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By: Justin Cates

 If you are reading this, I have 
to assume you make your living in the 
health and  tness club industry. Well, 
what is a club? Simply de  ned, a club is 
an association or organization dedicated 
to a particular interest or activity. For our 
industry, that interest or activity is health 
and  tness. And, in this year of years, that 
is more important than ever!
 At Club Greenwood in Green-
wood Village, Colorado, the word “Club” 
is purposefully front and center, and 
everything revolves around creating that 
cohesion of interest, and thus, a sense of 
belonging. As Paula Neubert, President/
General Manager of Club Greenwood, said 
of the name change to create this e  ect, 
“It was one of the best decisions we have 

made. It further simpli  ed our name and 
encompassed everything we do versus just 
being an athletic facility.”
 As you will read in this Cover 
Story, and why it is in the title itself, creating 
a sense of belonging is the core principle 
of Club Greenwood and its Key Marketing 
Di  erentiator. And, that is coming from 
a club that truly has it all in terms of its 
o  erings! As we all experienced during 
lockdown in the early months of 2020, 
we thirsted for human connection. It was 
torture to be away from friends, family, 
team members and customers. Today, we 
are nowhere near back to normal. We are 
working towards it, though, and during this 
time, creating and/or rebuilding that sense 
of belonging will be crucial to survival and 
future success.
 Before we move along to an in-

depth interview with Paula Neubert, Club 
Insider again wants to apologize to and 
thank Paula for her  exibility as this cover 
story had to be delayed two months in a 
row, from August to October, because 
of breaking news and subsequent cover 
stories addressing that news during
those months.
 Without any further delay, I invite 
you to read on as Club Insider interviews 
Paula Neubert, President/General Mana-
ger of Club Greenwood.

An Interview With Paula Neubert,
President/General Manager of

Club Greenwood

Club Insider (C.I.) - Where were you born? 
Where did you grow up?

(See Club Greenwood Page 10)
Paula Neubert

IHRSA Announces New Dates and Location for IHRSA 2021
BOSTON, MA - The International Health, 
Racquet & Sportsclub Association (IHRSA)
has announced that the Annual IHRSA 
International Convention & Trade 
Show (IHRSA 2021) will now take place 
September 20 - 22, 2021, in Los Angeles, 
CA. IHRSA 2021 marks the Association’s
40th anniversary. 
 IHRSA’s Annual International 
Convention & Trade Show brings world-
class business keynote speakers together 
and o  ers dozens of education sessions. 
Attendees will hear from leading operators 
in the health and  tness industry, enabling 

them to share and take away new ideas to 
elevate their health and  tness clubs. The 
IHRSA Trade Show is traditionally where 
the industry’s latest innovations, products 
and services are launched, showcasing the 
exciting global  tness world for all to see 
and experience.
 All in all, the IHRSA International 
Convention & Trade Show is the premier 
annual gathering for the global  tness 
industry. IHRSA 2021 will mark the fourth 
time that the Annual IHRSA International 
Convention & Trade Show will visit Los 
Angeles, a popular destination for IHRSA 

and its members. The global  tness industry 
has convened there in 2012, 2015 and 
2017. Historically, the event brings together 
club owners, operators and suppliers from 
more than 70 countries.
 Due to the Coronavirus Pan-
demic’s ongoing implications, the Asso-
ciation began exploring options for 
rescheduling the event this summer. After 
consulting the IHRSA Board of Directors, 
its club and supplier membership and key 
industry stakeholders, September 20 - 22 in 
Los Angeles, CA, was determined to be the 
best possible event location and timeframe.

 “The consensus we heard is that 
there is too much uncertainty right now to 
commit to a large in-person event in March. 
Companies are still managing their way 
through this crisis. The industry will be in a 
much stronger position in the Fall of 2021 to 
come together for the  rst major in-person 
event since the crisis began,” said Brent 
Darden, IHRSA Interim President and CEO.
 IHRSA 2021 had initially been 
scheduled to occur in Las Vegas, NV, March 
10 - 13. Further details about IHRSA 2021 
will be announced as they are  nalized. 
Visit ihrsa.org/convention for updates.
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Hello Everybody! This is your Club 
Insider Founder and Tribal Leader Since 
1993 checking in with our 322nd monthly 
edition! Folks, I’m hoping and praying this 
 nds you, your family, your employees 
and your members making it through this 
wild time in our world today and having 
been able to avoid the coronavirus! GOD 
BLESS YOU ALL!

Is America a GREAT COUNTRY or 
what? It’s encouraging and amazing to 
see how Americans across the land are 
coping with the Pandemic of 2020, which 
may go down in history as one of the worst 
threats to our country in the entire history 
of our America since she was Founded in 
1776. GOD BLESS AMERICA! 

TAKE 5! Today, I lead with a Norm’s 
Note about the excellent job that BRENT 
DARDEN, IHRSA’s Interim President 
and CEO, and his IHRSA Team did with 
the launch of the new IHRSA TAKE 5 
Report. And, let me tip my hat to Brent and 
his great IHRSA Team in Boston and say, 
“Well Done,” on all fronts as ya’ll deal with 

the tough hand that you’ve been dealt! On 
October 7, the very SPECIAL Inaugural 
TAKE 5 included the following news:

Legislation to Save the Health and 
Fitness Industry - The Health and Fitness 
Recovery Act of 2020 (H.R. 8485): Now 
is the  rst time we have actually had a 
“Stand Alone” Industry Relief Bill. It’s 
a great Public Relations move, and it will 
also open the necessary doors to get the 
Federal Government to help our industry 
survive  nancially in these di   cult times. 
We hope you will support us with that. We’re 
excited about this and urge you to write 
to your Congressmen and urge them to 
support this new Legislation sponsored 
by Republican Congressman, BRIAN 
FITZPATRICK (R-PA), and Democrat 
Congressman, MICHAEL QUIGLEY 
(D-IL). Check out the Press Release on
Page #6.

Become Involved in a State Alliance: 
Currently, there are 16 State Alliances
across the USA, and if you do not have an 
Alliance in your State, we encourage you to 

step up and lead an e  ort to do that. If you 
want to start a State Alliance, we support 
that, and IHRSA will help you. Right now, 
IHRSA is sort of the “Collection Point” 
for all U.S. State Alliances and is serving 
as kind of the hub of the wheel for U.S. 
State Alliances. We’ve developed a “How 
To Build A State Alliance Toolkit,” and 
it’s now available to provide guidance by 
contacting IHRSA’s Meredith Poppler at 
mpoppler@ihrsa.org.

Announcing a Strategic Partnership 
with the Medical Fitness Association:
We’re also announcing a new Partnership 
with the MFA, a/k/a The Medical Fitness 
Association and The Medical Health and 
Science Advisory Council.

Research Study out of the University of 
Florida Tests Air Quality: JOE CIRULLI’s 
Gainesville Health and Fitness Clubs
in Gainesville, Florida are participating 
in an ongoing study with researchers 
at University of Florida. More on this is 
available at ihrsa.org.

Industry Leadership Council Renamed 
National Health & Fitness Alliance: More 
BIG NEWS is that we’re changing the name 
of the Industry Leadership Council (ILC)
to a new name: The National Health and 
Fitness Alliance.

