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PHILOSOPHY

We’ve been very lucky.  While other fitness centres have shut down before their first year is over, we thrive.  This is all due to our staff, who uphold our philosophy:

We believe in fun.  We believe that, to be effective in a long-term sense, exercise has to be enjoyable.  It has to be creative.

We are the segue into a more healthy, active life.  That responsibility means introducing clients to new activities, making them comfortable with working out in any environment, and giving them attributes they can display with pride. 

We believe in hard work.  Our own hard work will be recognized by our clients and friends, and will encourage them to work harder in the face of challenge.  We believe in multi-joint exercise using body weight or free weights.  We believe exercise can happen anywhere, at any time.   We train movements, not muscles.

We believe in the long haul.  Continual progress is necessary for self-actualization; if you’re not moving ahead, you’re falling behind.  We set milestones and celebrate when they’re reached.  And then we reach further.

We don’t take ourselves too seriously.  We’re comfortable in our skills, and can joke about our weaknesses.  It’s always easier when you’re the best!

We believe that it’s just as important to train for a canoe trip as a triathlon.  Proper, smart preparedness increases the satisfaction derived from any activity, including mental preparation.

We believe in science.  We believe in ongoing education.  We’re committed to the peer review process, the application of cutting-edge science, the debunking of myths, and the benefits of active debate and discussion.

Above all, we believe in ourselves and our clients!


ADDRESS

WWW.321GOPROJECT.COM

Welcome to Team CROSSFIT X!  If you’ve made it this far, be proud; you’ve clearly established yourself as an outstanding member of the Fitness community. 

At CROSSFIT X, there are only a few simple rules of conduct, most of which are common sense; others will help you improve your relationship with clientele, other staff, and the outside world at large.  Some, whose purpose may not be obvious at first, will reveal their own benefits as you become more accustomed to the atmosphere of a highly-charged, fast-paced exercise environment.

On page two, you’ll see how we operate.  You’ll be given in-depth detail about each rule as you go along.  These are simple (but essential) things that separate CROSSFIT X from the rest of the herd; they’re not day-to-day maintenance, but rather insurance of a positive attitude and environment for clients, guests, and staff.  This stuff is not hard, though it will require some practice.

On page three, you’ll see the more mundane (but absolutely necessary) everyday rules of operation for CROSSFIT X facilities and staff.  They’re simple, and easy to remember if you practice them daily.  Miss one, though, or become routinely sloppy with them, and it hurts the entire atmosphere for everyone.

You’ll be given an employee review after your first month, your third month, and then semiannually from that point onward.  There’s a blank review attached, as well as some personal goal-setting sheets that you’ll go through as part of your orientation process.

As you’ll see in our philosophy, CROSSFIT X isn’t a facility; it’s a team approach to fitness, exercise, mobility, and health.  We’re very lucky to have the best Trainers, Nutritionists, Massage Therapists, and Physical Therapists available in ANYSTATE, USA.  Our network outside the physical facility includes a solid relationship with all chiropractors, physiotherapy clinics, doctors, and other health professionals; work hard to maintain and groom that relationship!

A Brief History of Everything

We have dozens of little quirks here at CROSSFIT X; some of them, you may find challenging; some of them, you may wonder at their logic.  However, rest assured that every single policy and idea in this book has been formed through extensive research, trial and error, and (often) painful experience.  

FITNESS TRAINING / COACHING is a flat market.  That means that, despite all our research, study, long hours and hard work, the client really only differentiates personal trainers according to one solitary factor: their relationship with the trainer.  That’s right: regardless of client progress, regardless of results gained from the training, or experience of the trainer, client retention is 90% dependent on the relationship of the trainer with the client.

It may be tough to remember to turn on the stereo system in the morning.  You may struggle to remember to pick up your client’s empty water cup after several hours of training in a row.  You may not want to write a nice postcard to the client you just met at 5pm on Friday afternoon.  You probably won’t feel like running to retrieve a dumbbell for a client.  But the client will never remember the last study you quoted her; she’ll remember you running to retrieve a dumbbell so she doesn’t have to stare at the walls while you’re moseying from room to room.

These lessons have been hard-won.  But without them, to the client at least, we’re just like everyone else.

