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BURNOUT...
MYTH or REALITY?

By Norm Cates, Jr.

Is burnout a myth or a re-
ality? What are the symptoms of
burnout? What solutions are avail-
able for one who is suffering from
burnout?

Webster's Dictionary de-
fines burnout as: “Physical or emo-
tional exhaustion, especially as a
result of long term stress.”

Here is what come club

PATRICIA BRENNAN LAUS
- Owner - The Atlantic Club,
Wall, New Jersey, Patricia be-
lieves that YES, burnout is a real-
ity. Both she and her staff have
dealt with it.

- Symptoms: Pat consulted with
her staff and they have described
the symptoms of burnout as: bore-
dom, negativity, lack of enthusi-
asm and ambition, low patience,
fatique, short tempered, lower

work quality, forgetfulness and
chronic complaining.
- Solutions: Dcw:lop a vision,

improved self-development, take
time out to play, take some time
off, exercise, talk to your man-
ager. Patricia’s Atlantic Club is
one of America’s most successful
clubs. Her personal suggestion to
remedy burnout would be: “de-
velop a new hobby and attend an
exciting Atlantic Club party to
make some new friends. She says:
“Mosl importantly, it’s all about
working toward balance in your
life!”

BRUCE HENDIN -
Owner - Seven locations called

Clubs of San Antonio.(Texas)
Bruce says: YES, burnout is a re-
ality. Both he and some of his
employees have had to deal with
it. (Bruce has been in the club
business for 20 years)

- Symptoms: Going through the
motions. Checking the clock. No
enthusiasm. No goals. Inability
to function.

- Solutions: Take time off. Re-
assess goals. Look for new rea-
sons o stay in present position.
Feel better about yourself. Try
never to be content. Always strive
for new heights. Take pride in

RAcquethall and Fitness  what you accomplish and make

someone else proud of you.

BOB PROVOST, SR. -
Owner - Greenville Racquet and
Fitness Club, Greenville, S.C. Bob
says: Yes, burnout is a reality. Both
Bob and members of his staff have
had to deal with burnout.

- Symptoms: A strong desire to
NOT be in the club (a) After 6 p.m.
daily. (b) Not to be in the club on
weekends. (c) Also, a “we-them”
staff-member mentality.

- Solutions: Re-involvement with
positive, active members of the
club, i.e. focus on positives, not

How To Produce A Grand Opening
For Plenty Of Fun and Profits

By Patrick and
Marie O’Flaherty

The Amarillo Athletic
Club in Amarillo, Texas, (an IHRSA
member club) had a blockbuster
Grand Opening of its 9,000 square-
foot club addition, selling 156 new
membershipsin one day! The Ama-
rillo Athletic Club is owned by
Roland Rebele and co-managed by
Patrick and Marie O’Flaherty, the
principals of Classic Club Manage-

ment, Inc. The Grand Opening ac-
tion is described below.

EXTENSIVE ADVERTISING
DIDN'T COST A FORTUNE

Thc advertising cam-
paign included radio, newspaper,
two big name fitness people
brought in for the one day event:
Anthony Clark, The World’s
Strongest Man and John Parillo,
America’s bodybuilding and nu-
trition expert. We also used 12
billboards, had a PR tour with
Anthony Clark the day prior fo the
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event, sent a direct mailer to mem-
bership highlighting a one-month
referral incentive for each friend
referred on that day only, sent a
direct mailer to prospective mem-
bers who had been in the club be-
fore, placed announcements in the
club newsletter, ordered 12 spe-
cially made posters featuring the
photos of the big names - 4 were
displayed in the club and 8 were
displayed in the community; dis-
played a huge (50' X 4') banner
on the building announcing the
Grand Reopening, passed out fly-
ers in the community and posted
flyers throught the club.

RADIO time was ob-
tained by membership tradeouts
with 5 local radio stations with the
ads starting two weeks prior to the
event. Each radio station included
a different format (i.e. oldies,
country, etc.). Ad schedules var-
ied from 10-15 spots per day per
station. The radio total was
$16,800, all in trade. We also had
a live radio station remote broad-

cast worth $2,000, also done on
trade.

NEWSPAPER included

four quarter-page ads the week
prior to the event. The cost was
$2,425.

(See Grand Opening page 11)

Amarillo Athletic Club Grand Opening
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THE INSIDER SPEAKS
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IHRSA MANDATE!

By Norm Cates, Jr.

The IRSA member clubs
were recently asked once again to
vote on a name change for the As-
sociation. 942 clubs voted YES to
ratify the IRSA Board's decision to
change the name by adding the word
HEALTH. The new name, INTER-
NATIONALHEALTH, RACQUET

AND SPORTSCLUB ASSOCIA-
TION (IHRSA) was overwhelm-
ingly approved by 90% of the
1,051 voters.

This MANDATE should
unify the IHRSA membership as
the 90% - YES vote is an appro-
priate level of approval for a ma-
jor decision of this nature. Previ-
ously, the name "Exercere” had re-
ceived only 60% of the vote, even
though the IRSA leadership had

waged an all out Exercere pro-
motional campaign. The close-
ness of the vote on Exercere and
the objections of many long time
IRSA members pursuaded the
IRSA leaders to drop the Latin
name, Exercere, for a simple
modification of the name by
adding the word HEALTH.
Several good things happened
when that decision was made:
(1) The Association expanded its

membership prospecting world sig-
nificantly by signaling that IHRSA
includes HEALTH, RACQUET
AND SPORTSCLUBS. (2) The
Association retained the old name
equity, since the new name will be
pronounced phonetically the same
as IRSA. Many had argued that the
IRSA name equity built up in the
world marketplace should not be
lost. (3) The Association now has
aname that is more descriptive than

cither IRSA or Exercere were. (4)
The Association will be UNIFIED
by this move instead of split into
two separate opposing camps as
was happening due to the choice
of Exercere.

The IHRSA leaders and
members are to be congratulated
as they have chosen a name which
should serve the Association well
for decades to come.

Is Health Care Reform

By Steve Wild

I_J‘ike many others, | lis-
tened with great interest to the views
CX rm-cda& |hc 0 n Forum at 1his

lrovcrslal name changc seems fo be
a symptom of a much larger issue:
namely health care reform.
Positioning for health care
reform was a pervasive theme

throughout the convention. Pre-
sumably, the idea behind the name
"Exercere" is to better position IRSA
for a meaningful role in the new
health care system. Not being privy
to all the information, 1do not have
a definitive position. |do, however,
have some very real concerns about
being part of any new health care
system.

+ Can Federal Legislation Change
Individual Human Behavior?

J ohn Mc Carthy believes
that capitation (an equal tax levied
on all citizens) will cause signifi-
cantly more people to exercise than
do now. According to John, what
are now revenues (under a fee for
service system) will become costs
to the health care system. Accord-
ingly, the system will have a reason
to keep people healthy, and exer-
cise will supposedly play a key role.
I disagree. Government has repeat-
edly demonstrated its total inability
to deliver goods and services effi-
ciently. If the school system is any
indication, capitation will only in-
crease government bureaucracy and

waste. (1)

What Is The History of Small
Business Interaction With The
Government And Insurance
Companies?