IHRSA 2021 Is Moving: Last, and really 
BIG NEWS is the announcement that 
IHRSA’s 40th Anniversary Convention 
and Trade Show will be held September 
20 - 22, 2021 in Los Angeles. Brent 
commented: “Collectively, we all decided 
that, by September 2021, it will de  nitely be 
about time to get everybody back together, 
and that date will actually be exactly 40 
years from the  rst IRSA Convention held 
in Las Vegas in September, 1981!”
 Brent Darden commented on the 
launch of TAKE 5, “Every Wednesday, we 
will be sharing the latest info on what’s 
going on at IHRSA and elsewhere in our 
industry. We invite you to tune in every 
week on Wednesday, when we will give 
you highlights, and then, you can go to
ihrsa.org for details.”
 Stay Tuned Folks, and AMEN 
BROTHER BRENT!

These IHRSA news items were 
announced by BRENT DARDEN and Team 
IHRSA before the launch of Take 5, so I’m 
covering it here for anybody who may have 
missed them:

IHRSA Announces 2020 European 
Congress Virtual Edition Dates: The 
2020 IHRSA European Congress is 
moving to virtual and celebrating its 20th 

anniversary, November 18 - 20, 2020. The 
event will build on the popular elements of 
the in-person gathering, such as o  ering 
six language translations and tours of 
some of the most interesting health clubs 
in the world. The event, structured over 
three half days, will consist of two days of 
approximately four hours of programming, 
with global club tours complete with 
interactive Q&A. On the third day, sessions 
and discussion groups will be translated 
from English into six languages: Spanish, 
Portuguese, French, German, Italian and 
Russian. Given the nature of virtual events, 
this year’s edition will not only allow us to 
connect with our European members but 
also our global audience, which re  ects 
IHRSA’s vast international membership 
from over 70 countries and multiple 
language o  erings.

ANASTASIA YUSINA, IHRSA 
Board Member and Founder and CEO of 
FITSPACE Studios and Strata Fitness 
Holding in Moscow, and a former recipient 
of IHRSA’s European Club Leadership 
Award, notes, “As we experienced with 
the recent IHRSA Innovation Summit, 
club operators and industry suppliers 
really appreciate the opportunity to come 
together to exchange ideas and share
best practices.”

ALAN LEACH, IHRSA Board 
Member and CEO of West Wood Clubs in 
Dublin, agrees. “The IHRSA Congress has 
always been a great return on investment. 
Our managers and sta   value the vast 
amount of knowledge and experiences that 
IHRSA o  ers. Best of all, there are no travel 
costs, and we can send more managers 
and sta  !”   
 IHRSA’s experience with virtual 
events, combined with the Association’s 
relationship with MCI Benelux, the hosting 
platform, will ensure that the Congress 
is a high-caliber a  air. The event will be 
user-friendly and easily facilitate global 

(See Norm’s Notes Page 7)
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Representatives Quigley and Fitzpatrick File Health & Fitness Recovery Act
BOSTON, MA - Since previous government 
programs have not been su   cient for all 
the health and  tness facilities a  ected by 
COVID-19, U.S. Representatives Michael 
Quigley (D-IL) and Brian Fitzpatrick 
(R-PA) have  led the Health & Fitness 
Recovery Act of 2020.
 IHRSA, the International Health, 
Racquet & Sportsclub Association, and 
IHRSA Board Ex-o   cio, Jim Worthington, 
of the Newtown Athletic Club worked 
with Fitzpatrick to draft the bill. Then, 

Gale Landers of Fitness Formula Clubs
was brought on board to gain Quigley’s 
endorsement so that the bill would have both 
Republican and Democratic representation.
 Loss in revenue, massive layo  s, 
permanent closures and substantial 
bankruptcies drag on and take their toll 
on the  tness industry. In order to address 
the pressing needs of the industry, IHRSA 
is encouraging everyone involved or 
connected with the  tness industry (club 
owners, operators,  tness professionals, 

industry suppliers, etc.) to reach out to their 
member of Congress and ask that they co-
sponsor the Health & Fitness Recovery Act 
(H.R. 8485) and support its inclusion in any 
future COVID-19 relief bill.
 To ensure the  tness industry’s 
survival and to battle the signi  cant loss 
of revenue,  tness industry owners and 
employers can use this campaign to contact 
their member of Congress, and industry 
employees can use this campaign to  ght 
to save jobs.
 The Health & Fitness Recovery 
Act creates a $30 billion fund to provide 
grants to a  ected health and  tness 
businesses. Grant amounts are capped at 
actual business loss up to 10% of previous 
year’s revenue or $10 million, whichever is 
less. Eligible expenses include:

Payroll costs;

Rent payments;
Utilities;
Maintenance, including construction or 

recon  guration to accommodate social 
distancing requirements;

Supplies, including protective equipment 
and cleaning materials, and more.

Brent Darden, Interim President and CEO 
of IHRSA, fully supports the inclusion of the 
Health & Fitness Recovery Act in a relief 
bill. “We are grateful to Representative 
Fitzpatrick and Congressman Quigley for 
bringing this much needed relief bill to 
Congress; it’s nice to see that our industry 
has bipartisan support. Now, we urge 
anyone and everyone in the  tness industry 
to do their part and contact their lawmakers 
to bring attention to the Health & Fitness 
Recovery Act and include this measure in 
any future COVID-19 bill.”

Crunch Franchising Named One of the 2020 Top 
Growth Franchises by Entrepreneur Magazine

NEW YORK, N.Y. - Crunch Fitness, the 
health club brand known for making serious 
 tness fun through innovative programming 
and an inclusive atmosphere, was named 
one of the top-ranking growth franchises by 
Entrepreneur Magazine.
 The Entrepreneur Magazine sur-
vey ranks the top 150 franchises with the 
most consistent growth over the last three 
years. The list was compiled by looking 
at each company’s U.S. and Canadian 
franchise numbers over a three-year period 
(from July 2016 to July 2019; given the 
rapid changes, COVID-19 impacts weren’t 
considered). To qualify, companies had to 
have positive growth of at least  ve units 
each year.
 Crunch Franchise, for the eighth 
consecutive year, was also included in 
Entrepreneur’s Franchise 500 ranking. 
More than 1,100 companies apply for this 
ranking, and those that rise to the top 
reveal the latest trends and the companies 
that continue to evolve to keep going strong 
year after year.
 Crunch is one of the most 
innovative and exciting brands in the  tness 

space. The Crunch Fitness franchise 
concept is the most progressive and 
competitive  tness model in the industry, 
one created by a seasoned management 
team that helped build the industry from 
the ground up, giving franchisees a 
competitive advantage. While the  tness 
landscape continues to be one of the most 
competitive sectors, Crunch remains one 
of the top-ranked full-size gym brands. 
With group  tness and HIIT training as a 
standard systemwide o  ering, Crunch also 
o  ers state-of-the art cardio equipment, 
expansive free weight areas with multiple 
Olympic training platforms, Squat and 
Smith racks, Relax & Recover services, 
and more.
 “We are thrilled to be honored 
on this list as one of the top and fastest-
growing franchise businesses by 
Entrepreneur Magazine,” says Ben 
Midgley, CEO of Crunch Franchise. “We 
want to sincerely thank our great network of 
franchise owners for the hard work they put 
in each day to help make Crunch such a
successful brand.”
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...Norm’s Notes
continued from page 4

networking opportunities. IHRSA’s Interim
President and CEO, BRENT DARDEN, 
commented, “It was great to see 
the participation of so many industry leaders 
and stakeholders in the development of this 
year’s Congress program. I’m really looking 
forward to it!”
 Additional details of the IHRSA 
European Congress Virtual Edition will 
be announced over the coming weeks. 
To register or learn more, please visit
ihrsa.org/congress.