No matter what else happens, we will never be outworked.  Never will a client leave CROSSFIT X for a competitor because we’re too lazy: this, above all, is the original sin.

New Team members – benefits and responsibilities

1. You will be provided with appropriate CROSSFIT X clothing – for COACHES, this means:

a) 2 CROSSFIT X collared shirts

b) 1 CROSSFIT X T-shirt

c) 1 CROSSFIT X hat

Trainers and other Team members are free to purchase more CROSSFIT X clothing at wholesale cost plus taxes at any time, and without restriction.  As a Team member, you are absolutely required, without exception, to meet CROSSFIT X's dress code requirements whenever leading a  group, training a client, at the front desk, or otherwise performing CROSSFIT X duties, including public speaking.  If you arrive for work without your uniform, you are REQUIRED to purchase clothing suitable for your duties that day.  

2. You will be provided with a comprehensive guide for your performance (this guide.)  You will be asked to initial the form at the end of this guide to acknowledge that you’ve read and you understand everything within.  As soon as you initial that form, you’re responsible for upholding the contents of this book 100%.

3.  You will have access to all CROSSFIT X Team members at the lowest cost possible – the Team member’s invoice rate.  When a Team member takes their time to provide you with a professional service, they deserve the same compensation they would receive from a client.  However, CROSSFIT X doesn’t have to make its share; we believe the long-term benefit of your health and exposure to other Team members is enough.  One note: please book appointments with other Team members at a time when they’re not normally busy to avoid inconveniencing CROSSFIT X clients.

4. You have a responsibility to CROSSFIT X and its clients to act in their best interests at all times.  CROSSFIT X has a responsibility to all Team members to act in the best interests of the group, to ensure that all continue to thrive.

Opening the Facility – First One In

1. Unlock entranceways.

2. Disable alarm system.

3. Open all doors in the facility.

4. Turn on all lights, including stairway, office, and restroom areas.

5. Turn on radio, set on ‘AUX’.

6. Boot computer.  Start GOTRADIO.com playing, OR

7. Choose an appropriate radio station from iTunes.

8. Check for cups, towels, or other messes.

9. Check schedules.

Closing the Facility – Last One Out

1. Pick up all cups and towels, even if they weren’t yours.

2. Ensure all plates are stacked and dumbbells on appropriate racks.

3. Turn off radio.

4. Turn off all lights, including washrooms, hallways, and offices.

5. Lock all doors.

6. Pack computer away properly.

7. Close batch on debit terminal.

8. Arm alarm system.

9. Lock office doors and entranceway doors.

How to Train a Client

Training a client successfully is much more than just showing up on time, smiling, and beating them into a sweaty pile.  Workouts have to be planned in advance and follow a logical progression.

There are 5 steps to client training at CROSSFIT X:

1. Book the client’s appointment

2. Write the program

3. Implement the program (with the client)

4. Receive payment

5. Make sure the client’s next visit is booked.

There are 5 steps to running a CrossFit Group at CROSSFIT X:

1. General warmup

2. Skill-specific work / strength work

3. SPP practice / build up to load

4. METCON

5. Discussion and stretching

Answering the Phone

1. Smile on the phone.

2. Answer with, “Good morning (or afternoon), CROSSFIT X, Chris speaking.” 

3. As soon as the caller identifies themselves, use their first name as you speak.

4. When passing on the telephone to another staff member, make sure you’re able to identify the caller and/or reason for calling.

Taking Phone Messages

Live

1. Record clearly the person’s first and last names.

2. Record their phone number.

3. Read the phone number back to the person.

4. Write the time of their call beside their name on the whiteboard.

5. Notify the recipient as soon as they’re available.

Recorded

1. Record clearly the person’s first and last names on the whiteboard.

2. Record the phone number on the whiteboard.

3. Briefly paraphrase the reason for the call.

4. Write the time of the call beside the name on the whiteboard.

5. Notify the recipient as soon as they’re available.

Taking Cancellations

1. If before 8am, ask the client if they’d like to reschedule right then.

2. If after 8am, politely remind the client of the cancellation policy.

3. Ask the client if they’d like to rebook at that time.

4. Process the cancellation in the calendar of the staff member.

5. Note the time of cancellation in the timebook of the staff member.

6. Note the cancellation on the whiteboard under the staff member’s name.

7. If the cancellation is the first client of the day for a staff member, or the first after a long break, notify the staff member via phone if possible.

