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Membership Scales Management Masterclass

Instructor: Bill McBride — Co-Founder, President & CEO of Active Wellness; Owner, BMC3 Consulting

1. Welcome and Course Overview

What You’ll Learn

* How to hire, onboard, and develop high-performing membership sales professionals

* The full membership enrollment experience — from prospecting to invitation to orientation

e The power of behavioral coaching, trust-based communication, and buyer psychology

* How to create a membership sales experience that “sells itself” — without pressure or persuasion
¢ Performance management frameworks using metrics, pacing, coaching models, and accountability
* Leadership strategies for building culture, standards, trust, and long-term results

Course Description

This course provides a complete blueprint for building and leading a high-performing membership sales operation —
rooted in behavioral coaching, relationship-building, buyer psychology, culture and strategic leadership. Led by Bill
McBride, one of the fitness industry’s most respected executives, this masterclass goes beyond traditional sales training.
You’ll learn how to design the entire member journey — how to hire for traits, train with intentionality, communicate
with empathy, manage performance with accountability, and lead through culture and standards. Enrollment becomes

a natural outcome — not a pressured transaction — when your team learns how to connect, listen, diagnose, and offer
solutions tailored to each prospect’s goals, emotions, and motivation.

2. Meet Your Instructor

Bill McBride is a widely respected health club industry executive with over 30 years of experience

leading commercial fitness, medical wellness, community, and corporate fitness operations. He is the
Co-Founder, President & CEO of Active Wellness, LLC, and owner of BMC3, a boutique consulting and
coaching firm specializing in business strategy, leadership, and operational excellence. He has served as
Chairman of the IHRSA Board of Directors, President of MACMA, and Industry Advisor for ACE, MWA, and
Medical Fitness Network. Bill is also a frequent keynote speaker, leadership coach, and industry educator,
helping fitness leaders worldwide strengthen performance, organizational culture, and member value.
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3. Key Terms You Need to Know

Enrollment Conversation: A guided, trust-based dialogue designed to help prospects align
their needs with your solutions and naturally accept a membership invitation.

Pacing: Measuring real-time progress against goal at key points of the month (e.g., 40% of goal at 50% of the month).
Five Performance Drivers: Key causes of performance issues: Goals, Training, Relationships, Distractions, Motivation.
Behavioral Coaching: Coaching that focuses on values, habits, mindset, and communication—not just skill training.

Values vs. Performance Matrix: A framework for coaching, repositioning, rewarding,
or exiting team members based on value alignment and contribution.

Buyer-Friendly Language: Terms that reduce resistance (“membership agreement” vs. “contract”; “invite” vs. “sell”).

Reset Meeting: A mid-month meeting that realigns strategies, analyzes
gaps, and activates action planning—not punishment.

Name-Based Guest Passes: Referral passes customized with names for
stronger emotional connection and higher usage rates.

4. Course Roadmap

Module No. Title Duration
1 Human Connection Over Transactions 10 min
2 Culture, Leadership & Team Mindset Shift 19 min
3 Time Management & Covey’s Seven Habits 10 min
4 Building Your Ideal Membership Sales Team 22 min
5 Onboarding That Sticks 14 min
6 Designing Experiences That Sell Themselves 22 min
7 The Enrollment Process 18 min
8 Solving, Not Selling 16 min
9 The Language of Trust 7 min
10 Performance Management 24 min
1 Coaching with Metrics & Accountability 7 min
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5. Module Deep Dives

Module 1: Human Connection Over Transactions

Overview: Explore why authentic human connection, listening, emotional support, and
consultative sales are the foundation of modern enrollment success.

Key Concepts:

¢ Human, emotional interaction cannot be automated

* Enrollment is a guided experience—not persuasion

*  When trust and usefulness intersect, enrollment becomes natural

Action Exercise: Analyze your current tour script and identify two places where connection can replace persuasion.

Module 2: Leadership, Culture & Mindset

Overview: Learn why culture is defined by what leaders tolerate—not what they say—and how leadership drives results.
Key Concepts:

* Managers must be stewards of culture and professionalism

* Leaders serve both organizational goals and team needs

e Trust, fairness, and consistency become behavioral standards

Action Exercise: List three cultural behaviors you must enforce—not just encourage.

Module 3: Time Management & Covey’s Seven Habits

Overview: Learn why Quadrant Il tasks—planning, relationships, and
development—drive long-term leadership effectiveness.

