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1. Welcome and Course Overview

What You’ll Learn

* How front-line service drives member loyalty, referrals and long-term retention

e Practical skills to make unforgettable first impressions and create authentic connections
* How to understand the member journey and anticipate needs before they’re voiced

¢ Communication strategies to enforce policies with grace and professionalism

* How to handle complaints, recover from service failures and “make it right”

* The power of feedback, NPS and knowing when to escalate or solve independently
Course Description

Front-line employees aren’t just gatekeepers — they are relationship builders, brand ambassadors, and key drivers of
member experience and retention. In this course, Ralph Rajs and Chris Stevenson reveal how small everyday interactions
— a greeting, a conversation, a problem solved — can powerfully influence satisfaction, loyalty and the emotional
connection members have with your club. Through real-life examples, roleplays and actionable service frameworks like
LEARN and Make It Right, this training equips fitness professionals to communicate confidently, respond with empathy,
anticipate member needs, and turn service challenges into loyalty-building moments.

2. Meet Your Instructors

Chris Stevenson is an internationally recognized speaker and founder of The Empower Group. With

a background as a former Power Ranger stuntman and over two decades of experience owning and
operating top-performing health clubs, Chris brings an energetic and practical approach to leadership,
communication, and customer engagement. He has spoken in over a dozen countries and across the
U.S., earning a reputation for delivering high-impact, actionable content. A published author and regular
columnist for Athletic Business Journal, Chris is deeply involved in the industry through board and
committee service. His dynamic presentations resonate across industries, from fitness to recreation,
leaving audiences inspired, empowered and equipped to take action.

Ralph Rajs is a passionate fitness industry leader known for driving growth, optimizing operations, and
building high-performing teams. He plays a key role in mentoring future professionals through the Club
Solutions Institute, launching in May 2025. With a sharp eye for trends and a strategic mindset, Ralph
excels at turning insights into results across fitness, esports, and consumer engagement. He’s also an
accomplished endurance athlete, having completed five Ironman races and 12 marathons — including
major events in New York, Chicago, and Washington, D.C.
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3. Key Terms You Need to Know

First Impression: The emotional and visual message delivered the moment a member enters the club.

Authentic Connection: Going beyond greetings to build genuine, human relationships with members.

Member Journey: The emotional, physical and logistical steps a member takes before entering and using the club.
Anticipatory Service: Recognizing and responding to member needs before they are explicitly stated.

LEARN Method: A structured 5-step approach to handling complaints: Listen, Empathize, Apologize, Resolve, Notify.
Service Recovery: Actions taken after a service failure to restore trust, experience, and loyalty.

Net Promoter Score (NPS): A feedback metric that measures member loyalty and advocacy.

4. Course Roadmap

Module No. Title Duration
1 Intro: Why Front-Line Service Matters 5 min
2 Making Great First Impressions 11 min
3 Creating Authentic Connections 8 min
4 Understanding the Member Journey 8 min
5 Anticipate Member Needs 6 min
6 Communicate with Confidence 7 min
7 Enforce Rules with Grace 10 min
8 Communicate Across Generations 5 min
9 Listen to Understand 8 min
10 Be a Great Teammate 6 min
1 Handle Complaints Using LEARN 7 min
12 Recover From Service Failures 7 min
13 Make It Right — Being Empowered 5 min

14 NPS and Handling Feedback 5 min
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5. Module Deep Dives

Module 1: Intro — Why Front-Line Service Matters

Overview: Explore how front-line staff play a critical role in shaping member perception,
emotional connection, and long-term loyalty — often before a single workout begins.

Key Concepts:

* Service is more than a transaction — it creates emotional connection and brand loyalty.

e Every interaction builds or breaks trust, even when it feels routine.

* Members remember how you made them feel long after they forget what you said.

Action Exercise: List three everyday interactions at your club (check-in, towel request, signage).
For each, identify how it could be improved to build greater emotional connection.

Module 2: Making Great First Impressions

Overview: Learn the science of first impressions — how your energy, body language
and greeting shape member sentiment from the moment they walk in.

Key Concepts:

* Smiles, names, eye contact and body language communicate more than words.
* First impressions confirm to members: “I made the right choice coming here.”
e Greeting should feel like a welcome, not a transaction.

Action Exercise: Practice the 5-Second Welcome: Smile, make eye contact, greet by name, stand tall, offer help.

Module 3: Create Authentic Connections

Overview: Discover how to go beyond friendly greetings and build real
relationships that foster loyalty, belonging, and community.

Key Concepts:

* Use names, personal details and follow-up questions to deepen connections.

* Introduce members to staff and to each other — you are the community builder.
e Treat every member as valued — not just regulars or the most outgoing.

Action Exercise: For one week, track how many member names you learn — and how many you use in conversation.
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5. Module Deep Dives Continued

Module 4: Understanding the Member Journey

Overview: Gain insight into the emotional, physical, and logistical barriers members
overcome on their path to the club — and how you can honor their effort.

Key Concepts:

* Members face confidence issues, time constraints, fears, and motivation challenges
* Recognizing their effort builds emotional validation and deepens loyalty.

* Your interaction may be the most uplifting one they have all day.

Action Exercise: Map the emotional journey of a new member’s first 10 days — from signup to first workout.

Module 5: Anticipate Member Needs

Overview: Learn how to pay attention to hints, signals and non-verbal cues to
provide proactive support and eliminate small frustrations.

Key Concepts:

* Look for confusion, hesitation or frustration — and step in before being asked.