Responding to phone messages

1. Call back within 4 hours of receipt of the call.

2. Leave a message noting the time of your call if the person is unavailable.

Booking Appointments Online

1. Go to BOOKING SOFTWARE (there will be a shortcut on the desktop.

2. [INCLUDE STAFF TRAINING MANUAL FROM BOOKING / BILLING SOFTWARE AS 'APPENDIX A'.]

Booking Consultations

A consultation is for first-time clients or clients who have been away from the CROSSFIT X facility for more than 3 months.  

1. Schedule an appointment with the Case Manager:

[USE ONLINE SCHEDULING INSTRUCTIONS]

2. Select ‘Free First-Time Goal-Setting Session.”

3. Choose an appropriate and convenient time for the client to meet the Case Manager.

4. Complete the information section: name spelled correctly, phone number, and email address.

5. Confirm the appointment by repeating the information back to the client.

Signing Clients In For Groups

CROSSFIT X offers a very wide variety of groups times; clients may sign themselves into groups manually or using their swipe card upon entry.

Following the workout, review names on the WODBoard to ensure that everyone has been entered AND BILLED for the workout.

Cancelling Appointment – Trainers and Therapists

1. Discuss the case with the Head Trainer, Case Manager, or General Manager.

2. Except in an emergency, appointments with clients must be cancelled at least 24 hours before they are to occur.   YOU ARE REQUIRED TO PROVIDE YOUR CLIENTS WITH AS MUCH NOTICE AS POSSIBLE.  Clients cancelled with less than 24 hours’ notice are to be placed with another Trainer at their same appointed time slot.  After that appointment, the next appointment (and choice of Trainer) is completely at the client’s discretion.  

3. Before making contact with the client, ensure that a few alternatives are available on your schedule.  If there are none, coordinate with the Head Trainer and other Personal Trainers to find a replacement before contacting the client.

4. Apologize for the mistake, and then suggest alternatives without delay.

5. Prepare, in full detail, workout programs and all other relevant materials for the client.

6. Take the replacement Trainer through the workout.   The delivery of the program, and the full understanding of the client, is still the responsibility of the trainer cancelling the program; make sure your replacement is 100% clear on instructions!

7. On the next appointment with the client, apologize again and ask if they were satisfied with the replacement and/or schedule change.

Cancelling Appointments – EMERGENCY SITUATIONS

1. Notify the Head Trainer or Case Manager as early as possible.

2. Call the clients personally, or make sure that the Head Trainer or Case Manager is prepared to do so.  Provide names and phone numbers.

3. If time permits, print out the last workout given to the client, and suggest updates to the Trainer taking your spot.

4. On the next appointment with the client, apologize again and ask if they were satisfied with the replacement and/or schedule changes.

Cancelling Appointments – Client

1. It is CROSSFIT X's policy that cancellations must be made by 8am on the day of the appointment, or are subject to full billing.  This must be made clear at the time of the initial consultation.

2. Mistakes happen.  At the Head Trainer’s discretion, clients may be issued a warning the first time they cancel late.  Sample script: “Thanks for the call.  I won’t charge you for the session since this is the first time you’ve cancelled, but I’d like to remind you that our policy IS to charge full rate for sessions cancelled after 8am.  Please call before 8am next time to avoid a charge.”

3. In some serious situations, the Head Trainer may waive the fee (drastic circumstances, not including personal illness.)

Background on cancellation policy:

Most Personal Training facilities operate on a 24-hour no-cancellation policy, and rigidly enforce it.  Their argument is that the client OWNS the time slot, and therefore it’s their responsibility to arrive on time (or at all.)  We realize that, to maintain a positive, humanistic relationship with clients, we need to be flexible; hence the 8am cancellation policy.

Essentially, by 8am , if you’re sick, you’ll know it.  If your child is staying home sick, you’ll know it by 8am (but you may not know it the night before!)  If you’re snowed under, you’ll know it by 8am, etc.

