
Lessons From the Field of Amenity Management





Norm’s Notes

Lessons From the Field of Amenity Management

April 12, 1936 - August 1, 2019

Frank and Francis (Welk) Eisenzimmer

Myrna (Houghton)

(See Frank Eisenzimmer Page 6)

Founder, 
former Chairman and President

PTR CEO

(See Dennis Van der Meer Page 6)

University of 
Georgia’s Terry College of Business

Co-Founders of URBN Playground
(See URBN Playground Page 12)



Miami Hurricanes

August 24th Miami vs. 
Florida game

(See Norm’s Notes Page 8)

Norm’s Notes

very clear IF



The JOY of Football
not faint of heart

real  shared by millions 
of us  

still love the game of football very
much anyway.
 

High School Head Football 
Coach at Rome Free Academy (RFA) 

right.
three times a day early morning

mid-afternoon early evening

Co-Captain of our Varsity 
Football Team

All New York State Football Team

Co-Captain N.C. State Freshman Football 
Team

1st Team 
All Atlantic Coast Conference Team
Honorable Mention All American Football Team

 1st day 
in August

The University of Florida vs Miami University
August 24th

 If YOU don’t have a true JOY in your life, I invite you to 
consider FOOTBALL, especially College Football, as a new 
source of JOY in your life.

 

(Norm Cates, Jr. is a 43-year veteran of the health, racquet 
and sportsclub industry. Cates is the Founder and Publisher 
of , now in its 26th year of publication. Cates 
was IHRSA’s First President, and a Co-Founder with Rick 
Caro and  ve others, in 1981. In 2001, IHRSA honored 
Cates with its DALE DIBBLE Distinguished Service Award, 
one of its highest honors. In 2017, Cates was honored 
with Club Industry's Lifetime Achievement Award. Cates 
can be reached by phone at  or email at

)



...Frank Eisenzimmer

Gresham Court Club

Cascade Athletic Clubs

Mark Debbie

Daniel (Sharon)
Darlene Lefevere Mark (Debbie)

Kristy Woodcock (Michael)
Karen Butzer (Rod)

August 28th, 3:00PM
Good Shepherd Community Church

Portland-area Salvation Army

...Dennis Van der Meer
PTR Board 

President

The 
Athletic Club of Bend

Claremont Club

“Hello, my name is Zein Youssef, and I am 
12 years old. I have been battling di  erent 
cancers since I was  ve and a half. I was 
 rst diagnosed with stage 4 neuroblastoma, 
after which I was in remission, relapsed 
in my brain. After three long years of 
treatment, I was  nally in remission from 
both cancers. But then, a new one showed 
up in 2017 and came back again after 
removing it surgically in 2018. My cancers 
were all aggressive, and their treatments 
were always so long. Some left me not 
able to move and extremely tired. When 
I started training with Chris Fitzgerald
earlier this year, I was barely able to move, 
so he put together an awesome plan for me 
and helped me build my stamina every day. 
I can now lift weights and do a three-minute 
plank! I have always believed in myself, 
and I knew I had it in me since I’m used 
to pushing through di   cult circumstances. 
But, it is awesome to have someone like 
Chris believe in you and work hard to make 
it happen for me.”

Living Well After Cancer 
Program

“The treadmill has been a challenge for 
me both physically and mentally. The 
whole time I’m walking, the word Cancer... 
Cancer... Cancer... keeps playing over and 
over in my head. I feel like I’m trying to run 
away from it on the treadmill, but I know 
that I can’t outrun it. I’ve been using the 
weight room and cardio room speci  cally to 
improve my shape and to give me a  ghting 
chance at the next treatment. I want to be 
strong for this  ght. I’m convinced that 
exercise can improve the survival of  rst-
time breast cancer patients. I’m so thrilled 
that your club is giving so many women 
the opportunity to help themselves survive! 
I hope they understand the importance 
and the necessity of a lifestyle change. 
My own impending death has been a sure 
thing. I have an approximately 2%  ve-year 
survival chance, and I’ve learned to live 
with that every day. But, on that damned 
treadmill in your cardio room recently, I had 
a strange new thought... What if I live? It 
had never occurred to me before. You gave 
me that sliver of hope with this membership. 

What if I live? You asked me if the program 
had changed my life. What if I live? Thank 
you so very much, Mike... I’m going to try.”

(Mike Alpert is the President and CEO 
of The Claremont Club in Claremont, 
California, and he can be reached at 

.)





...Norm’s Notes
Halo Talked

he’s renewed his ad placement in
for six more months starting in 

October

Next month

Neal, making 
and sending that cool video was a very 
kind and thoughtful act, so sincere Thanks 
to you and the members for doing it.

What would you do if you awakened one 
day and you had nothing to do with your life?