IHRSA Foundation, ACE Obtains 
Funding to Improve Exercise Inclusion 
for People with Intellectual Disabilities - 
The IHRSA Foundation and the American 
Council on Exercise (ACE), supported by 
the UNESCO Chair in Inclusive Fitness, 
Sport & Recreation, PE, have had a  rst 
joint project approved by Special Olympics 
with funding through their Inclusive Health 
Innovation Grant. The grant, supported 
by the U.S. Centers for Disease Control 
and Prevention (CDC), aims to support 
organizations in making practices more 
inclusive and tip the balance toward a 
fully inclusive world where people with 
intellectual disabilities (ID) are fully and 
intentionally included in mainstream  tness 
programs and services.
 “The IHRSA Foundation is excited 
to advance this project with the support of 
the Inclusive Health Grant,” says Brent 
Darden, Interim President of the IHRSA 
Foundation. “Physical activity is a key 
factor in promoting physical and mental 
health and wellbeing. This funding will 
enable us to help facilitate the inclusion of 
more people with intellectual disability in 
mainstream  tness, exercise, and physical 
activity opportunities.”

This news from my friend, PETE 
BROWN’s Athletic Business Online 
Report, written by JASON SCOTT, and I 
quote Jason:

Hundreds of owners of  tness studios in 
New York City have joined together to sue 
mayor Bill de Blasio for his decision to bar 
them from reopening, even as other gyms 
were allowed to do so last week. The New 
York Post reports that the lawsuit,  led 
by members of a newly formed group 
called the Boutique Fitness Alliance, as 
well as the New York Fitness Coalition, 
argues that they have been stripped of 
“their liberty and property interests without
due process.”

CNN reports that gyms that 
followed New York Governor Andrew 
Cuomo’s coronavirus safety measures 
were given the green light to reopen last 
week, but de Blasio intervened to say 
that group class facilities were excluded, 
citing a higher risk of spreading the virus.
Leaders of the Boutique Fitness Alliance 
and the New York Fitness Coalition argue 

that there’s no evidence to support the 
notion that group  tness classes spread 
the virus more than standard gyms and 
that de Blasio’s order gives an advantage 
to larger, corporate-owned gyms as 
opposed to smaller studios run by small
business owners.

A spokesperson for de Blasio’s 
o   ce said that city public health experts 
identi  ed indoor  tness classes as a high-
risk activity, and that the mayor’s top priority 
was preventing the virus’s resurgence in 
New York. “Other cities have shown us how 
quickly COVID-19 can return, and we’re 
determined to heed those warnings,” de 
Blasio’s Deputy Press Secretary, Mitch 
Schwartz, told CNN. “For now, that means 
avoiding high-risk activities that involve 
concentrations of people, breathing heavily, 
in small spaces.”

This item is also from our friend, PETE 
BROWN’s Online Report, written by 
JASON SCOTT, and I quote Jason:

Quoting the the original article from The 
RUTLAND HERALD: Judge Tosses 
Gym Owner’s Lawsuit Over COVID 
Closure - A civil court judge dismissed a 
gym owner’s lawsuit against the State of 
Vermont seeking damages over Governor 
Phil Scott’s order that his business be 
closed as part of the state’s response 
to the COVID-19 pandemic. According 
to the Rutland Herald, Sean Manovill, 
Owner of Club Fitness, sued the State, 
the Governor and Attorney General T.J. 
Donovan, arguing that they should pay for 
damages his business incurred when he 
was forced to close from March through 
June. The suit argued that the closure 
was “unconstitutional” and represented 
“unlawful taking.” Judge Robert Mello
upheld the state’s action in a September 
24th ruling, writing, “COVID-19 swept the 
country in a short period of time, forcing 
Governors and health o   cials to act quickly 
and diligently to protect the population. In a 
Tennessee case, the court determined that 
the COVID-19 closure ‘was not for a public 
use but was instead a valid exercise of the 
broad police powers bestowed upon State 
and local o   cials to prevent detrimental 
public harms by restricting plainti  s’ use 
of their property. It is unlikely such action 
would require compensation under the 
‘Takings Clause.’”

Scott ordered that certain busi-
nesses be closed amid the pandemic 
in order to slow the spread of the virus. 
Manovill opened his gym in de  ance of 
the Governor’s order in May and was 
subsequently sued by Donovan’s o   ce and 
the subject of a preliminary injunction. Ella 
Spotswood of the Civil Division within the 
Attorney General’s o   ce pursued action 
that would both close the gym and seek 
penalties for its de  ance of the Governor’s 
order. Manovill said at the time that he was 
seeking to reopen for the sake of health and 
wellness. After the ruling, Manovill said he 
planned to meet with his lawyer to discuss 

his options. “This is just the beginning,” 
Manovill told the Rutland Herald. 

I appreciated recently being in touch 
with my long-time friend, and Club Insider 
Contributing Author, THOMAS PLUMMER. 
Thom is truly one of our industry’s greatest 
educators. Every year, for many years 
now, Thom has conducted numerous 
club business workshops all across the 
country. I’ve attended several of Thom’s 
super two-day events here in Atlanta, 
and the ones I’ve attended had 55 - 60 
attendees. I can tell you all  rsthand that 
Thomas Plummer’s two-day workshops are 

truly world class, and he teaches in-depth 
lessons on our industry from the ground up. 
Thomas recently informed me that his in-
person seminar program has pretty much 
dried up due to the pandemic. Out of the 
20 workshops he had scheduled for this 
year, he’s had only one so far. And, he said 
it’s looking like he will not have any next 
year. Thom also reminded me, as always, 
he’s booking consulting opportunities by 
telephone for club owners/operators who 
need help, and he provided me with his 
contact information for that purpose. We’ve 
placed that at the end of the following brief

(See Norm’s Notes Page 8)
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message from Thomas to club owners:

If You Are Hurt in Business, Reach Out 
and Ask for Help... There is someone 
you can talk to about your business who 
can get you the answers you need to stay 
in business and to go forward in the ever-
changing gym industry. The year 2019 is 
gone. The gym business is never going 
back. How you have to do business going 
forward is entirely a new path you need to 
prepare for now. You adapt, evolve and 
embrace the new way of doing business, 
or you fail... get ready now for 2021 and the 
way business will be for the future. This has 
been a tough year in the  tness industry. 
Thirty percent of all the gyms in this country 
will fail. But, there is a way forward for 
your business, and there is someone you 
can talk to who will listen and guide you 
to the next step. Please contact marian@
teamnfba.com, or you can call directly at 
(508) 776 - 8940.