Performing Consultations (Case Manager)

1. Be ready 10 minutes before the consultation is to begin.

2. Greet the client at the door, and invite them into the office area.

3. Start with the client’s background and goals; listen patiently, asking prompting questions, until the client is absolutely finished.

4. Clearly delineate goals on the client’s intake form; make thorough notes.

5. Segue into the ‘Health History’ Questionnaire and personal inventory sheets.

6. Offer the client a tour before suggesting possible paths to achieve success.

7. Present the client with various options to help them succeed.

a) personal training

b) CROSSFIT membership

c) nutritionist/physiotherapist

d) other groups

8. Complete the ‘suggested options’ checklist.

9. Book the client an appointment with the appropriate trainer to complete their physical assessment (see: booking appointments.)

10. Immediately following the departure of the client, fill out and mail a Welcome postcard (eg “You’re On Your Way Up!”) personalized with a message from the trainer to the client.  Check the top right-hand corner of the ‘Health History Form’ when this has been completed.

11. Create a file comprising:

a) health history/personal inventory

b) goals sheet

c) suggested options checklist

d) other client data

First Visit:

1. Testing – use CAT TESTING GUIDE (ATTACHED)

2. Introduce the client to the Nutritionist (if indicated) or other staff member(s).

Fifth visit: Using the last 10 minutes of the client’s workout, have the client review their progress with the Case Manager using the ‘Progress Tracking’ worksheet.  

Non-Competition During Contract

By contract, you are required not to compete with CROSSFIT X while under contract.  As a general rule, you may NOT provide any service to anyone, paid or unpaid, for which CROSSFIT X would normally charge a rate.

This includes:

1. Workout programs

2. Diets

3. In-depth advice

4. Advice transcribed to paper

5. Copies of programs issued to other clients

6. Training to groups

7. Public speaking in a non-CROSSFIT X role; engagements should first be vetted by the Case Manager.

There are several reasons why providing services outside CROSSFIT X is a poor idea:

1. You’re not insured.

2. You have no recourse for collecting payment.

3. Your income is subject to audit.

4. Once you start, you can’t stop.

5. You have no recourse for late cancellations.

6. Bad feelings between Trainer and client.

Unprofessional relationship between Trainer and client.

Checking and Responding to Email

1. If you’re using the computer, check the CROSSFIT X email account every hour (minimum).

2. Respond to every email using the CROSSFIT X email account.  DO NOT use your own account to communicate with clients or other staff members for anything to do with CROSSFIT X.  This way, you have a tracking system for all your communications in case of dispute.

3. If you read an email intended for another trainer, flag the email for follow-up using the ‘Flag Message’ option at the top of the email text.

a) Write a note for the trainer on their section of whiteboard.

4. Respond to emails immediately; do NOT procrastinate.  If you lack information, flag the message for follow-up and find the information as quickly as possible.  

a) Respond to your own email within 3 hours of receipt.  If necessary, respond that you are waiting on information before providing a full response.  However, send an email acknowledging receipt of the client’s email.

Ordering Shirts, Supplements

CROSSFIT X carries its own line of apparel (shirts, hats) and its own line of nutritional supplements, as well as some basic logo items (bottles).

It is the responsibility of the Marketing Manager to maintain the stock levels of supplements, logo items, and apparel.  However, a client may occasionally desire a size or style that’s out of stock.

In that instance, use the Order Sheet found in the main office.  

1. Enter the name of the item, including size (as necessary).

2. Enter the ordering client’s name, including phone number, under ‘Customer.’

3. Enter the date the order was taken.

4. Check the ‘Paid?’ box when the client has paid for the item.

5. When the product arrives, the Marketing Manager will fulfill the request.

STAFF PURCHASES

Staff are entitled to purchase goods and services at CROSSFIT X's cost.  That includes services from other Team members, as applicable.

SUPPLEMENTS

Staff may purchase supplements at wholesale cost.  The staff member should inquire from the General Manager before purchase.

Purchase of supplements are subject to TAXES.    However, purchases of supplements by staff members count toward applicable revenue targets.

CLOTHING

CROSSFIT X Team members are supplied with clothing, as determined by position.  However, if they wish to purchase additional clothing for variety (and to avoid laundry), they may do so at CROSSFIT X's costs.  Those costs are:

1. Collared shirts for Trainers - $29

2. T-Shirts - $15

3. Hats - $8

Both are subject to TAXES.  They MUST be entered into BILLING SOFTWARE at time of purchase, though they may be placed on account.  They may also count toward revenue targets, as applicable.