Amplc evidence exists

m m-ru:rlcu sown rcccnt a.hl lu hn-

ment agencies and 1 !nsuraru:e com-
panies. Pharmacists handling
Medicare and Medicaid probably
had the same discussion in the
1960’s that IRSA members are
having now. Why not look at their
experiences ? | am reasonably cer-
tain most pharmacists would not
choose the Medicare/Medicaid
route again if given the chance.
Chicago pharmacist, Sheldon
Weiner can cite numerous cash
flow horror stories, often waiting
120 days for his Medicare/Medic-
aid reimbursements. The same is
true for auto body owner Arnold
Harvey. Body shop prices have
been artificially depressed for years
by large insurance companies.

Is Being a “Low Cost Health
Care Provider” Congruous
With The Club Industry?

Ken Dychtwald and
others seemed to emphasize the
concept of cost as it would relate
to potential involvement with the
new health care system. Low price
appears to be paramount in com-
peting for health care contracts. In
essence, clubs would become “low
cost purveyors of health care.”

In economic terms, clubs
would shift the nature of demand
for their goods and services from

The Right Direction For IHRSA?

an inherently inelastic luxury
good to a highly elastic, or price
sensitive, commodity. Presum-
ably, the exchange would be
volume. In other words, club
owners would exchange a few
luxury good customers for many
commodity good customers at a
lower price. Once again, the
that government can stimulate
individual behavior.

Being a “Low Cost Health
Care Provider” Will
Substantially Increase
The Power of Customers

I( members can be a
problem in today's environment,
just imagine how difficult it will
be when a handful of customers
can put a club out of business.
In the health care future that
Dychtwald describes, there will
be a handful of very powerful
alliances making up a substan-
tial portion of a club’s revenue
stream. In Michael Porter’s (2)
terminology, being involved
with health care would vastly
increase the power of the cus-
tomer.

(1) The U.S. spends
more than any other country on
education, with disastrous re-
sults. Less than half of the
money spent actually gets to the
class room.

(2) A Harvard Business
School professor that has writ-
ten extensively about the com-
position of industry.

(See Health Care page 11)

BEIIOIpRr S This letter is in-rcs-pnnse to the letter submitted to the IRSA Board

May 23, 1994

John McCarthy

Executive Director - IRSA
253 Summer St.

Boston, Ma. 02201

Dear John,

about hospital based fitness centers by Kim Fuller. Mr. Fuller has
presented some interesting and factual information about non-profit
classifications. However, the question at issue is: do we, as an As-
sociation, want to be in the health care business; or do we want to be
in the exercise business; or do we want to be in the recreation busi-
ness; or do we want to be a leader in the industry and represent all
these?

IRSA was formed as an Association for tennis and racquetball clubs
in 1981. Since then, it has expanded its membership to include a
variety of types and sizes of athletic, health and fitness clubs. This
part of the industry is going through a major transition period. Iam
convinced that for the club industry to survive and grow in the fu-
ture, it must align itself with the health care system as health care
providers.

There have been many articles written and much rescarch done on
the role of health/fitness clubs in health care reform. The one com-
mon factor that always comes up is the relationship of the clubs to
the health care system (hospitals, medical clinics, rehab centers, cic.).
As the Executive Director of WAC that currently represents 38 clubs
in Colorado, New Mexico and Wyoming, we have chosen to work
with the health care system, not against it. We not only support
memberships for hospital-based fitness centers, but encourage IRSA
to actively pursue it.

More than likely this entire issue will become irrelevant as most, if
not all, hospitals will lose their 501 (c)3 status within the next three
years due to pressure from the IRS. Please feel free to contact me if
you have any questions about WAC's position on the issue.

Yours for better health,
Patrick Pine

Executive Director

Western Association of Clubs

Copyright © 1994 CLUB INSIDER, INC. All rights reserved. Material may not be copied in whole or in part in any form whatsoever.
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* NORM'S NOTES *

LYNNE BRICK has
opened her third Women’s Health and
Fitness center in Silver Springs,
Maryland. Lynne is an internation-
ally acclaimed aerobics and fitness
expert whose clubs in the Baltimore
area have been recognized as being
tops in their area. Lynne and husband,
VICTOR BRICK, are sharp - dedi-
cated quality club operators who are
a credit to the club industry. Lynne
also has produced a dozen highly
acclaimed exercise videos and has
her own line of home fitness prod-
ucts, Lynne and Victor can be
reached at (410) 622-7774.

CRAIG PEPIN-DONAT,
formerly the President of New York
Health and Racquet Club, has re-
signed and moved to California to
join Mark Mastrov’s 24 Hour Nauti-
lus chain of clubs. From the looks
of the Press Release sent out by
KEVIN SAGAFI, the CEO of New
York Health and Racquet Club, Craig
will be missed. However, Sagafi has
indicated that he has no plans at

BETTY SACKS is the Di-
rector of Club Services for the gigan-
tic and terrific EAST BANK CLUB
in Chicago. If you have not seen this
club, then you have not seen what
truly is the MOTHER of all multi-
purpose clubs on this entire
PLANET! 400,000 square feet with
everything under the sun for the
members. The EAST BANK CLUB
is the Title Sponsor of the 3rd An-
nual TRAILS-TO-SAILS BIKE-A-
THON which benefits Scleroderma
research. Scleroderma means liter-
ally- “hard skin” - it is not just a skin
disease. (It is an autoimmune disor-
der that attacks the body’s connec-
tive tissues, causing hardening of the
skin and internal organs. This disease
affects more than 300,000 victims in
the U.S, alone, primarily women of
childbearing age. Currently, almost
70% of those with the most serious
form of the disease die from kidney,
heart or lung failure within seven
years of diagnosis.) The Bike-A-
Thon will take place on Saturday,
September 10, 1994 in Chicago. To
enter, call: (312) 923-0155.

TOM LYNEIS and ED
WILLIAMS of CLUB SPORTS IN-
TERNATIONAL tell me they have
recently opened two new deals: (1)
The SPA at South Coast Plaza, in
Costa Mesa, California-a 17,000s.f.
“pampering place” which is as el-
egant and well appointed as they get.
The finish cost was $4 million, put-

ting the finish cost at $235 per
square foot ! (2) The new Illinois
Center Golf Course - 31 acres in
downtown Chicago - a Dye de-
signed course which is Club
Sport’s first foray into the golf-
ing world.

SPENCER
GARRETT of the Pierpont
Racquet Club in Ventura, Cali-
fornia, has succeeded once more
in cracking me up with a note he
sent recently with a $99 sub-
scription check. The note read:
“Norm - I've come to my senses
realizing I could not live(or func-
tion) without the benefit of The
CLUB INSIDER. I had been
paying $20 per issue for second
hand copies, so $99 is a bargain
foran original.” Spencer played
a significant role in the recent
name change brouhaha at [IRSA.
After the Open Forum, Spencer,
an IRSA Board Member, sent
out a questionnaire to IRSA
members to obtain a greater un-
derstanding of their feelings on

the proposed name change to
: . The information re- financing of a major expansion/

ceived by Spencer was instru-
mental in the decision not to
change the name to Exercere.

JOHN Q. aka John
Quatrocei, one of Atlanta’s long
time club operators who owns
WORKOUT AMERICA, re-
cently went into a deal with a
club called UNSQUASHABLE
USA which was intended to pro-
vide the new operator, AL RAZI
with a fitness component to go
into his 52,000 square-foot club
building. RAZI is renovating the
club formerly known as
Sportslife. The deal didn’t work
and John Q’s financial involve-
ment and operation has been
pulled out. Razi says that the new
club is now open and his equip-
ment will be delivered this week.