CONGRATULATIONS to KEN McALLI-
STER, a USPTA Master Professional 
and 45-year member, who on October 2, 
was presented with the GEORGE BASCO 
LIFETIME ACHIEVEMENT AWARD at 
the 2020 USPTA World Conference 
Virtual Event. “We are honored to present 
Ken with this award in recognition of his 
incredible contributions to our sport and 
Association over the last 50 years,” USPTA 
CEO, JOHN EMBREE, said. “Ken’s 
indomitable spirit and enthusiasm for 
tennis has touched countless lives across
multiple generations.” 
 McAllister was instrumental in 
developing the original USPTA Certi  cation 
Exam in the 1970s. McAllister was the 
USPTA Head Tester in Texas for just under 
20 years before becoming the Executive 
Director of the Texas Tennis Association, 
which eventually became USTA Texas. 
McAllister details these stories and more 
in his book, Cattle to Courts: A History of 
Tennis in Texas. In 2008, McAllister created 
the Community Tennis Association plan to 
give power of running tennis in Texas to 
local communities. McAllister also served 
on the USPTA National Board of Directors 
in 2016 and ’17. He is an accomplished 
USTA Adult League player and also served 
as a USTA Chair umpire, including as a 
base linesman at the 1973 “Battle of the 
Sexes” between BOBBY RIGGS and 
BILLIE JEAN KING in Houston.

Here’s a really good one for those of you 
who are, or aspire to being, a “BOSS.”
These Seven Traits of Truly Horrible 
Bosses” were written by JACK FEHR, 
and the article was originally published on 
October 27, 2015 and updated on August 
26, 2019, courtesy of The Hartford. So, 
here goes:

Seven Traits of Truly Horrible Bosses -

If you own a small business, chances are 
you’re not only a business owner but a 
Boss. Whether you have employees or are 
managing vendors, managing people is 
part of your job description.  If you’re striving 
to grow your business or reevaluating how 
to manage one, you can increase your 
chances of success by avoiding these 
Seven Traits of Truly Horrible Bosses:

1. They fail to communicate.
2. They refuse to get the help they need.
3. They are insecure.
4. They are bullies.
5. They micromanage their employees.
6. They overwork everyone. And...
7. They don’t acknowledge employee 
success. 

 If you would like to learn more 
about each trait, you can read the full article 
at bit.ly/clubinsider103.

Folks, I’m writing this Norm’s Note in 
order to follow-up on a PLEDGE I made 
to MYSELF, and to YOU ALL... just a 
few months ago. My PLEDGE was that, 
after getting my eyesight back after the 
COMPLETELY HORRIFIC EXPERIENCE 
OF GOING BLIND and STAYING BLIND in 
BOTH EYES for two and a half months, 
an experience I would not recommend to 
anyone, I was going to do anything and 
everything I could possibly do to help 
people who’re blind or who’ve already been 
su  ering from being blind.
 I was recently watching the CBS 
Network’s 60 Minutes, and one of the items 
on the show that night was truly amazing 
to me. It was about a fellow named CHRIS 
DOWNEY, AIA in San Francisco, California 
who su  ered brain cancer ten years ago, 
when he was 45. Fortunately, the 10+ hour 
surgery on his brain rid him of the brain 
cancer. But, unfortunately, one day later, 
the surgery robbed him entirely of his ability 
to see in either eye, leaving him totally blind 
for the rest of his life!
 CBS News’ longtime anchor, 
LESLEY STAHL, reported this story, 
and they interviewed Chris, who shared 
some amazing feelings about this bizarre 
experience that started ten years ago. 
Produced by CBS’ SHARI FINKLESTEIN
and JAIME WOODS, this 13-minute 
piece follows Chris’ journey through his 
brain cancer surgery, the subsequent 
total blindness it caused, and then, the 
truly amazing story of how he regained 
his con  dence and his status as a veteran 
working architect!
 This story is nothing short of 
incredible. The video’s  rst action scene 
showed Chris with three other crew 
members rowing a boat in unison with 
them, such as you would see athletes in the 
Olympics do. It also showed Chris, even 
though he was blind in both eyes, playing 
baseball with his son. And, to continue his 
career as an architect, Downey found a 
Braile printing machine that would produce 
documents where he, via the feeling in his 

 ngertips, was actually able to mentally see 
the drawings he needed to see in order to 
continue his profession as an architect! The 
video went on to illustrate how, when he 
would go outdoors walking, he had begun 
to “hear” buildings and that he knew exactly 
where he was because the buildings walls 
and the sidewalks below them would 
actually transmit sounds back to him as he 
touched their wall surfaces and sidewalks 
to “mentally see” where he was going.

Here’s a special quote from 
Chris Downey: “When I lost my vision, the 
 rst thing I had to learn was non-visual 
coping skills. Rehabilitation teaches you 
about things like how to travel on mass 
transit, but there was no training on how 
to be a blind architect. But, why not? After 
all, Beethoven wrote some of his best 
music after going deaf. We’re not shut out
of architecture.”
 Folks, I sure do hope that, 
someday, there is a movie about Chris 
Downey. And, I from this still half blind 
man, a TRULY GRATEFUL MAN WHO’S 
HOPING and PRAYING to get his vision 
back in his right eye on October 27 via 
another surgery done by the one and only 
DR. JOHN COBB at The Thomas Eye 
Group in Sandy Springs, Georgia, urge 
you all to see the story about the AMAZING 
MAN named CHRIS DOWNEY! I promise 
that you will be amazed, and you will really 
be glad you did. So, to close this Note, let 
me suggest to any of you who’re interested 
in the amazing story of how 55-year old 
blind architect, Chris Downey is living life, 
go to bit.ly/chris-downey, and you will  nd 
the entire 13-minute 60 Minutes story.

I hope and pray that ALL of you, your 
family, your sta   and your members are 
all doing well and have not been a   icted 
with the Coronavirus.

JUSTIN and I want to say Thanks for 
reading Club Insider!

Are you a Paid Subscriber? Club Insider
is a Paid Subscription-based Publication. 
If the words “PROMOTIONAL COPY”
appear above your name and address on 
the cover of this month’s edition, you are not 
a Paid Subscriber, so you are not enjoying 
the full bene  ts of a Paid Subscription to 
Club Insider, which includes new print 
and online editions and online access to 
all 27 years of Club Insider’s monthly 
editions. So, don’t delay, subscribe 
today for just $89 for one year, $149 for 
two years or $10 a month by going to
www.clubinsideronline.com/subscribe.

God bless our troops, airmen and
sailors worldwide and keep them
safe. Thank you, Congratulations and
Welcome Home to all of our troops 
who have served around the world. 
God bless America’s Policemen and 
women and Firemen and women; 
keep them safe. God bless our EMTs, 
 rst responders, nurses, doctors, lab 

technicians and anyone who is helping 
make Coronavirus a thing of the past. 
You and your families are our warriors. 
Finally, God bless you, your family, your 
club(s) and your members. God Bless 
America! Laus Deo!

(Norm Cates, Jr. is the Founder of Club 
Insider, now in its 27th year of publication, 
and its Tribal Leader Since 1993. He is a 
45+ year veteran of the health, racquet 
and sportsclub industry. As IHRSA’s 
First President and a Co-Founder of 
the Association with Rick Caro and  ve 
others, in 1981; the 2001 DALE DIBBLE 
Distinguished Service Award Recipient, 
one of IHRSA’s highest honors; and 
Club Industry’s Lifetime Achievement 
Award Recipient in 2017, Norm Cates, 
Jr. is a highly decorated veteran who 
cares about you. And, he wants to 
hear from you. Norm can be reached 
by phone at 770-635-7578 or email at
Norm@clubinsideronline.com.)

