning and maintenance standards

* Simple systems to elevate accountability, training and brand pride

Course Description

Operational excellence isn’t optional — it’s the backbone of a successful, high-retention fitness business.
In this course, Chris Stevenson provides a strategic blueprint for turning your facility into a retention-

driving machine. From preventative maintenance and cleaning protocols to team culture and member
perception, learn how to operationalize consistency and care across every square foot of your space.

2. Meet Your Instructor
&

3. Key Terms You Need to Know

Chris Stevenson is an internationally recognized speaker and founder of The Empower Group. With a
background as a Power Ranger stuntman and over two decades of experience owning and operating top-
performing clubs, Chris is known for his high-energy, practical guidance. A frequent contributor to Athletic
Business Journal and a respected board and committee member, he’s passionate about helping leaders
elevate every aspect of operations — especially the ones that seem invisible until something goes wrong.

Net Promoter Score (NPS): A customer loyalty metric that gauges how likely members are to refer your club
Preventive Maintenance: Scheduled tasks aimed at preventing breakdowns and prolonging equipment life
Member Journey: The complete experience a member has across their time with your facility

Operational Standards: Documented expectations for cleanliness, upkeep, and accountability

4. Course Roadmap

Module No. Title Duration
1 Why Facility Upkeep is the Cornerstone of Member Experience 9 mins
2 Training Teams to Deliver Clean, Consistent Experiences 17 mins

3 Checklists, Staging and Tools to Elevate Facility Standards 14 mins
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5. Module Deep Dives

Module 1: Why Facility Upkeep is the Cornerstone of Member Experience

Overview: Discover how facilities influence member satisfaction and long-term loyalty.
Key Concepts:

* Member expectations around cleanliness have shifted post-COVID

*  You can’t out-nice a broken treadmill — poor upkeep silently drives attrition

e Clean clubs perform better financially

Action Exercise: Tour your facility through a new member’s eyes.
List five first impressions and identify potential friction points.

Module 2: Training Teams to Deliver Clean, Consistent Experiences

Overview: Learn how to create realistic, consistent expectations for your team.

Key Concepts:

» Staff-wide ownership is critical — everyone is responsible for the member experience
e Tailor protocols by space (locker room vs. weight floor vs. studio)

e Cleanliness is communicated through signage, tone, and visibility

Action Exercise: Break your club into zones and assign a “cleanliness captain” for each. Rotate monthly.

Module 3: Checklists, Staging and Tools to Elevate Facility Standards
Overview: Build systems that support action, accountability, and excellence.
Key Concepts:

« Empower employees with tools, training, and clarity

* Use signage that reinforces your culture and voice

e Audit regularly — protocols need to evolve with time and feedback

Action Exercise: Create a shared digital checklist for one area of your club and test its usability with frontline staff.
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6. Cheat Sheet / Quick-Reference Guide

Top Member Turn-0Offs:

* Dirty restrooms or locker rooms

e Broken or poorly maintained equipment
* Inconsistent or absent signage

e Staff inaction when issues are spotted

Retention-Boosting Operations Checklist:
» Daily: Spot checks, quick cleans, open communication channels, equipment wipe-downs
*  Weekly: Touch-up repairs, staff feedback sessions

e Monthly: Full facility walk-throughs, signage refresh, retrain protocols

Tone Setters:
* “Everyone cleans” culture
* Brand-aligned signage that teaches and empowers

* Reinforcement through praise and accountability
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7. Exercises & Practices

Facility Walkthrough Challenge

Goal: Evaluate your facility from a member’s perspective
Instructions: Walk through your club using a checklist.

Note emotional reactions, cleanliness gaps, and sensory experiences.
Protocol Reality Check

Goal: Align expectations with execution

Instructions: Shadow staff for one shift and log what gets done. Compare to your written protocols. Adjust as needed.

Monthly Audit System Builder
Goal: Implement scalable accountability

Instructions: Draft a rotating audit calendar with themed checklists
(e.g., “Cardio Area Clean Week,” “Locker Room Supplies Check”).

8. Next Steps & Call to Action
Congratulations! You’ve completed Facilities That Fuel Retention.
Keep the momentum going by:

e Building a club-wide culture of proactive care

e Updating your operational standards every quarter

* Auditing your spaces with fresh eyes and feedback