ED PITTS, the
Founder, Editor and Co-Pub-
lisher of FITNESS MANAGE-
MENT MAGAZINE, is angry
about the flyer that his nearest
compelitor is using to attract ad-
vertisers. The CLUB INDUS-
TRY people have represented to
advertisers that FITNESS MAN-
AGEMENT is not presenting
vital management information
for health and fitness facility op-
erators, citing such articles as the
June FITNESS MANAGE-
MENT articles on (1) Body-
building Light: Workouts (2) 50

Nifty Facts about Your Muscles
and Strength Training (3) Facts of
Friction in Exercise. Ed Pitts
writes;” When a flyer like this
reaches your desk, it not only
wastes your time and insults your
intelligence, but corrodes the
bonds of credibility that help us
do business in the fitness indus-
try. “ Pitts continues: “ My hope
is that you will tell the next CLUB
INDUSTRY representative who
calls that you don’t appreciate re-
ceiving misleading promotions
and that you don’t want to see the
marketing information you get
from ad representatives degener-
ate into the slinging of fabricated
mud.* [wonder what CLUB IN-
DUSTRY Publisher, Tom Mor-
gan, had to say to Pitts about the
letter which was sent to club ven-
dors and suppliers nationwide 7

SUBSCRIBERS of The
CLUB INSIDER apparently be-
lieve in what we are doing here.
Two good examples of that are:
(1) Recently when dealing with a
bank lending committee for the

remodeling of his Saw Mill River
Club, Curt Beusman was asked by
the bankers to describe how his
club was different from the Bally
Health Clubs. Curt explained
some things to the banker and then
he decided that the best way to fill
the bankers in was to give them
copies of the CLUB INSIDER
coverage on Bally. (2) One of our
subscribers is purchasing a sub-
scription for his State’s Office of
Consumer Affairs. He says that
he thinks it will help educate the
Consumer Affairs people about
the activities of Bally.

I've cut NORM'S
NOTES short this month to use
the space to give you a Summary
Report from our Six Month Sub-
scriber Satisfaction Survey, so
here tis:

CLUB INSIDER
SATISFACTION
SURVEY RESULTS

*OVERALL IMPRESSION OF
ALL RESPONDENTS:

Rating: EXCELLENT - 6 (40%),
5 (35%), 4 (15%), 3 (10%). 2
(0%), 1 -AWFUL (0%).

«JOB OF RESPONDENTS
OWNERS 40%

GM'’s 509%

OTHER 10%
*AVERAGE TENURE OF
RESPONDENTS -13.6 YEARS

Here are some of the
comments of the respondents:

Question # 1 - What did you like
most about The CLUB INSIDER?

- Honesty

- Fresh approach/tell it like it
is?

- Very refreshing and not re-
hashed B.S. from other publica-
tions.

- Personal stories of owners.

- Your candor.

- Variety of news/just the
facts/"down-home™ straight talk.

- The candid commentary.

- Red Lerille’s Club Case
Study and club profiles.

- Honest - in depth articles -
more than scratch the surface.

Question-#3
least?

- Feature articles too long.

- Too opinionated

- The self-aggrandizement of
contributing writers.

- All the information about
Bally's problems.

- What did you like

~Question #4 - What changes
would you like to see made to the
publication?

- More editorial.

- Continue to focus on Bally's
and other “SPA-BOYS” to expose
questionable practices.

- Soften the overall presenta-
tion.

- Continue to focus on differ-
cnl clubs,

- More exchange of promo
ideas and reports on what other
people are doing to make the in-
dustry more professional, appeal-
ing, etc.

- Much less personal opinion
from the publisher/editor! Report
information as it occurs, not as you
perceive it! Opinions disqualify the
facts.

- More information on what
the regionals are doing. What other
Associations are there? What are
they doing?

Question #5 - What would you like
to see covered that we didn’t re-
port?

- Sales aids.

- Expense ratios.

- Innovative retention.

- More on non-profit issue.

- Equipment information.

- More West Coast informa-
tion.

- Wellness programs. Insur-
ance affiliations.

OTHER COMMENTS/
SUGGESTIONS:

- Norm - Keep up the great-

work!

- Norm, | think your paper is
one of the best publications in the
industry.

- Focus on burnout in the in-
dustry - how 10 revive managers
and owners.

- It’s hard to start a new publi-
cation and most of your subscrib-

(See Norm's Notes page 8)
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Attacking Hidden Expenses

based on the club’s actual unem-

By Rick Caro ployment experience.
A new businessis given
a high rate on both its state and

T federal unemployment insurance.

he ideal place to save For example, a new club may be five years of a business or if there  volvement and refused to sign the
on club expenses is the category payingacombined 5% of its pay-  are several claims of well paid written warning form. Three other
where all of the benefits flow to the  roll. As each year passes, the state  former employees for long peri- employees were also issued writ-
bottom line and where the member  evaluates the dollars contributed ods of unemployment wages. ten warnings and signed them. All
never sees any change in the club’s  to the unemployment insurance  This could mean a .5% -1% in- three implicated the first em-

operation. Part | dealt with the “bank” versus the dollars paidout ~ crease. [f thatis multiplied by the  ployee, the purchaser of the al- Caro
state-mandated Workers” Compen-  to former club employeeesby the  club’s entire payroll, the increase  cohol and the distributor of the club “off the books.”
sation Insurance issues. This sec- state for their unemployment may be $2,500-$5,000; foralarge drinks. This same employee The key to success at a
tion will address another such hid- claims. Ifthere isa favorable bal- ~ club, it could mean $4,000-88,000  called in “sick™; the next day af- hearing is proper preparation. The
den expense. ance of excess premiums paid in, or more. This may seem insig- ter the warning meeting. Yet, in club needs to provide a complete
the club will receive a lower rate  nificant, but any savings can fall the middle of what would have personnel file on the former em-
UNEMPLOYMENT for the following year; an unfa- right to a club’s bottom line this  been her8 - hour shift, she showed ployee with copies available for the
INSURANCE " vorable rate will create a rate in=  year and may create a lower base  up at the club to work out. hearing. Ideally, the club should
creasc. for future years. Second, she was now have a written personnel policy
A!I clubs are subject to The importance of this It would seem obvious confronted the following day with  manual and each employee should

state and federal unemployment in-  calculation is there can be awide  that all clubs should contest any another written warning for her sign the front page indicating
surance rates. These are calculated  fluctuation, especially in the first claim by a former employee that  newestoffense. She refused again  he(she) had received it and was re-
seems unwarranted. Yet, few of to accept either as the truth and sponsible for its contents. This
these illegitimate claims are pro-  was immediately terminated for signed sheet should be kept in the

Y @ - : tested by clubs and protested ef-  cause. employee file folder. The person-

i 7. A IA. fectively. Instead, the cluballows The next steps are gen- nel policy manual should enumer-

I e ! the former employce to take ad-  erally procedural. The local un- ate all of the club’s policies. It

o> =< vantage of the club. However, employment office sends a form  should list some — but not neces-
SERVICE PROGRAMS what may be worse is that the club  asking for data on wages over the  sarily all —of the behaviors which

has created a standard for other preceding 26,39 or 52 weeks, the  are unacceptable and subject to im-
employees to follow when they reasons for termination or resig- mediate termination for cause. In

might Jeave the club. nation and whether the club would __these cases, no wriltcnwamingarc
- “"hire the person back if an open-  required.
THE INCIDENT ing was available. In this case, Other written evidence

this was a full-time employee who  should be assembled for the hear-
lx club employee

had over $26,000 in wages and ing. The notarized affidavits of
leaves the club while on duty and  would never be hired back. eyewitnesses, the written chits at
goes to a liquor store to buy a For whatever reason, the  the cafe for the bloody marys, the
quartof vodka. Shereturnstothe  club had no further communica- name of the vodka brand, the