What would YOU do if you had 
nothing to do with your life?

you 
can quote me on that

(See Norm’s Notes Page 10)

Consulting Services From BMC3

“We would recommend Bill McBride/BMC3 to any organization that is looking at improving 
sales, customer service and team engagement.”

“His approach was thorough and the implementation plan resulted in a dramatic increase 
in performance including, membership, personal training, member experience (NPS 
of 58.4%), retention, operations and net income. The team responded well to Bill’s 
collaborative leadership approach and delivered. The result was a ten-fold increase in net 
income. Under his leadership, we surpassed our budget and were extremely pleased with 
the results he and our club teams accomplished. I highly recommend Bill as a consultant 
and operator.”

“I highly recommend Bill McBride/BMC3 on all challenges club operators face with their 
business. He relates well with the on-site team, ownership and is collaborative in delivering 
best practices. His expertise, authenticity, integrity and follow-through are beyond reproach. 
I trust him greatly.”





...Norm’s Notes
you are not a

full bene  ts 

don’t delay! 

(Norm Cates, Jr. is a 43-year veteran of 
the health, racquet and sportsclub industry. 
Cates is the Founder and Publisher of 

, now in its 26th year of publication. 
Cates was IHRSA’s First President, and a 
Co-Founder with Rick Caro and  ve others, 
in 1981. In 2001, IHRSA honored Cates with 
its DALE DIBBLE Distinguished Service 
Award, one of its highest honors. In 2017, 
Cates was honored with Club Industry’s 
Lifetime Achievement Award. Cates can 
be reached by phone at or 
email at )





...URBN Playground

Queens College

Trenton State College

American 
Leisure

American Leisure - Stuyvesant 
Town. Executive Director

General Manager

National Director 
of Development

Vision, Mission 
Ethos

(See URBN Playground Page 14)





...URBN Playground

(See URBN Playground Page 18)









...URBN Playground
‘No one of us is as smart as 

all of us.’

(See URBN Playground Page 19)



...URBN Playground

URBN 
Playground Co-Founders

(Justin Cates is a Partner and the Assistant 
Publisher of  and grew up 
in the health and  tness club industry. 
Justin was born into a club business 
family in 1985, and from the age of eight, 
he spent his non-school and sports hours 
in a home that doubled as 
Headquarters. He has lived and breathed 
this industry for 34 years, since his own 
day one. Cates graduated from the Terry 
College of Business at The University of 
Georgia in 2007 and then went on to two 
years at The Art Institute of Atlanta, where 
he studied Interactive Media Design. Now, 
he is an integral part of the “Story” of 
Norm Cates and Justin can 
be reached by phone at  or 
email at )



General Speci  c

What How

one goal, one audacious goal

General What
Speci  c What

General How

abstract Goal and speci  c Objective
(See Charley Swayne Page 23)



How to Capture a Larger Piece of the Wearable Pie

Gartner

love

and 
it’s not that your members already own a 
wearable device. Remember, only 24% 
of the U.S. population owns a wearable 
device as of 2018

diluted value proposition

: “Mr. 
Jones, in order to help you lose those 20 
pounds as quickly as possible, you are 
going to need a combination of a coach, 

the right programming and our wearable 
technology. Let me explain.”

(See Ron Alterio Page 23)



(Paul R. Bedard. Esquire has nearly 
twenty years of management, leadership 
and operations experience in the health 
and  tness industry. As a practicing 
attorney, Paul’s health and  tness industry 
experience provide him with a unique 
perspective when advising health clubs 
regarding employee training, handbooks, 
policies, contracts, disputes or premises 
liability claims. When not practicing law 
or spending quality time with his wife and 
daughters, Paul strives to be active in 
his local community. Paul serves as the 
current Assistant Town Attorney for the 
Town of Southington, Connecticut, and 
has previously served on the Southington 
Zoning Board of Appeals and the Board of 
the Central Connecticut Regional Planning 
Agency. Paul is also a partner at She  y, 
Mazzaccaro, DePaolo & DeNigris, LLP, in 
Southington, Connecticut. You can reach 
Paul at  or 

.)



...Charley Swayne

Speci  c Hows
Tactics

sub-
tactic

(Charley Swayne is a former IHRSA Board 
Member and was a frequent speaker 
at IHRSA Conventions and the IHRSA 
Institute. He currently teaches marketing at 
Virginia Tech. The GOST matrix was  rst 
introduced in his latest book, How to Make 
Great Decisions.)

...Ron Alterio

“Do I have to buy the wearable?”

(please note this is just an example, and 
it truly depends on how you are viewing 
the wearable; either as a revenue stream, 
retention tool or a combination of the two), 

(Ron Alterio is the Vice President of Operations 
for XGT Fitness. He can be reached at

or .)



From Dream to Reality

(An Outsourced CEO, Jim Thomas is 
the Founder and President of Fitness 
Management USA Inc., a management 
consulting, turnaround and brokerage  rm 
specializing in the gym and sports industry. 