Thanks and Appreciation
 At Club Insider, we are excited to be in our 27th Year of this home-based health and 
 tness club trade publication! The thought that this publication was founded to serve an industry I 
truly love, and so that I could become a Mister Mom for my son, Justin, is still intriguing and amazing
to us. So, I wish to extend my most sincere Thanks and Appreciation to everyone who has made 
this amazing 27-year run possible.
 A very sincere Thanks and Appreciation go to Rick Caro, the late Dr. Gerry Faust and the 
Faust Executive Roundtable #1 for helping me decide in 1993 what my home-based business would 
be. Thanks and Appreciation to my long-time friends, Ron Hudspeth and Cathy Miller, of Atlanta’s 
Hudspeth Report for the tremendous assistance they provided. Thanks and Appreciation to all of the 
folks at Walton Press in Monroe, Georgia. They’ve done an absolutely excellent job for us all these 
years and have printed every one of our monthly editions! And, of course, Thanks and Appreciation to 
the United States Postal Service for sending those editions to our readers! Thanks and Appreciation
to all of our READERS. Sincere Thanks and Appreciation to our Club Insider Advertisers, past 
and present, for their kind and dedicated support of this publication. Thanks and Appreciation
to all of our Club Insider Contributing Authors, past and present. Thanks and Appreciation to 
IHRSA for all it does for all of us. And, sincere Thanks and Appreciation to my son, Justin, who has 
become our Publisher and is a truly great partner. Now, you name it and Justin does it each and
every month!
 Last, but surely not least, this writer who refused to fear failure when many told him he 
didn’t have a chance of surviving the publishing business for even a year did survive. And, he would like 
to give his sincere Thanks and Appreciation to the power that made that survival happen: God.

Very sincerely, with love in my heart for you all,

Norm Cates, Jr.
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Paula Neubert (PN) - I was born in Lincoln 
Nebraska, and I grew up in Fremont, 
Nebraska, a small town, just north
of Lincoln.

C.I. - Where did you go to school, and what 
did you study? Did you play any sports?
PN - I went to school at the University of 
Nebraska-Lincoln, so I am a die-hard 
cornhusker fan, born and raised. I earned 
a degree in Exercise Science from the 
University of Nebraska. I was a four-sport 
athlete in high school (basketball, softball, 
track and  eld and volleyball), and I played 
softball for the University of Nebraska. We 
won the Big Eight Championship back 
when the Huskers were still part of the 
Big Eight, and we almost won a National 
Championship in my freshman year. We 
got beat by UCLA in the ninth inning of the 
College World Series.

C.I. - When and how did you get involved 
in the health and  tness club industry?
PN - While I was in college, I decided to stop 
playing softball and get a job. It was time 
for me to focus on school and some new 
things. So, of course, the very  rst thing I 
decided to do was start teaching. Now, it 
is called Group Fitness, but back then, it 
was Aerobics. So, I became an Aerobics 
instructor, and I got my free membership 
to the local health club. I had to learn how 
to teach, so that is how I got involved in
the industry.

C.I. - Please take us through some of you 
career highlights prior to coming on board 
at Club Greenwood.
PN - When I was in college, I was dating my 
then-to-be husband who was drafted by the 
New York Jets. He moved to New York to 
play football, and I quit school to be with him. 
I continued teaching group  tness while in 
New York and later decided I needed to go 

back to school, so I went back to Nebraska 
and  nished my degree. When his football 
career ended, we moved to California, and 
I got involved in the  tness industry there, 
which was so much bigger and broader. 
I was teaching at Martin Henry Fitness 
Studios and other little  tness studios 
across Southern California. I also taught for 
what was then Spectrum Clubs (now The 
Bay Club) and was the O   ce Manager for 
a personal training business. Shortly after 
moving to California, I was hired by Beach 
Cities Health District, and it was my  rst 
salaried full-time job. I ended up building and 
designing  tness facilities in the South Bay.

C.I. - When and how did you become 
involved with the Club Greenwood?
PN - We had three children while living in 
Southern Cal, and as they were getting 
older, we asked ourselves if we wanted 
to raise them in California. We didn’t 
necessarily want to move back to the 
Midwest, so we tried to think of a very active 
and beautiful state. We ended up choosing 
Colorado, and we picked up and moved. 
When we moved to Colorado, I actually had 
the intention of staying home and raising 
the kids. That lasted for about two months, 
and I told my husband I have to go back to
work (laughing).
 At that time, I knew about 
Greenwood from their reputation in the 
industry. I contacted them and said, “I’m 
looking for any position.” I was given a full-
time position as a Program Coordinator. 
That lasted about six months, and I was 
then hired as the General Manager.

C.I. - What a cool journey! That is a really 
great story.
PN - It has been fun, and it has 
de  nitely been a very adventurous and
wonderful journey.

Club Greenwood

C.I. - A little bit later, we will of course talk 

about Club Greenwood today, but I know 
there is a lot to discuss related to the 
evolution of the club over time. So, please 
take us through a few of those key moments 
that you feel were important to the history 
of Club Greenwood.
PN - One of the big things was our rebranding 
to Club Greenwood. When I arrived 18 
years ago, we were called Greenwood 
Athletic Club and Tennis Center. One of 
the very  rst things we did was change the 
name. It was long, and it made the Tennis 
Center sound like an afterthought. So, 
we changed it to Greenwood Athletic and 
Tennis Club. It at least brought both clubs 
together. That was the name for years 
before rebranding it to Club Greenwood in 
2019. It was one of the best decisions we 
have made. It further simpli  ed our name 
and encompassed everything we do versus 
just being an athletic facility.
 Another important thing has been 
signi  cant remodels over time. It was a big, 
beautiful facility when I got here, but it was 
getting old. We, of course, have continued 
to age. So, over the past 18 years, we 
have remodeled and added onto the club 
to stay fresh and remain the leader in
the community.
 One of the most signi  cant re-
models we did was in 2006 when we built 
a 24,000 square-foot outdoor pool area. It 
encompasses three pools and a cabana. 
This includes a 25-meter, six-lane outdoor 
pool that is open year-round in Colorado! 
We are absolutely the swimming Mecca 
in the Denver Metro area. Anybody who 
wants to swim comes to us, and it is purely 

because they can be outside in Colorado 
and swim any time of the year. It’s snowing 
and is absolutely breathtakingly beautiful. 
Once you get a little taste of swimming 
outdoors all year long, you will never swim 
indoors again (laughing). Our swimming 
community is enormous at our club, and 
we are proudly home to three of the last 
four years Masters State Champions in 
Colorado. They have a tan year-round!
 We’ve added a thermal yoga 
studio, Barre studio, and two Pilates 
studios, because our program is so 
signi  cant. That took over a huge addition 
that we did on the north side of the building. 
We also added on to our weight room on 
the south side of the building. Those have 
been some of the more signi  cant changes 
that have happened over the years.

C.I. - Well, that’s fantastic. Let’s talk about 
the tennis building. When did that get 
added? Related to that, how did the two 
buildings relate to each other on the overall 
campus? How do you manage the two 
building, address duplicate sta  , etc.?
PN - The indoor tennis club was built in 1995, 
before my time here. We have two buildings 
on 13 acres. One of them is the main club, 
and one of them is the tennis club. They are 
run as completely separate buildings but 
under one company. So, for a membership, 
customers can have a membership to 
just the main club, or a membership to 
the tennis club, or a membership to both 
clubs. If it’s a membership to both, there’s 
a slight discount, and it’s all under the Club

(See Club Greenwood Page 14)
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Greenwood umbrella. All of our  nancials 
are under Club Greenwood.
 The tennis club is a niche for us, 
something very di  erent. We are the only 
full-structure indoor tennis facility west 
of the Mississippi. It has been an award-
winning facility. We have seven indoor clay 
courts, which is a di  erentiator for us. It’s 
de  nitely something that is unique. You can 
play tennis so much longer. It is easier on 
your joints and your bones, so we have 
members who are well into the 80s playing 
tennis because of those courts.