& club and offers bloody mary tion and thought the matter was  stacked up plastic cups still on the
Electl‘nnln Funds “'anste,‘ drinks to both members and work-  resolved appropriately. However, former employee’s desk found the
ing club staff. She signs for 18 several weeks passed before the  next day, a copy of the liquor li-
tomato juices at the club cafe. club received notification thatthis ~ cense, the time cards of that em-
This action creates a series of vio-  former employee was collecting  ployee, any photographs (includ-
lations of the club’s personnel $250 per week each week since ing her working out on a “sick”
policy manual and —more impor-  she was terminated. Obviously, day), etc.

tantly—a violation of the state’s  this was charged against the club’s There was a range of staff

(Per Monthly Deb]t) liquor law as the club only hada  account and would affect its fa- andclub members who could serve

wine and beer license. Dispens-  vorable unemployment insurance ~ as witnesses in the hearing — gen-

Payments electronicauy debited &Cash ing alcoholic beverages isacrimi-  rate. eral manager, her direct supefrfvi,%;r
. nal offense and could result in the (department head), other staff who

transferred dlreCtIy toYouraccount! club’s losing its current liquor li- UNEMPLOYMENT wc:c violators who accepted the
cense. Also, no insurance com- HEARING drinks, club members who were

PLUS pany provides coverage for clubs T given the bloody marys, the club’s

who break the law. So, ifany club he club requested a owner, etc. Since many of these

Payment book and EFT processing

member or staff member getsinto  hearing in writing, since no oral were not able to attend a hearing
an automobile accident and request would be honored. Since during a day with little advance

CALL NOW' blames the club, the club’s insur-  the club wanted to bring several notice, the burden generally falls
. ance company will deny cover- people, the initial hearing dates on the senior staff and other cur-

1 800 233 8483 age. Consequently, theclub’sen-  were changed to accommodate  rent employees. Each should im-
tire assets will then be exposed.  employee schedules. Then, the mediately jot down his(her) recol-
This sounds like a formeremployee received delays. lection of all aspects of the incident.

Gary P|per or Jefry MGTCBI’ simple situation where the em-  The end result was that theactual  They should be asked lots of ques-

ployee should be terminated and  hearing occurred 4 1/2 months tions to help them refresh their

== = immediately ruled ineligible for after the termination. By that memory on what happened before,
Amllateu Accantanca cnrpnratlun any unemployment benefits. This  point, the ex-employee had re-  during and after the incident, how
was not the case. ceived almost $5,000 from the did it happen, who was there,

PHOFESSDNA'L HECE]VABLES MANAGEMENT First. the club utilized its  state. This was even more frus- where did it occur and what was

mentoring mentality by only writ-  trating to the club when it learned  their role. Honesty and complete-

113 ! »
AAC... We're Here To Work ing up the employee with a warn-  that she had been workingall dur-  ness are crucial.

_ - ing. The employee denied her in- ing this period for another local (See Caro page 8)
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Impeccably tailored solutions.

heckfree Corporation gives you a sophisticated, first-class club
management solution. We take the lime to investigate the needs of
your club up front, paying attention to the finest details. Then, we
create the solution that best suits your tastes. Our well-rounded
systems. consisting of RCM2000-The Club Manager software, hardware, EFT
services-or any combination-enable us to deliver the perfect solution.

Targeted EFT Solutions  We recommend practical, reliable and
cost-efficient EFT processing for tangible results: increased member retention,
improved cash [low, lower billing costs and lower delinquency rates. The results
are just as tangible as the solution.

Unmatched Club Management Systems Forget aboul the
headaches ol manually tracking club activity or struggling to get what you really
wanl out of your system. Instead, rely on the comprehensiveness of RCM2000-The
Club Manager for membership database maintenance, marketing management,
membership accounting and usage tracking. Not only will you get the

control you want, but your members will get a better-run work-out facility.

¢

CORPORATION

Dependable Support  Just as important as our solutions is our solid
support and meticulous service. We have the leading experts in system
development and Lechnical support ready to wait on you.
Checkfree is the leader in club management. helping
over 1,500 facilities to more efficiently and profitably
manage their operations. These clubs get a custom-
designed system al a reasonable price.
Why spend
another minute
operating your
club with a
piece-meal
approach? Treat
yoursell to
Checkfree’s
made-to-order
solutions.

1-800-242-9522

- ]

RCM Division

Checkfree Corporation is an IRSA Vanguard member and proud sponsor of the IRSA Institute.
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Making Money In Rehabilitation

By Joe Cirulli

I have always believed
the health club environment was
ideal for the development of a reha-
bilitation center. At the same time,
I knew nothing about creating one.
There were dozens of physical
therapy clinics in our area and | as-
sumed they were good at what they
did. It wasn’t until I suffered a se-
vere knee injury that I found the dis-
parity between what [ thought was
done inside a clinic and what actu-
ally took place. Inno way do 1 mean
to discredit the physical therapy oc-
cupation ( 1 have five great thera-
pists who work in my clinics), but

)

SPRINGFIELD CORPORATION

WHOLESALE DISTRIBUTOR OF INSTITUTIONAL LINEN

what I learned was that strength
training was such a small compo-
nent of traditional rehabilitation.
Active rehabilitation, like we
practice in our clinics, has not re-
ally been emphasized in most
schools of physical therapy. My
beliefs were that strength training
WAS rehabilitation. 1 also
thought that combining a total fit-
ness regime with specialized
training for an injured person was
ideal.

After my ACL recon-
struction, | started laying out my
plans to have my own physical
therapy center. It was not until [
became involved with the Univer-
sity of Florida research of MedX
Medical Machines that I really
saw the light. Based on the re-
sults of these studies, | opened

QUALITY
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out of your. ...
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at
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up a small rehabilitation center in
my co-ed facility. I still knew
nothing about the business, but |
knew one thing: | had machines
and programs that could get
people better, [ could have added
physical therapy through a vari-
ety of ways, 1 could have let a
physical therapist rent space in my
facility or | could have become a
partner with one. Instead, I chose
to take another, riskier route.

When | feel something is
right, | have no problem with a
READY-FIRE-AIM approach. |
knew this was the right thing to
do, Ifigured that as | went along,
I would learn the business of re-
habilitation.

After six years, | have
learned quite a bit about health
care and physical therapy, but |
still have a lot to learn. If you are
thinking of adding sports medi-
cine to your health club, [ will
give you the benefit of my expe-
rience. The saying goes “Success
comes from good judgment, good
judgment comes from experience
and experience comes from bad
judgment.” When possible, use
other people’s bad judgment as
stepping Stones 1o your Success.
The following are some important
points you need to know before
you open your rehabilitation cen-
ter.

pnes o you

10 STEPS TO
REHAB PROFITS

‘ ‘ ¢ have determined

there are 10 steps to developing a
rehab clinic inside a fitness cen-
ter. As you go through these 10
steps you will notice there is vir-
tually no overlap between the two
businesses. This is critical to un-
derstand. The health club is the
perfect environment for institut-
ing physical therapy but it has be
designed as a totally separate en-
tity. Asa scparate entity, it has to
have its own strategy, marketing
and operational plan.

Here are the 10 Steps:

(1) Evaluate the market

(2) Hire appropriate staff

(3) Develop a business plan

(4) Choose a name, logo licenses
and permits

(5) Develop policies and proce-
dures

(6) Determine the design of your
facility and purchase equipment
and supplics

(7) Learn the billing process

(8) Develop your marketing plan
(9) Apply for provider numbers
(10)Learn the lingo.