STAFF-STAFF SERVICES

Being fit and athletic, Trainers and other staff may occasionally require the services of the Team Massage Therapist or Physiotherapist or Nutritionist, or another Team member.  CROSSFIT X highly recommends periodically training with other Trainers (outside of Study Group) to continually progress in your Training skills.  Since we all benefit indirectly, CROSSFIT X requires only that the Team member using the service pay the Team member providing the service at their own session rate.  For instance, when using the services of another Contractor, the Team member would pay the normal rate paid by CROSSFIT X to that contractor.  When using the services of a Team member who’s leasing space from CROSSFIT X, their normal rates apply, as do TAXES.

Any transactions are to be handled between Team members.  If the CROSSFIT X debit machine is used, then the full CROSSFIT X rate is to be charged, plus any applicable taxes.

Examples: Mary wants to get Physio from Bill, the Team physiotherapist.  Normally, CROSSFIT X would charge $45 for this service, and Bill would invoice CROSSFIT X $25.  In this case, Mary would pay Bill $25 in cash or cheque.  If Mary uses the CROSSFIT X debit machine, the full $45 rate applies (plus TAXES).

Another example: Bill wants to use Mary’s Massage Therapist skills to relieve lower back tightness.  Since Mary is not a subcontractor but a lessee, her full rate applies, plus taxes.  Bill may pay in any method he chooses.

Entering sales into BILLING SOFTWARE

[INCLUDE RELEVANT SECTIONS OF SOFTWARE USER'S GUIDE AS APPENDIX B.]

Performing a One-On-One Personal Training Session

1. Before the session begins, make sure your work area is ready:

a) weights required are available in your space;

b) your space is tidy;

c) water is available to the client.

d) Coordinate workout space needed with other trainers.

2. Be ready to greet the client 15 minutes before the scheduled start time, unless catering to another client immediately beforehand.

3. Administer a brief warmup.  During the warmup period:

a) maintain a friendly banter;

b) get water, towel, and program for client;

c) if necessary, check phone messages on whiteboard.

4. Administer program.

5. Stretch and review program with client as necessary.

6. With 2 minutes remaining in the hour, finish the workout and begin tidying the space to make sure it’s ready for the next trainer/client:

a) sweep up chalk;

b) remove all water cups and towels;

c) return plates, bars, and dumbbells to proper space;

d) move belts and bands to the correct space.

e) Mop up sweat.

7. Greet the next client and begin their warmup.

Performing a CROSSFIT Training Session

1. Before the session begins, make sure your work area is ready:

a. weights required are available in your space;

b. your space is tidy;

c. water is available to the group.;

d. Coordinate workout space needed with other trainers.

2. Administer a brief warmup.  During the warmup period:

a. maintain a friendly banter;

b. get water, towel, and program for group.

3. Administer program.

4. Stretch and review program with group as necessary.

5. With 2 minutes remaining in the hour, finish the workout and begin tidying the space to make sure it’s ready for the next trainer/client:

a. sweep up chalk;

b. remove all water cups and towels;

c. return ALL plates, bars, and dumbbells to proper space;

d. move belts and bands to the correct space.

e. Mop up sweat.

6. Greet the next client and begin their warmup.

Writing A Training Program

1. Familiarize yourself with the client.  Establish ‘Point A’, using the client’s historical workouts, periodization plan, or physical assessment, depending on how new the client is.

2. Establish the timeframe for which the program is to be utilized.  As a rule of thumb, consider the performance criteria a client should be able to meet at the end of the program you are about to write.

3. Work backward from the short-term criteria you expect the client to meet as a result of this mesocycle.  Which exercises will get them there?

4. Consider like clients in similar stages of progress.

5. Tailor for individual needs first, and then:

6. Tailor for individual preferences.

THE CRITICAL LIST

These logical rules are what makes CROSSFIT X different from every gym, personal training facility, and other fitness facility around.  These rules are really what make us successful, and are a big part of the reason we’re constantly growing while many others in our field falter.