Key Concepts:

* Habit 5: Seek first to understand

e High-impact work is proactive, not reactive

e Schedule time for preparation and relationship-building

Action Exercise: Identify one Quadrant Il practice to add to weekly rituals.
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5. Module Deep Dives Continued

Module 4: Building Your Ideal Membership Sales Team

Overview: Hiring for traits—not just skills—is the foundation of building a high-performing sales team.
Key Concepts:

e Warmth, resilience, and integrity cannot be trained

e Hire for behavioral traits and values alignment

* Use team-based interviews to avoid “halo effect” hires

Action Exercise: Write 3 behavioral interview questions to reveal resilience.

Module 5: Onboarding That Sticks

Overview: Intentional onboarding builds confidence, clarity, alignhment, and early wins for new team members.
Key Concepts:

*  “Tell, show, involve” is the best training method

e Early exposure to CRM, culture, and expectations matters

* Programs must be understood—not just memorized

Action Exercise: Design a 2-week onboarding checklist for new sales hires.

Module 6: Designing Experiences That Sell Themselves

Overview: The membership tour should create emotional alignment, identity resonance, and desire—not pressure.
Key Concepts:

* People behave how environments guide them

* Sell based on buyer preferences—not salesperson style

* Small behavior tweaks lead to major results

Action Exercise: Redesign one step of your tour using choice-based questions.
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5. Module Deep Dives Continued

Module 7: Enrollment Process: Guided Conversations

Overview: Learn how to guide the prospect step-by-step—from discovery to invitation—and let silence do the work.
Key Concepts:

* Enrollment is a consultative conversation, not a pitch

e Timing matters: introduce solutions when interest peaks

* Invitation language closes naturally

Action Exercise: Map your six-step enrollment sequence.

Module 8: Solving, Not Selling

Overview: Shift from transactional selling to relational solving for long-term trust and lifetime value.
Key Concepts:

* Be their “friend in fitness” by connecting on life, not price

* Introduce programs early to increase awareness

* Name-based referrals outperform generic passes

Action Exercise: Create a name-based referral invitation.

Module 9: The Language of Trust

Overview: How tone, posture, body language, and phrasing reduce resistance and build connection.
Key Concepts:

e Everything communicates—even silence

* Replace high-pressure phrasing with language of safety and value

e Mirror emotions—not sales scripts

Action Exercise: Rewrite “sales language” into “invitation language.”
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5. Module Deep Dives Continued

Module 10: Performance Management

Overview: Diagnose before prescribing—use the five performance drivers and GE leadership matrix.
Key Concepts:

* Performance gaps have identifiable causes

* Coaching styles align with root cause

* Values vs. Performance determines retention or repositioning

Action Exercise: Place three team members into the GE matrix.

Module 11: Coaching with Metrics & Accountability

Overview: Learn how pacing reports, CRM data, and reset meetings create accountability and improvement.
Key Concepts:

*  What gets measured improves

* Reset meetings drive clarity, commitment, and culture

e Al and CRM support—not replace—the human process

Action Exercise: Design your next mid-month pacing reset meeting.

6. Cheat Sheet / Quick-Reference Guide

Top Strategies:
¢ Always diagnose performance issues before correcting behavior
¢ Use buyer-friendly language to reduce resistance
e Coach based on values and behaviors—not numbers alone
e Track pacing at mid-month and lead reset meetings regularly

Common Mistakes to Avoid:
¢ Hiring for skill instead of traits
¢ Ignoring cultural impact of low-value/high-performance employees
¢ Using sales language instead of conversation language
¢ Waiting until the last week to address low performance
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6. Cheat Sheet / Quick-Reference Guide Continued

Key Metrics to Track:
Metric Why It Matters
Show Rate Predicts trust and experience quality
Enrollment Conversion Measures real sales effectiveness
Referral Volume Indicates relationship-building strength
Pacing by Mid-Month Signals performance trajectory
Assessment Scheduling Drives long-term retention success

7. Exercises & Practices

Hiring Trait Builder
Goal: Improve hiring criteria

Instructions: List 5 traits you will now hire for—not skills.

Enrollment Script Audit
Goal: Improve experience quality

Instructions: Convert 3 transactional phrases into trust-building phrases.

GE Matrix Assessment
Goal: Diagnose team positioning

Instructions: Place four team members into the quadrant model.

Reset Meeting Design
Goal: Build accountability systems

Instructions: Create your club’s monthly pacing reset agenda.
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8. Next Steps

Congratulations! You’ve completed the Membership Sales Management Masterclass.
Now put these strategies into practice by:

* Designing your own membership experience flow

* Leading reset meetings to create a performance culture

e Coaching based on behaviors—not just outcomes

e Hiring and training based on traits, standards, and values

Remember — great sales teams don’t sell memberships.
They solve problems, build relationships, and change lives.