Although all ten steps
are critical, steps three and eight
are the most important. You can’t
even begin a rehab center if you
don’t have a physical therapist or
chiropractor staff. Physical thera-
pists are available, but you have
to find one who has a philosophy
similar to your own. If you are
contemplating adding rchabilita-
tion to your facility, you obvi-
ously view physical therapy as
active. not passive. As | stated
carlier, you will want a therapist
who believes in an active rehabili-
tation program, also. Those thera-
pists who do believe in exercise
are probably already working out
in your Center, but be prepared for
some negativity as they may see
you as a threat. | experienced this
for a number of years. | can say
that the local therapists were not
excited about my entry into the
field. I have heard Arthur Jones,
the inventor of Nautilus and
MedX, state that there are five
sleps a business or a person goes
through when they introduce
something new to the market-
place. First, people will ignore
you and hope thal you go away.

they ridicule your idea. Third,
when you are still there, they be-
gin to attack you personally.
Fourth, they copy you and finally,
they say it was their idea in the
first place. So, be prepared once
you launch your new enterprise.

There are other avenues
available when searching for a
therapist. You can advertise in
your local newspaper or in the
classified section of a larger city
near your center. You can give a
scholarship to a PT student with 2
contract for employment once
they graduate. We estimate it
takes about six months lead time
to find a Physical Therapist. Find
one with good people skills as this
person will help you develop the
rest of your staff,

CHIROPRACTOR PLUSES
AND MINUSES

If you elect to team up
with a chiropractor, there are
pluses and minuses.

The pluses are:

(1) They are more available;

(2) They may be more business
oriented;

(3) They may be more exercise
oriented;

(4) You can promote directly to
the general public for
referrals.

Cirulli

The big minus in general
is, the traditional medical commu-
nity has not embraced chiropractic
practice. This attitude is slowly
changing and many chiropractors
have found that adding exercise to
their program has helped to make
them more credible.

In step #8, developing
your marketing plan isn’t so simple
as to put together an advertising
campaign or contacling businesses
for referrals. You're continually
blasted with the term Health Care
reform. You may not be aware that

Changes arc occurring at an alarm-
ing rate.

Once you have a Physical
Therapist or Chiropractor ready for
referrals, you have to have a source
for those referrals: physicians, in-
surance companics,corporations,
emergency medical centers and at-
torneys.

It’s not that simple. You
have to become familiar with the
big insurance networks in your area
and work to become a provider
(member) of those networks.

This is where the true
value of having a rchab center in
your health club comes into play.
Our therapy programs are not just
a temporary solution to overcom-
ing an orthopaedic injury. We deal
with lifestyle changes as our pro-
gram encompasses strength train-
ing, cardiovascular conditioning
and nutritional guidance. We offer
step-down programs to keep a per-
son healthy once we gel them
healthy. The insurance companies
and physicians embrace this atti-
tude. If you believe strongly
enough in what we can offer, the
process of adding physical therapy
will be an exciting challenge.

The other cight steps are
more procedural and require time
and effort. If you'll call me at
(904)373-2116, 1I'll send you the

(See Cirulli page 7)

‘is constantly taking place: "
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Finally, Club Industry Standards

By Neil Sol, PhD.

Clubs have a responsi-
bility to provide quality professional
services to its membership. In the
past, however, this quality service
has not been defined. In fact, the
nature of services provided to a
club’s membership was reflective of
the management's commitment to
quality as no operational reference
criteria existed. Clubs were on their
own. There was no established pro-
fessional view of how clubs should
conduct their business. Typically,
the conscientious management team
studied a variety of written re-
sources, attended professional meet-
ings, and applied the best intent on
providing a sound and safe experi-
ence for its membership. It ap-
peared, however, that only some
clubs would make this effort. Oth-
ers would not and as a result, their
members found themselves exercis-
ing in other than optimal facilities.

In the recent few years the
ACSM and IRSA has taken

proactive steps to establish coa-
lesced guidelines that can serve
as the reference for the operation
of a quality club. Created by club
and health and fitness experts and
reviewed and critiqued by indus-
try professionals, these standards
and guidelines represent the first
effort to standardize the club in-
dustry and expand the credibility
and importance of our industry.
Compiled from referenced and
researched information, standards
and guidelines now exist on per-
sonnel qualifications, safety, pro-
grams, and facility and equip-
ment. These documents offer
clubs an opportunity to comply
with a minimally accepted stan-
dard of operations and exceed that
minimal level if so desired.
These industry stan-
dards can serve as a criterion to
measure to which clubs can be
compared in an effort to accredit
an individual club or health and
fitness center. “Accredited” will
suggest to the public that a given
facility operates and provides a
standard of care that is accepted
as the finestin the industry. With

«Cirulli

continued from page 6

ten steps in more detail.
After six years of being

To
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CALL
1-800-
700-2120

the questionable practices that dot
the history of the club industry and
in an environment where the pur-
chasing public is knowledgeable
about issues in health and fitness,
these standards will serve to el-
evate our industry and serve as an
excellent marketing and sales tool.
This country is looking for preven-
tive health leadership provided by
respected facilities. Already by
these standards are steps to further-
ing our respectability.

The hospital and health
care industry participates in rigor-
ous “accreditation. “ Hospitals
who do not comply with accepted
standards of care do not receive
accreditation and thereby cannot
practice medicine. Since clubs are
in the allied health care business,
it is my opinion that accomplish-
ing an accepted level of care is as
important as it is for hospitals.
Within the new health care reform,
there is a strong possibility that
preventive services, such as those
provided at clubs, will be insur-
ance reimbursed. Preventive pro-
grams have not readily been reim-
bursed in the past because third

intimately involved in the field of
rehabilitation, | am now more en-
thusiastic than ever. | have seen
the changes we have made in
people’s lives and the impact we
have made in our community.
With effort and determination,
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I’'m sure you can produce the same
results. Good luck ! (Joe Cirulli’s
two clubs have over 20,000 mem-
bers with daily traffic in excess of
3,600! His rehab center grosses
over $1 million/year.)

WET SACKS

* For solled

clothes

PLASTIC
BAGS

with handles

IMPRINTABLES

« Water bottles, tags,
pro shop bags, etc.

. all us!

party carriers had difficulty dis-
cerning who was a quality and
qualified provider. In compari-
son, insurance reimbursement for
hospitals was rarely an issue be-
cause the accreditation verified
that hospitals were qualified pro-
viders. They practiced accepted
standards of care. Clubs may fall
into an analogous situation. If a
club receives accreditation, then
it may serve lo approve that club
as a preventive health provider
and thereby qualify it for third
party reimbursement. The crite-
ria for accreditation may be ei-
ther that of IRSA or ACSM stan-
dards and guidelines.

As a club manager, it is
incumbent upon you to comply
with industry standards. It is
good for your members and it is
gnud for your business.

Sol

(Neil Sol, PhD., is the
President of Health Vantage, Inc. a
Houston, Texas club consulting
firm. Neil may be reached at (713)
494-5550.)

PV Succers Tack

SERVICE PROGRAMS

MONTHLY
BILLING

~ (BY COUPON BOOK)

TWO BUCKS

Payment Coupon Payments
Processed for Two Bucks
...or LESS!