With more than 25 years of experience 
owning, operating and managing clubs 
of all sizes, Thomas lectures and delivers 
seminars, webinars and workshops across 
the globe on the practical skills required to 
successfully overcome obscurity, improve 
sales, build teamwork and market  tness 
programs and products. In addition, his 
company will buy gym equipment from 
gyms liquidating or closing. Visit his 
websites at or 

.)

9Round, UFC GYM, Club Pilates, Pure 
Barre, CycleBar, The Max Challenge, CKO

“Understand the tools available to you 
and how they can help your business. 
Choose the best ones for you and take the 
necessary time to learn how best to
use them.” 

“Actually be there, either physically or 
virtually. Look at the reports that are at 
your  ngertips. Keep an eye on your 
payroll. Understand that personal training 
sessions are like tiny piles of cash 
waiting to be picked up. Use your club 
management software’s tools to prevent 
fraud and develop processes to identify 
and prevent theft (weekly emails, calling/
SMS members to verify sessions, review 
member data for missing/duplicate emails, 
 ngerprint scanning, control permissions, 
expire sessions for relocation or medical 
cancels). Finally, stay in your wheelhouse. 
Most gym owners are FANTASTIC sales 
and  tness people. They tend to be 
HORRIBLE attorneys, accountants and 
admininistration people. Get professional 
help where you lack experience BEFORE 
it’s a problem.” 

“Hire a great manager if you cannot 
dedicate the time yourself. Develop a 
process and stick to it! Figure out your daily, 
weekly and monthly marketing and internal 

tasks. Keep an eye on your draft reports 
to ensure all members are paying, and 
follow-up when they don’t. Take the time to 
understand your local and state sales tax. 
Don’t assume anything when it comes to 
taxes! Find out for yourself what should be 
taxed, and set up your sales packages and 
POS accordingly.” 

“There’s a  tness studio or health club on 
every corner nowadays. People can get a 
good workout anywhere they go. Be better 
than just a good workout. Get to know your 
members; make a connection. Be authentic 
and humble. If you can give your members 
a great workout, and they feel connected, 
they’ll come back.” 

“New  tness concepts hit the market 
frequently. Spend time identifying what 
makes your business di  erent and then 
double down on that uniqueness. Partner 
with vendors that align with your vision and 
have a proven track record of supporting 
others in your space.” 

“Everything is marketing... from the way 
your studio or club looks to how your 
employees act. Your current members are 
your best resource to get new members, 
so take advantage of social media and 
reward programs.” 

(See Melissa Knowles Page 26)





Thanks and Appreciation
founded 

to serve an industry I truly love, I could become a 
intriguing amazing

.

thousands

Norm Cates, Jr.

...Melissa Knowles

“Create a culture that shows you care 
about the experience of every member 
as well as the employees who support 
them. Know your members and focus on 
making the experience uniquely enjoyable 
for everyone.” 

“Pay attention to your payroll. Make sure that 
you have a well-thought-out compensation 
plan. Many new owners pull numbers out 
of the sky. It’s not that simple. You should 
consider employee compensation as an 
investment in your business. Planning your 
strategy and developing the proper budget 
for compensation is essential to being able 
to recruit and retain talented employees 
that you will need to grow your studio.” 

“Success, and for that matter, sales and 
retention, for a class-based business 
predominately hinge on the instructors 
who deliver the workout experience. From 
the psychology of handling new and 
prospective exercisers to the delivery of a 
workout experience that delights and retains 
members, the power is in their hands. The 
most successful store owners ensure 
a consistent class delivery, relentlessly 
engage and train their instructors as a 
critical piece of the member experience 
and track class attendance and revenue 
metrics in their management software to 
help deliver class to class excellence.” 

“I believe with any business that it is 
important to understand all roles. An owner 

of a small business should take time to 
work all aspects of the business and get to 
know their tools inside and out. That means 
the equipment, the member management 
software (from the perspective of each 
position)... all of it. If you build a community 
within your gym, members will forgive the 
little things. Build the best overall experience 
for your members and sta  .  Training is also 
key for new sta   members. Ensure they’re 
thoroughly trained on their position as well 
as your club management software.” 

“Owners need to be hands-on in the studio 
and know how to run their business in every 
aspect. It is important they, as well as their 
teams, know and build a relationship with 
their clientele. For owners buying into a 
franchise, it’s also very important that they 
utilize the tools, guidance and best practice 

business operations they are provided by 
the franchisor.” 

Stay  uid and stay involved. Your ability to 
learn, pivot and adapt is paramount. No 
process or person in business is forever. 
So, even if you have a great sta  , don’t 
check out. We ask our clients to be open to 
discomfort and embrace change; we must 
be willing to take our own advice.

(Melissa Knowles is Vice President 
of GymHQ, A ClubReady Company, 
and she can be reached at

)