1.   Do What You Say You Will Do.

2. 10-foot rule.

3. When retrieving something, run.

4. Don’t present a problem without a proposed solution.

5. Call Back within 4 Hours.

6. The Answer is Always Yes.

7. Carry In, Carry Out.

8. Back Office appropriate behaviour

9. Front Office appropriate behaviour

10. Cleaning Schedule

11. Booking Consultations

12. Simply Accounting

13. Group Signup Procedure

14. Selling Tshirts and Supplements

15. Garbage locations and responsibilities

16. Smile on the phone.

17. See it from the client’s perspective first.

18. If you can’t put forth your best effort, don’t do it.

19. Create an environment.

THE ESSENTIAL LIST

These things are rules that should be automatic, but may be hard to remember during a busy period.  Nevertheless, they are just as important Saturday night as Monday morning.  While clients will never complain about any of the things below, they are a huge part of a potential client’s decision to return, and also affect your relationship with other staff and the Management Team.

1. Keep your area clean.  Replace all equipment at the end of a session.  Place cups, towels, etc. in the proper location.  At the end of the day, the facility should be 100% ready for the first client of the next day.

2. Do your accounting entries before you leave for the day.  This will help avoid confusion (and cost) at bookkeeping time.

3. After every consultation, fill our a ‘You’re On Your Way Up!’ postcard, and mail it THAT DAY.

4. At the start of your shift:

a. Turn on all lights.

b. Turn on sound system.

c. Turn on promotional DVD in TV.

5. At the end of your shift:

a. Close the batch.

b. Turn off lights.

c. Turn off (or down) air exchange system.

d. Set alarm.

e. Take your lunch and workout gear with you.

f. Lock ALL doors.

Staff Evaluation Procedures
Staff evaluations will take place after the first month, the third month, and quarterly during the first year.  After the first year, the contract should be reviewed with the contractor a minimum of every 6 months, even if there aren’t any issues that are unsatisfactory.  Evaluations will be made point-by-point, according to contract. 

A sample evaluation (contract review) is below.

Contract Review

Contract Terms with Evaluation of Contractor Performance 

1. Scout, enrol clients, prepare and implement individualized training strategies for them. 


2. Scope, prepare and execute group-training sessions within or outside CROSSFIT X's training premises based on market demands for group training.


3. Invoice clients, collect monies and write receipts to clients.


4. Assist in the booking of clients by answering phone calls coming to CROSSFIT X phone line, including messages coming by fax.


5. Assist in maintaining, cleaning, and re-supplying consumables for the facility. 


6. Attend bi-monthly sessions for the review of each client’s case with the President. Such sessions will not receive direct or indirect compensation. 


CROSSFIT X  Standards of Care and Behaviour with Evaluation of Contractor Performance

1. CROSSFIT X  expects you to arrive on location for training sessions and be ready for it at least 15 minutes before the scheduled time of any session. In the case of consecutive sessions we expect you to commence the session absolutely on time for the second session.


2. Unless in case of emergencies, no cell phone conversation, phone conversation, visit by friends or chitchats with third parties are allowed during a training session or around a client.


3. All training protocols should be laid out at least 15 minutes prior to a session.


4. If a client arrives to a session prior to the scheduled appointment is ready and you are free, your responsibility is to begin the session before the scheduled time for the period of one hour or half an hour, whichever is agreed.


5. CROSSFIT X  expects you not to make public or private statements, remarks, gestures or engage in any form of behaviour that may offend or antagonize anyone associated with Catalyst.


6. If you must cancel a session because of illness or force major, you must first contact Catalyst as quickly as possible to give CROSSFIT X  sufficient time to find a substitute trainer or cancel the training session, depending on the client’s wishes. 

7. You will endeavour to keep the facilities and equipment clean after usage. 


8. You must maintain a dress code such as directed by the president. 


9. You must process all communications with clients, other staff members, and the public at large through official CROSSFIT X  channels, including email, phone, and fax.


Comments by Supervisor:

Comments by contractor:

I’ve read the CROSSFIT X Team Manual, and agree to do my absolute best at living up to the high standard that CROSSFIT X requires.  I know to bring questions to my direct supervisor, and help others make the right decisions as required.

Name

Position

Date