CALL NOW!
1-800-233-8483
Gary Piper or Jerry Mercer

Affiliated Acceptance Corporation
PROFESSIONAL RECEIVABLES MANAGEMENT

AAC...“We're Here To Work”
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continued from page 4
DYNAMICS OF
THE HEARING

The judge who administers
the hearing is often a civil servant
who is not a lawyer nor trained as a
judge. The judge may simply be a
50 or 60 year-old who attended
some classes on the rules of a hear-
ing and the basis of eligibility for
unemployment benefits. Often, the
hearing is limited to one hour. Each
person takes an oath and a tape re-
corder is used. It is typically in a
small room- rarely a court room —
in an old government building.

The club is not required to
bring its lawyer along and spend
substantial dollars in preparation
and hearing time. Rather, the club
should designate a top person in the

organization (owner, general
manager, director of human re-
sources, controller) to take the
lead. Often, the judge will grant
much more flexiblity in how the
evidence is presented, the man-
ner of questioning and how the
witness can be led, the inclusion
of non-essential information and
even, hearsay. Each side can
cross-examine the other’s wit-
nesses. Generally, the only wit-
ness for the ex-employee is that
person. He(she) may bring a law-
yer, but only if it seems cost ef-
fective.

The hearing’s results
were not sent for another 3 weeks
after the hearing and the ex-em-
ployee continued to collect unem-
ployment wages. The decision
was granted in favor of the club.
The

employee was ordered to reim-
burse the state, and the state had
to garnish her wages(10% per
week).

The state never cor-
rected the club’s unemployment
account even after this favorable
decision. In fact, the club re-
ceived an .8% increase in its rates
or a proposed $5,600 additional
payment for the following year.
After a series of three letters over
five months, the account was
clarified.

The actual preparation
time was 2 1/2 hours, the hear-
ing lasted one hour and the pa-
perwork another one hour cumu-
latively. This resulted ina$1,200
return per hour expended. Not
bad since this could have been a
compounded cost going forward
if not contested.

Many clubs have had
actual terminations due to proven
employee theft, an employee hit-
ting a child in the nursery, drug
abuse and selling drugs on the
club premises, damage to club
property and repeated no-shows
for member appointments costing
the club considerable revenue.
Many clubs have chosen not to
fight the unemployment process
because it seemed too unwicldy
and there was such a strong bias
toward the employee.

Perhaps, the unemploy-
ment situation should be re-
thought by the club. Philosophi-
cally, the club deserves to win
and does not want o create a cli-
mate for other non-qualifiers to
follow. Practically, it deserves
to win and the time and effort in-
volved are not substantial.

(Rick Caro is President of
Managment Vision, Inc., a consult-
ing company to clubs and an ac-
knowledged expertin club finances,
operations, valuations and sales.
Management Vision, Inc. can be
contacted at (800) 778-4411.
Editor s Note: Last month and this
month, Rick Caro has contributed
two excellent articles on ATTACK-
ING HIDDEN EXPENSES - Part |
& II. The information he has
shared with our readers is very
valuable in terms of the long range
money and problem saving for club
owners. Rick Caro is probably the
most informed expert on club busi-
ness finance in the world today.
The CLUB INSIDER thanks Rick
for his contribution of this and
other excellent articles to The
CLUB INSIDER!)

Norm's Notes

continued from page 3

ers realize this and your effort to
improve is appreciated.
- Continue the way you're

SERVICE PROGRAMS

Saccm Thack

Electronic Funds Transfer
(CHECKING—SAVINGS)

(Per Payment Processed)

PLUS
Payment Book and Credit
Card Processing

CALL NOW!
1-800-233-8483
Gary Piper or Jerry Mercer

Atfiliated Acceptance Corporation
PROFESSIONAL RECEIVABLES MANAGEMENT

AAC...“We're Here To Work”

going. Get more “scoops.”
- Thank you Norm, for all of
your insights.

IN SUMMARY - | hear
you folks! I think there was a lot
of excellent input provided to me

by you all and | appreciate your
help and support. My objective is
to utilize your input on the Six
Month Satisfaction Survey to
make The CLUB INSIDER bet-
ter. My hope is that each of you
will give consideration to contrib-

uting articles on issues and ideas
that are close to your heart. What
you know and experience is what
this publication is all about and
your willingness to share will help
everyone in the industry. Thanks
for your support!

Your team will:

match.

Seminar #1.
The Roles of Management

FAUST MANAGEMENT CORPORATION is now offering a
series of seminars OPEN TO THE CLUB INDUSTRY! These semi-
nars will present the best business and management knowledge in a
clubindustry framework. Presented by Gerry Faust and Will Phillips
these seminars are designed for you and your Management Team
whether that's 2 or 10 people!

and

the Styles of Managers!

Thursday, November 10, 1994
San Diego, California

+Learn the 4 essential roles of management.
*Define and clarify their job in terms of the 4 management roles.
*Define and clarify their personal style of management.

*Explore the strengths and weaknesses in how their job and style

+Learn the 4 essential tools for problem solving.

(619) 536-7970 Phone

FOR MORE COMPLETE INFORMATION CONTACT:

Barbara Garringer

Faust Management Corporation
10085 Carroll Canyon Road, Suite 210

San Diego, CA 92131

(619) 536-7976 Fax
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What if you were
able to open 100
locations overnight ...

...locations that meet
or exceed the quality
of your own club?

Do you suppose your increased clout would
make it easier to attract new members?

Do you suppose your existing membership would
enjoy the added convenience of multiple locations?

Sound like wishful thinking?

We have the solution!
Call today:
1/800-698-8887

Dominate your marketplace
with exclusive rights in your area.
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...Burnout

continued from cover

negatives of the business.

RED LERILLE - Owner -
Red Lerille’s Health and Racquet
Club, Lafayette, La. Red Lerille has
been in business in the same loca-
tion for 32 years now and has built
and expanded his club to over
120,000 square feet on 15 acres.
Red’s club’s annual revenues are $6
million. Red says: “Yes, he be-
lieves burnout is a reality for a lot
of people in the club and other busi-
nesses as well. But, he adds, it has
never happened to him and it never
will.

- Symptoms: People lose interest
in what they are doing. They lose
their excitement. A lot of guys kind
of forget about the members and
begin to operate on a higher level.

“|"GASH FOR
CONTRACTS

| v No Credit Checks
¢ No Turn-downs
¢ No Term Limits

| AAC Quick Cash’
CASH ADVANCE OPTION
CALL NOW!

1-800-233-8483

Gary Piper or Jerry Mercer
Affiliated Acceptance Corporation

PROFESSIONAL RECEIVABLES MANAGEMENT
AAC...“We're Here To Work”

He explains that people get into
this office mentality and Red asks:
“how much is there to do for a
club owner in his office?” ( Red
has no office just for himself.)

- Solutions: Make regular and
frequent changes/improvements
in your club to excite you,your
staff and your members. Make
regular personal contact with your
members. Get involved in their
programs and share their excite-
ment about their results. Leave
the “higher level” method of op-
eration and become a “hands on”
operator because this is a “hands
on” business.

(Author’s note - Red in-
formed me that he and his lovely
wife Emma are riding their two
Harley Davidson Motorcycles
3,000 miles from Lafayette, La. to
the Banff Resort, Calgary Canada
to attend a Faust Executive
Roundtable Meeting in Septem-
ber! Red keeps from getting

®

burned out by enjoying his hob-
bies of collecting and flying his
antique airplanes and by riding his
Harley on extended road trips with
Emma.)