C.I. - That is great. If you could, please 
tell me the square footages of those two 
buildings you already mentioned being on 
13-acre campus.
PN - Yes, we are on 13 acres. The main 
building is 101,000 square feet, and the 
tennis club is 52,000 square feet. So, 
whenever I submit our data, we post 
153,000 square feet in total.

C.I. - Wow, that’s a large place! Please 
tell us more about Club Greenwood today 
(amenities, services, programming, etc.).
PN - It is de  nitely big, and we are situated 
in a perfect community as well, which I 
know we will get to in a little bit.

Outdoors - In addition to our indoor 
tennis facility, we also have  ve outdoor 
tennis courts. Those are hard-surface 
courts that are at the main club. Members 
who are part of just the tennis club can 
play on the clay courts and also play 
on the outdoor courts. Our main club 
members can also use the outdoor courts.
 We have four pools: a 25-meter 
eight-lane indoor lap pool; six-lane 
25-meter outdoor lap pool, splash pool for 
the kiddos and an adult pool, which is just 
for our 18+ members.

Indoors - We have a basketball court, and 
we still have squash and racquetball. We 
are down to one racquetball court and one 
squash court, but we will keep both of them 
because we still have a group of players 
who love to play.
 As mentioned, we do have a 
Thermal Yoga studio, and we trademarked 
Thermal Yoga. That studio has a heated 
 oor and can heat up to 105 degrees and 
55% humidity. It is an absolutely amazing 
studio. There is never any condensation on 
the mirrors or condensation on the walls 
because we heat up the mirrors ahead of 
time before putting the humidity into the 
space, so it keeps the mirrors from fogging 
up. It is an unbelievable system, and we 
had it engineered speci  cally for us.
 As mentioned, we have a Barre 
studio and two Pilates studios. We have 
actually expanded our Pilates program four 
di  erent times over 33 years because it 
just keeps growing, so we now have two 
separate studios. We also have a cycling 
studio where we o  er Stages bikes and 
Stage Flight. It is a really productive and 
well-received program, especially here in 
Colorado. We have so many people who 
are cyclists outdoors, and they really want 
to know how hard they are working. So, 
with as many avid cyclists as we have, 
Stages was the best direction for us to
go inside.

Weight Room - In 2011, we expanded our 
weight room to 9,700 square feet. It was 
something that I had looked at from the 
time that I got here in 2002 because it was 
dark with no natural light. We expanded, 
added some windows and popped out 
the sidewall to have some doors going 
in and out. It has made the entire space 
so much better. There’s a lot of space, 
which has been really helpful during the
COVID Pandemic.
 We have free weight equipment, 
selectorized equipment and an area for 
functional training. From an equipment 

standpoint, we have not really picked one 
particular brand to use. We like picking the 
best pieces from di  erent brands, so we 
have Life Fitness, Matrix, Technogym and 
quite a few other di  erent companies and 
brands. We get our platforms from Eleiko. 
We absolutely love them! They are the 
best. We have tried di  erent ones, and they 
are the ones that make the least amount of 
noise. We are seeing more Olympic lifting, 
and we wanted to make sure we could 
provide that in our weight room. Dropping 
weights can be loud and scare some of 
your members who are not familiar with 
that type of lifting. You do not have to put 
things in di  erent areas if you have the 
right equipment, and thankfully, we have 
had vendors that have worked with us and 
provided us with the resources and tools 
necessary so that we could put it all in the 
same space.

Cardio - We have two cardio rooms, upper 
and lower. They are comprised of the same 
equipment, including Life Fitness, Precor, 
Stages, Star Trac, Technogym, Woodway, 
etc., so there is something for everyone 
on the  oor. But, the atmosphere and the 
environment of each is very di  erent. And, 
our members are very speci  c about which 
area they use. The upper cardiovascular 
area has much higher ceilings and no TVs. 
Everything is on individualized screens, so 
you can watch what you want. It is very quiet 
and more of a peaceful area. Downstairs, 
the feeling is a little bit livelier. It is closer 
to the weight room, so members who want 
to do some super sets between weights 

and cardio can do so. We also have public 
viewing TVs where the sound comes out 
over the TV. We have long-time members 
who like to read the paper, visit with their 
friends and watch the TV, so this area suits 
them. They are really completely di  erent 
areas depending on what it is you want to 
do that particular day. And, our members 
really like having the choice.

Programming - We o  er all of the personal 
training amenities that most clubs o  er. For 
our small group personal training, we have 
Tribe Team Training, which we launched 
in January. We were just getting things 
going. It was going super well, and then, 
of course, the pandemic occurred. We 
restarted it again as we reopened, and it 
is ramping back up. We truly believe it is 
going to be an excellent program for us. 
We also have custom small group personal 
training programs that we o  er ourselves; 
our trainers and group  tness instructors 
have designed them.
 We o  er bootcamp programs 
and have a martial arts and boxing studio 
that o  ers BJJ, JKD, Kali, kickboxing, 
boxing and more. I’ve mentioned 
Pilates and aquatics previously, but let 
me add that we have a swim team, a 
masters’ swim team, lessons and a ton of
kids programs.
 We have a great summer camp 
program that just came to an end. Now, 
we are kicking o   our School Days In 
camp program, which is something new 
and a trend that we are seeing across the

(See Club Greenwood Page 15)
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country because of the way that schools 
are currently operating.
 Many of our programs are kicking 
back into gear as we are feeling a little 
bit more comfortable putting more groups 
together. And, as you can see, we have 
a wide array of programs and services 
available to members regardless of age 
and regardless of  tness level. We provide 
something for everyone.

Other Services - We know what we do 
well, and we know what we do not do well. 
For the things that we do not do well, we 
bring somebody else in to do it, and one 
of those is food and beverage. We leave 
that to a local company that originated in 
Aspen called Ink Co  ee, and they do all 
of our indoor and outdoor cabana food 
and beverage. We also lease space to 
our Pro Shop, Physical Therapy Clinic and 
Ethereal Day Spa. Doing this allows us to 
concentrate on the  tness portion while 
leaving other services to the people who do 
it much better than we can.
 The interesting thing, though, is our 
members do not really notice a di  erence 
because of the partners we have chosen. 
Our tenants are truly our partners in the 
business. We want them to succeed; they 

want us to succeed. We have absolutely no 
problems with our relationship with them or 
communication. We work well together as 
one unit, and even though they are owned 
and operated by somebody other than us, 
they are our team. They have been our 
tenants for years and years.

C.I. - I’m sure this might have changed 
because of COVID, but was there 
anything in development then or is 
there anything in development now?
PN - As I mentioned, our Tribe Team 
Training kicked o   in January, and that is 
ramping back up. We had also just opened 
up our Recovery Zone, which was gaining 
membership as a new revenue-generating 
area. The Recovery Zone includes 
HydroMassage, NormaTec Boots, True 
Stretch cages, Hyperice, and more. It is a 
beautiful area, and members have to use 
a key card to get in. Our members were 
loving it, and of course, we had to shut it 
down. We are slowly ramping back up, 
and people are slowly coming back. Again, 
I think it is going to be a really bene  cial 
service to our club and will di  erentiate 
us from our competitors, because we 
are the only one, locally, that actually 
has a full recovery zone with all those
di  erent amenities.