* Anticipating needs turns adequate service into memorable service.

* Share recurring issues with leadership — your observations improve the system.
Action Exercise: Spend 10 minutes observing the check-in area. Note

three preventable friction points members might face.

Module 6: Communicate with Confidence

Overview: Develop confident communication skills that demonstrate professionalism,
credibility and trust — without needing to have all the answers.

Key Concepts:

e Confidence is a behavior — shown through tone, posture and clarity.

*  You don’t have to know everything — but you must respond with assurance and follow-up
* Practicing scenarios builds confidence and comfort.

Action Exercise: Roleplay three common member questions with a teammate
— practice body language, tone and confident responses.
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5. Module Deep Dives Continued

Module 7: Enforce Rules with Grace

Overview: Learn how to enforce policies respectfully — protecting member experience, not just policing the rules.
Key Concepts:

e Start with empathy and understanding before presenting the solution.

e Explain the why — especially how the policy protects safety, fairness and experience

* Enforce consistently to preserve credibility and trust.

Action Exercise: Rewrite a rule-based response (e.g., “You can’t do that”) into an empathetic, solution-focused statement.

Module 8: Communicate Across Generations

Overview: Explore how different age groups interpret tone, formality, communication
platforms and expectations — and how to adapt your style.

Key Concepts:

* Some members prefer casual, some formal — adapt, don’t assume.

e Begin interactions professionally, then gauge familiarity and comfort level.
e Language should be friendly, but always represent the brand.

Action Exercise: Rewrite the same greeting three ways: for a senior, a millennial, and a teenager.

Module 9: Listen to Understand

Overview: Go beyond hearing to active listening — creating space for members to feel heard, understood and valued.
Key Concepts:

e Listening builds trust, while interrupting breaks it instantly.

e Paraphrasing and clarifying demonstrate true understanding.

» Defusing emotions matters more than fixing the issue immediately.

Action Exercise: Practice “Reflect and Confirm” — listen to someone, paraphrase
what they said and confirm accuracy before responding.
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5. Module Deep Dives Continued

Module 10: Be a Great Teammate

Overview: Explore how great front-line service depends on teamwork — consistency, support and shared accountability.
Key Concepts:

* Members should see one team, not separate departments.

* Back up teammates during policy enforcement and support behind the scenes.

e Collaboration creates seamless service and a positive work culture.

Action Exercise: |dentify one routine task a teammate handles. Ask how you could help make it easier.

Module 11: Handle Complaints Using LEARN

Overview: Learn the LEARN method — a powerful framework for responding
calmly, empathetically and professionally to complaints.

Key Concepts:

* LEARN: Listen, Empathize, Apologize, Resolve, Notify.

* Validating emotions and experience is often the most important step.
e Structured complaint handling turns dissatisfaction into loyalty.

Action Exercise: Roleplay a member complaint using LEARN — focus on empathy and tone over speed.

Module 12: Recover From Service Failures

Overview: Master how to own mistakes, restore trust and turn a negative
situation into a positive relationship-building opportunity.

Key Concepts:

* Service failures are inevitable — recovery is optional.

* The goal is not perfection, but accountability, care and responsiveness.
* Going slightly above expectation helps rebuild trust and loyalty.

Action Exercise: Think of a recent service failure (real or fictional). How would
you recover differently using this module’s framework?
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5. Module Deep Dives Continued

Module 13: Make It Right — Being Empowered

Overview: Discover how empowered front-line staff can make small, timely decisions
that have a big impact on member satisfaction and retention.

Key Concepts:

« Staff should feel confident making reasonable decisions in the moment.

e Small gestures — a fee waiver, towel, or acknowledgment — can have major impact.
* Members value responsiveness, not policy perfection.

Action Exercise: List 5 small “Make It Right” gestures your team could offer without manager approval.

Module 14: NPS and Handling Feedback

Overview: Learn how to receive, interpret and respond to member feedback — and use it to improve service and loyalty.
Key Concepts:

* Feedback is a gift — especially when it’s critical.

* NPS helps identify promoters (fans) and detractors (at-risk members).

*  Your response to feedback determines loyalty more than the feedback itself.

Action Exercise: Collect one piece of informal feedback this week and share
it with your team — discuss how it could improve service.

6. Cheat Sheet / Quick-Reference Guide

Service Principles:
¢ Every interaction either builds or breaks trust.
¢ Service isn’t about information — it’s about connection.
e Confidence is a behavior, not a personality type.
¢ Enforce rules with empathy, not ego.
e Complaints are opportunities, not inconveniences.

Mistakes to Avoid:
e Saying “l don’t know” without adding “but |1 will find out.”
¢ Ignoring quiet members in favor of the outgoing ones.
¢ Enforcing policy with authority instead of understanding.
e Treating feedback as criticism instead of as a gift.
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7. Exercises & Practices

First Impressions Roleplay

Goal: Strengthen greeting skills and improve non-verbal communication.

LEARN Simulation

Goal: Build confidence handling complaints gracefully and professionally.

10 Random Acts of Service

Goal: Challenge staff to find 10 opportunities to proactively delight members in one shift.

8. Next Steps

Congratulations on completing Front Line Service Training for Fitness Professionals.
Move forward by:

* Hosting a team LEARN roleplay workshop.

* Reviewing two member interactions per week with your team.

* Identifying one service process that could be more proactive.

Remember:

Front-line staff don’t just work at your club — they shape your club. They are the
first impression, the lasting impression, and everything in between.