PRESTON FIELDS -
GM of the three New Courtsouth
Clubs in Knoxville, Tenn. Preston
feels that burnout is a “frame of
mind.” A 16 year club veteran,
Preston believes that if a person
feels that they are burned out,
then that perception becomes a
reality. Therefore, burnout is a
reality. He relates: “there have
been a few times when | have had
a 15-second pity party. I then will
direct a few curse words at my-
self, tell myself I'm a big baby
and then get recharged and refo-
cused." On employees: “I feel
those employees who have burned
out have let outside personal prob-
lems affect their daily business
lives. They lose control of their
surroundings.

- Symptoms: Lethargic, going
through the motions, short tem-
pered, become introverted and
quiet until they explode.

- Solutions: Look at a total pic-
ture of your life as a whole, if it is
prolonged burnout. You will see
prolonged burnout is a general
dissatisfaction of where you are
in life, personal and at work. Get
control back in your life instead
of life controlling you.

MIKE ARTEAGA -
Owner - All Sport Fitness & Rac-
quetball Club, Poughkeepsie, N.Y.
Mike is a 23-year club veteran.
Mike says: “Yes, burnout is a re-
ality. I call it frustration or a pe-
riod of when you feel you are un-
able to control your life.” Both
Mike and some of his staff have
dealt with burnout and Mike com-
ments: “We all have bouts of this
from time to time. The question
is, how we react to it.”

- Symptoms: Exhaustion, re-
gardless of how much slecp you
get, loss of sense of humor and
perspective.

- Solution: Make a decision
about where you are going with
your life and act on it. You can
use these periods to pick a new di-
rection and energize yourself or
you can “accept your fate” and
continue your negative direction.

W A R R E N
WERTHEIMER - Owner - Roll-
ing Hills Club, Novato, Califor-
nia. Warren says: “Yes, burnout
is reality.”

- Symptoms: Burnout is “an at-
titude.” A symptom might be not
looking forward to coming to
work.

- Solutions: “Work where you

are happy and love to be.”

JOE CIRULLI - Owner
- Gainesville Health and Racquet
Club, Gainesville, Fla. This
highly successful, 16-year veteran
says: “l believe burnout occurs
when one loses sight of their
goals." He personally has expe-
rienced burnout once - he then re-
thought his goals. And, he has had
employees who have been burned
out and says: “I found that it hap-
pens when personal problems
mount up and they lose focus.”

- Symptoms: Lack of sleep, a
pessimistic attitude - no concen-
tration.

- Solutions: Every morning,
read about the lives of successful
people - spend time dreaming
about your successful future. He
also comments: “Most people
stress out more than burnout.”
Challenges become too great.
Read positive motivational mate-
rial and listen to tapes.”

MOLLIE NELSON -
formerly General Manager of
Lloyd Athletic Club, Portland, Or-
egon. Yes - burnout is a reality.
Molly has experienced burnout
and as a result, she has resigned
from her job of 15 years. Molly
comments: “The service business
keeps getting more difficult to be
successful - expectations of con-
sumers are always going up,
never backward or steady. De-
mands on the fitness business in
particular require quick response.
Appropriate study in trends vs real
issues is critical. | believe burn-
out oceurs to individuals who tend
to be perfectionists, who have
high standards and continue to
sirive to keep doing more and bet-
ter at everything they do.”

- Symptoms: “Burnout happens
when one loses perspective and
gets “out of balance” - the merry-
go-round goes faster and faster
and you can’t get off! You fall
into the “too many projects and
not enough time” trap and conse-
quently, mediocrity sets in and this
is not acceptable to the person
with “high standards.” Therefore,
you work harder and longer and
generally are met with less satis-
faction from those with whom you
work (members,owners, etc.).
Your own fitness regimen and
“self-improvement” goes away,
family suffers and it’s a no-win
situation.”

- Solutions: TIME-OUT! Take
enough time to get back from the
situation and take a reality check.
Gain perspective. Be thoughtful
about what you can do to change
the way you're doing things, to
gel balance and satisfaction back.
A break may have to be as long

as one to two months - a sabbati-
cal. Consider job sharing; regularly
scheduled sabbaticals (one com-
puter high - tech company | am
aware of requires employees to
take a two-month sabbatical every
7 years) - not a bad concept. Be
sure you'r doing something you’re
passionate about or else burnout
can come quicker due to lack of
satisfaction with the job “fit.”
Molly also shares the fol-
lowing: “Burnout is not easily iden-
tified by the “burnout-ee” It is most
often disguised, as well as ignored.
This makes it worse! If you do rec-
ognize it happening,ask your em-
ployer to work with you on appro-
priate time-off, shift in job duties,
job sharing, counseling, etc. Em-
ployers want to keep good employ-
ces - get their cooperation to ex-
plore the symptoms before you
consider quitting your job - espe-
cially if you are passionate about
what you are doing. | was passion-
ate about my work, but | was also
tired. 1was tired of working harder
to satisfy customers and owners,
for less satisfaction and reward.
My family was important enough
to me and my own fitness suffered
because of the time and energy |
spent working. “ 1 also-got tired
of being responsible for employees
who did not seem to care about tak-

ing responsibility for themselves.
I know what 1 can do, what I can
offer a company and | no longer
am willing to take responsibility for
those who don’t take it upon them-
selves to be the best they can be!™

JOHN BRINSON -
Owner - Lehigh Valley Racquet
and Fitness Clubs, Allentown, Pa.
John says: “Yes, burnout is an un-
necessary reality.” While he has
not had personal experience with
burnout, he has had employees who
have had the problem.
-Symptoms: Lack of enthusi-
asm and energy. Fatigue and de-
pression.

-Solutions: “Live one day at the
time. Everyone should take some
time every day to rest, relax, rec-
reate and refresh.”

BIZ STARK - Owner and
general manager of the Market
West Athletic Club, Philadelphia,
Pa. Biz has over 17 years in the
club business and says: “Yes, a
definite reality - especially with
mid-level or hourly workers.” No
personal burnout, but he has had
employees who have had the prob-
lem.

-Symptoms: Classic lack of
meaningful results - peers no
longer willing to be co-workers.

-Solutions: Regular (6 month
max.) employee review - listing of

(See More Burnout page 11)
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More Burnout

continued from page 10

what the worker wants to be doing
and providing for the club. Ask -
don’t tell. Provide cross-training
between areas and facilities.

ANONYMOUS COMMENT
CONTRIBUTORS SAY:

(A-1) -It exists very much
in our business due to the 7-day
week and 18 hour per day operation

- Symptoms - Short tempered
mainly. But, staff can also lose their
focus on the job.

- Solutions- Make sure the staff
takes their vacations on time or that

you get them out of the club for a
few days at a time if you can’t
schedule them for vacation for
whatever reason.

(A-2) - Management
staff and owners - “YES”

- Symptoms - overreacting,
lack of patience, feeling of being
overwhelmed - not able to focus.

- Solutions - take a few days
off to re-focus, find time for your-
self - workouts help.

(A-3) - Myth in the ath-
letic club business.
- I believe the word “burnout”
is a “cop-out™ or excuse for other
problems.

All except one of the re-
spondents to our “Burnout Sur-
vey” expressed feelings that YES

- burnout IS a reality. If you or
others in your organization have
experience and feelings about
“Burnout”,then take a moment
and complete the Survey at the
end of this article and fax it or
mail it in. Let us hear from you,
especially if you have done or are
aware of someone who has done
creative/innovative things to com-
bat the problems associated with
“burnout.” If we receive an ad-
equale response, we will publish”
BURNOUT - PART IL.”