The Membership

C.I. - Let’s us talk about your market, your 
community and your membership. So,  rst, 
please take us through the demographics 
of your community, and then, how does 
that translate into your target member?
PN - Our average age is 47, and our 
biggest group is actually 18 and under, 
which is surprising for members. We have 
a big group of 18 and under because we 
serve a lot of families who are located in 
Greenwood Village and Cherry Hills Village. 
Those two cities have the highest income 
per capita in Colorado outside of Aspen. 
I don’t know if our ownership group knew 
that when they built the club, but they built it 
in pretty much the best location imaginable.
 Not only are we located in those 
neighborhoods, but we are right in the 
heart of the Denver Tech Center, which 
has become the work hub of the Denver 
area. So, during the work week, we have 
a huge population of thousands of people 
who work in the Tech Center and become 
members of our club. The Tech Center has 
developed around us, so I think we got a 
little bit lucky.
 We have a very devoted and 
loyal membership that has been with us 
for a number of years. We were built on 
referrals without a doubt. For years, we did 
not spend a lot of money on marketing and 

promotion because it was our members 
wanting to refer the club to their friends and 
their family. This led to having like-minded 
people belonging to the club, and that 
creates an absolute sense of belonging.
 We have had to market and 
promote a little bit more just based on the 
industry and how things have changed, 
but we are still absolutely built on referrals.

C.I. - That’s fantastic! Does Club Green-
wood charge an Initiation Fee? If so, how 
much is that?
PN - Yes, we always charge an initiation 
fee, and we do not discount. The lowest 
initiation fee that a member can pay is $250, 
up to $800, depending on what the member 
is joining. If it’s an Associate Membership, 
which is our youngest membership, 18 to 
27 single, it’s $250. If it is a Family Tennis 
Membership, it’s $800. The regular fee for 
just the main club is $350.
 We are a high-end luxury club, 
and members know they are going to 
have to pay for that when they get here, 
but the experience we are able to deliver 
is all value-based. That is why we are the 
highest-priced in the area, and we have 
no problem being that because we know 
we can deliver on that promise. Even if 
somebody were to quit, they would still have 
to pay an initiation fee if they came back. 

(See Club Greenwood Page 16)
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Now, they would be considered alumni, so 
they would be paying half of it, but they are 
still going to pay an initiation fee.

C.I. - Based on everything you have 
described about Club Greenwood so 
far, that makes sense. What are Club 
Greenwood’s Membership Options, and 
what are the prices for those?
PN - As mentioned, we have an Associate 
Membership option at the main club, for 18- 
to 27-year-olds; our Young Professional 
Membership is 28 to 37; and 38 and above 
is our normal main club rates. So, it goes 
anywhere from an associate single paying 
$113 per month to a regular single member 
at $193 per month.
 Our Tennis Club is actually a 
bit more expensive at $207 per month 
for a single, and that can go all the way 
up to $374 per month for a family tennis 
membership. There are many options given 
the age you are when you are joining; 
whether you are joining as a single, duo or 
a family; and if you are joining both clubs or 
just one of the clubs. Our average dues are 
$194 per month.

C.I. - Pre-COVID, how many membership 
accounts did Club Greenwood have? How 
many members did that translate to? How 
about now?
PN - Billable memberships at the end of 
March was 3,566. Billable memberships at 
the end of July was 2,969. So, 597 fewer 
memberships from March to July. If you 
compare July of 2019 to July of 2020, we 
are actually down 784 memberships. That 
is about $2 million annually. It is de  nitely 
a lot of money, so it is hurting. As far as 
individual members before closing, we 
were around 8,000, and now, we are down 
to around 6,000. So, it has been a trying 
time for the past  ve or six months.

C.I. - Absolutely, as we all hope, may 2021 
turnaround for everybody.
PN - Praying every day.

The Year 2030

C.I. - Something unique about Club 
Greenwood is that the club was sold to the 
local community years ago. Please explain 
that deal’s structure. What’s the current 
status, and when does it turn over to the town?
PN - We have always had an ownership 
group. They were partners in a limited 
partnership with the majority ownership 
being the Madden family (not of football 
fame): John, who is a developer; his wife,
Marjorie, who has passed; and their 
children, J, Scott and Cynthia. John is a 
very well-known businessman in Colorado 
and owns a number of buildings and busi-
nesses, especially in Greenwood Village.
 The club is a passion of his, and it 
has always been a very successful part of 
his portfolio. He is 91 now, but back in 2005, 
he asked himself, ‘How do I ensure the club 
is going to be here for me, my family, my 
kids, my grandkids, my great grand-kids 
for years and years to come?’ John and J 
(Managing Partner and my immediate boss) 
worked with the Greenwood Village Mayor 
on a plan to turn the club into a special 
district. In Colorado, special districts can 
be created to do di  erent things, hence, 
the creation of the Greenwood Athletic 
Club Metropolitan District. The owners 
sold the club to the Metropolitan District in 
exchange for revenue bonds. A caveat to 
forming the special district was to create 
a time, years to come, where the club 
would turn over to the City of Greenwood 
Village. In 2030, the City of Greenwood 
Village will gain ownership. And, this will 
actually become the most pro  table entity 
for the City of Greenwood Village. Now, 
the tricky thing will be: How will they run it?

C.I. - Yes, that was my next question.
PN - If they allow us to run it the way we have 

been running it for years, it will continue to 
be a very pro  table entity for them. It just 
depends on what they choose to do. But, 
in all the conversations that I have had with 
them, they’ve said, ‘We do not want to run 
a club. We are going to continue to contract 
with you as a management company to run 
the club the way you have been running 
it for years and years.’ We do not want 
anybody to even know that the ownership 
has changed hands, but we will have to see 
what happens when the year 2030 comes 
along. It is a really unique situation.

The Key Market Di  erentiator

Club Insider (C.I.) - Paula, we have 
talked about so much already, and I am 
so glad I have gotten to learn about Club 
Greenwood. If you can boil it all down, what 
do you say truly de  nes Club Greenwood 
in your community and in the industry?
Paula Neubert (PN) - We talked about the 
amenities and everything we do, but if I 
really, truly was going to de  ne what makes 
us di  erent, it is a sense of belonging. 
And, that is part of the reason that we 
rebranded to make sure the very  rst thing 
in our name was Club. Because, if you 
look up the word ‘club’ in the dictionary, it 
is a place where like-minded people belong 
and gather. That truly is the de  nition of 
who we are. It is probably the one thing 
that our members are missing more than 
anything because of the restrictions on our 
capacities and the physical distancing.
 You can use a treadmill anywhere. 
You can buy a treadmill and put it in your 

basement, or you can go to any single 
facility and get on a treadmill. Our treadmills 
are no di  erent than the treadmill that you 
will  nd down the street or might  nd in 
somebody’s home. But, what makes Club 
Greenwood di  erent is absolutely the social 
component of belonging to this family. It 
is our reputation in the community. It is a 
reputation of who we have become over 33 
years and a want and a need for a person 
in our community to say, ‘I want to belong to 
that.’ It really is what makes us di  erent, it 
makes us unique, and it’s why people seek 
us out.
 We know that there are like-
minded folks who belong to our club, and 
who we are and who we serve is well 
known in our community. The networking 
that happens at Club Greenwood is truly 
amazing, whether it is work-related or 
whether it is personal. The things that 
people share with one another here is 
in a family sense. And, when I walk by a 
closing room, and I introduce myself to a 
new member, I always say, ‘Welcome to 
our Greenwood family.’ Because, we really 
are a family.