“ BURNOUT - MYTH OR
REALITY? “ A SURVEY
OF PROFESSIONAL CLUB
OPERATORS

(1) In your opinion, is
“burnout” a myth or a real-

ity?

(2) Have you personally
experienced periods or bouts with
“burnout?”

(3) Have you ever had an
employee(s) who was/were hav-
ing problems with burnout?

(4) If you believe that
burnout is a reality, please define
it and list the symptoms of burn-
out.

Please share any other
comments and feelings that you
have about burnout? Your
name:

You may use my name in
Part 11.

Club Name:

City: State:

(5) If you have experi-
ence with burnout, what solutions
would you recommend for one
who is trying to deal with burn-
out?

Phone#:
Anonymous-don’t use my
name in part I1.

FAX TO #: (404) 933-9698 or
mail to: CLUB INSIDER, Box
671443, Marictta, Ga. 30067

‘Health Care
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With All The Talk About Health
Care, the Non-Profit Issue Is
Slowly Becoming A Non-Issue.

Thc only apparent rea-
son to let medically based non-prof-
its Jom [RSA would be lhe heallh

cess of Tom Rhind’s talk, IRSA
members are definitely interested
in medically-based fitness. The
only problem is the non-profit is-
sue. If we let hospital based non-
profits join IRSA, why not the
YMCA’'s? Heck, at least Bally
clubs pay taxes. The health care
reform strategy appears to be driv-
ing IRSA to compromise itself on
the non-profit issue. More impor-
h.nlly, IRSA is compfommng |ts

ers competing with these state-of-
the-art monoliths.

Is the Health Care Reform
Direction Consistent with the
Owner's Original Mission?

Being an entrepreneur
is about much more than making
aliving. It has to do with the core
beliefs and attitudes of a person.

Why else would seemingly ratio-

1 human beings risk as much as

they do to own a business? Surely,
there are other, less risky ways of
makinga living. Being a low cost
provider of health care is as good
abusiness as any. The question is
whether or not being a government
contractor or at least involved in a
heavily regulated area, remains
consistent with the thoughts, atti-
tudes and beliefs of the owner.
Clearly, the IRSA lead-
ership has done an outstanding job

-of making IRSA the fine organi-.

zation it is and deserves every ben-
efit of the doubt. My concern is
that the IRSA clubs of the 1990's
do not become the body shops and
pharmacics of the twenty-first cen-
tury.

(Steve Wild is the owner
and general manager of The
Libertyville Tennis Club in
Libertyville, Illinots and a member
af IRSA.)

Opening
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DIRECT MAIL - The cost
for 15,000 postcards - $3,445.00

SPEAKERS - The cost of
Anthony Clark was $1,750 plus air-
fare and food. John Parillo’s fee was
the advance purchase of $1,000
worth of his products and to pay his
travel expenses and food. We have
a trade-out with a hotel,thus saving
$175. Total cost for Clark - $1,940
and Parillo - $1,515.

BILLBOARDS - 12 bill-
boards were up two weeks prior to
the event. They featured a silhou-
ette of Anthony Clark lifting a car
and were captioned: “See The
World’s Strongest Man” along with
the club's name, address, phone
number and day and time of the
event. This was also a trade, val-
ued at $4,800.

POSTERS - Displayed
pictures of Parillo and Clark along
with the times for each event. The
posters also highlighted the one
month dues credit for each referral.
Cost of the posters - $650.

OUTDOOR BANNER -
Displayed outside on the front of
the club for one month prior to the
event. Cost - $700.

TV - 2 network TV sta-
tions came out to the club to inter-
view Anthony Clark the day prior
to the event and the news story ran
on the evening news that night.
The two network affiliates also
came out the day of the event
when Clark and Prillo were enter-
taining and once again, aired the
spot on the evening news. This
free publicity was facilitated by
the presence of Clark and Parillo.

OTHER COSTS - Mi-
crophone rental, chair rental, food
cost, special staff Grand Opening
shirts and extra staff for the day
of the event came to a total cost of
$1,827.

THE BIG DAY

The day started with a
psych-up staff meeting stating the
goals of the day. 15 extra staff
were on duty ready to handle the
huge influx of people. Donuts and
juice were provided for the staff.
All staff members wore bright,
special staff shirts purchased just

for the Grand Opening. The club
was decorated with festive helium
balloons.

The Chamber of Com-
merce came out in the morning
for a ribbon cutting ceremony.
The aerobics department held an
aerobic marathon to benefit St.
Jude’s Children’s Hospital. $735
was raised for the hospital. Food
was served afterwards - all of
which was donated by local mer-
chants. A newspaper phologra-
pher was there the entire day -
again, another trade for member-
ship. There were activities for the
kids all day including: an air-filled
trampoline/bouncer, face paint-
ing, free cotton candy, popcorn
and balloons, spin art and the
purple dinosaur was walking
around. The kids activities were
done on a $400 trade. Lunch and
dinner was catered in for the staff
to reward them for their hard
work and also so no one would
have to leave the club to eat. A
complimentary food table for
guests was displayed all day
which included vegetables and
cheese trays.

John Parillo gave a 3-
hour talk including questions and
answers. A table displayed his
products all day.

Anthony Clark gave a
strength demonstration including
bench pressing 605 for 2 reps,
incline pressing 405 for 6 reps and
deadlifting a car and then walk-
ing with it!

A local clothing distribu-
tor displayed his merchandise and
grossed $1500 in sales for the day
with the club’s commission on the
sales being $200.

SPECIAL OFFER -
GREAT RESULTS!

On this special day
only, we did not charge our nor-
mal enrollment fees which range
from $89 to $159. We had not
offered any membership specials
in over 21 months and for the last
3 years, we have never"waived”
the downpayments. Our reputa-
tion as a quality, non-discounting
club has been well established in
Amarillo and the market was ripe
for our promotion and our new
offerings. We averaged 16 sales
per hour all day long!

Contrary to what one
would predict, new membership
sales didn't dramatically bottom
out after the Grand Opening. In
fact, we exceeded both our May
and June membership goals by

about 10%! The expansion added
$3,500 per month to our debt ser-
vice, but it appears that the invest-
ment in expansion will be well
worth it. As you will see below in
the summary, we almost doubled
that amount with the increase in
our monthly dues line,

SUMMARY OF COSTS AND
INCOME GENERATED

*Out of pocket cash costs $12,502
*Traded costs $24,250

*Cash revenue that day $5,000
*Monthly dues increase $6,500
*Projected one-year revenue
$83,000

*Return on investment - 664% (for
every $1 spent, we earned $6.64
in revenue!)

(Editor’s Note: The
Grand Opening production de-
scribed above could be used as a
blue print for any Grand Opening
event. The energy and enthusiasm
that Patrick and Marie delivered
to their club and community is a
great  example of the
entrepreneural spirit that exists in
the club industry. Thanks to Patrick
and Marie for sharing their Grand
Opening with The CLUB IN-
SIDER!)
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Candia “[leater:
PUMPUP
THE VOLUME

CREATE the ultimate motivation for your members.

HELP members overcome common excuses for not exercising.

INTRODUCE "Entertaining Fitness" to your club.

Cardio Theater" enables members to listen to any one of up to 16 differ-
ent TVs, radios, tape decks or CD players while they exercise simply by
using their headphones.

Pump Up The Volume of Sales and Retention with

Call (800) CARDIO-1 or (404) 848-0233

Distributed By Cardio Theater Holdings, Inc. (an Affiliate of Australian Body Works)

WE PUT FUN INTO FITNESS