C.I. - I love it. That is beautifully said. 
That is what it is all about, right there.
PN - It really is. As a side note, Justin, I will 
tell you that our members who are a little bit 
older and have not been able to come back 
into the club because they either are scared; 
or their doctors told them they cannot; or 
they may live in a senior living facility that 
would not allow them to because they do 

(See Club Greenwood Page 17)

TRIBE Team Training

Team Club Greenwood (Pre-COVID)
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not want to bring something back, are very 
sad. They call us regularly. They cry on the 
phone. They miss everything. It is not the 
 tness. I would love to say we have the 
best  tness around because I think that 
we have an unbelievable group of  tness 
professionals who provide the best, but it 
is not the  tness. That is not what makes 
us so di  erent. It is the sense of belonging.
 The two members I am thinking 
about right now are people who have lost 
their husbands in the last  ve years, and 
we have become so much more for them. 
They are depressed. They are upset. They 
cannot come in because their doctors 
have told them they cannot. It is absolutely 
hurting them not being here. I just cry 
when I talk to them. Our Assistant General 
Manager, Barbara Lubbers, will talk to 
them and say, ‘Oh, my gosh, I just had the
nicest conversation, but they are so upset.’
 We have actually created a 
program, for lack of a better term, called 
Pen Pals, where we call them just to check 
in. Many clubs have done this. We call to 
check on them and to  gure out what we 
can do to make them feel better because 
they miss the club so much.

C.I. - Everything you just said is the absolute 
proof of that sense of belonging. That is the 
human proof of it. And, beyond the loss of 
life, the saddest part of this entire pandemic 
has been that emotional toll on the most 
vulnerable of our population. It is so sad.
PN - Yes, absolutely.

Lessons From the Pandemic

C.I. Paula, you have been kind enough 
to contribute to our previous stories on 
club responses and teachings during the 
COVID-19 pandemic. Can you please 
provide an update of how things are
going now?
PN - Yes, one thing that has changed since 
I last submitted information is that we have 
been able to go to 50% capacity in every 
single room. We are still on a reservation 
system, but our members have the 
reservation system down! It does not even 
faze them anymore.
 I think the biggest change that 
has happened is the mask mandate, even 
while you are exercising. That put a little 
bit of damper on things for a while. Our 
check-ins were averaging about 55% of our 
normal check-ins, and we started getting 
into the 60% when the Governor issued 
an Executive Order requiring masks be 
worn at all times even while exercising. 
We dropped down to about 49% for a few 
days, and I think people were just mad. We 
went right back up to 50 - 55%, and it is just 
taking some getting used to. When we are 
talking to members we say, ‘Do you want us 
to be open? If you want us to be open, wear 
your mask.’ It is really that simple. People 
are getting used to it, though and are 
complying. The folks who were coming in 
are still coming in. The ones we are working 

on now is the other group and how to get 
them back into the club.
 We update and promote the fact 
that we have had 83,000 visits with one 
one reported case of COVID-19 in our 
membership base (a tennis member). 
Thankfully, due to our restrictions and 
regulations, no further spread of the virus 
occurred. We also report the MXM metrics 
data that ‘out of 49.4 million visits to 2,877
locations, 1,155 cases have been reported, 
a 42,731 to 1 visits ratio or a .002% 
occurrence rate.’ The data and statistics 
are amazing, and of course, IHRSA has 
reported not one spread in the entire state 
of Colorado among  tness facilities! So, as 
an industry in Colorado, we are doing an 
amazing job, and our members are doing 
a great job.
 We still have the restrictions; we 
still have safety measure in place. Now, it 
is about  guring out how to get people to 
give it a try. Every day, we are trying to talk 
them into just coming in and taking a walk 
through the club. We teach them to use 
the app to make reservations, or we can 
even do it for them. It is hard, but it is okay. 
And, every day, we get a compliment from 
somebody, ‘Thank you for everything you 
guys have done. Thank you for continuing 
to do everything you can to keep us safe. 
Thank you for helping us get back into the 
club.’ All you need to carry on is knowing 
that your membership is happy with what 
you are trying to do, and they recognize 
the hard work that we as a company have 
done during the closure and since we have 
opened. Never before have compliments 
ever felt as good as they do right now, that 
is for sure.

C.I. - That is very inspiring! I hope your 
comments help anyone out there who is 
going through a tough time as they have 
re-opened or are waiting to  nally re-open. 
What are some of the lessons you can o  er 
other large, multisport clubs as we continue 
to battle the COVID-19 Pandemic?
PN - Be  exible. Be patient. Plan for the 
future because there will be a future. It 
may look a little bit di  erent, but there is 
no reason to stop planning. As a special 
district, we have to  le a 2021 budget by 
October 10th, so we are in the planning 
phase. It is going to be a little bit di  erent, 
but we are going to have to work our way 
through it.
 I think the thing that has made the 
biggest di  erence over the last few weeks 
is that we formed the Colorado Fitness 
Coalition. If your state does not already 
have an alliance or a coalition, form one. If 
you already have one, make sure you join 
it. We currently have 30 di  erent brands 
and 170 di  erent locations represented in 
Colorado. It is a big help because you need 
one strong voice at the state level. IHRSA 
does a great job, but they simply cannot 
address each State’s speci  c restrictions, 
mandates, etc. As much as they want to, 
they just simply cannot. They do not have 
the funds and the resources to be able to 
do that.
 We need conversations at the 

State level, and IHRSA will help us as much 
as they possibly can. Being united with 
other  tness facilities gives you strength 
in discussions with the Governor, State 
Senators and Representatives and the 
local Health Department. That is what you 
need, and they need to know that you are 
working together with them, not against to 
them. That is the big di  erence.

C.I. - I can’t help but think of the 
rami  cations for that post-COVID in terms 
of future lobbying e  orts related to all 
the di  erent things we have talked about 
and advocated for as an industry. And, 
eventually, if another pandemic does occur, 
and keep in mind obesity is a pandemic, all 
the states will know health clubs are part of 
the solution and not the problem!
PN - Absolutely. You said it right, Justin. 
That is absolutely the message that we 
need to get across, and it is long overdue. 
It is unfortunate that something like this had 
to happen in order for so many states to 
form them. But, we have, and that is the 
di  erence that is going to ensure our future 
success for many years to come regardless 
of whatever the next big crisis is. We will be 
ready and better prepared next time!

IHRSA’s 2020 Woman Leader Award

C.I. - Speaking of IHRSA, Paula, 
congratulations on being the recipient of 
IHRSA’s 2020 Woman Leader Award in 
honor of Julie Main. She was so kind and 
inspiring, and through my experiences with 
you, I can see why you are so deserving 
of this award. What does this award/
recognition mean to you?
PN - It was a huge honor, and it was a 
surprise. I appreciate it very much. I got to 
meet Julie early on in my career, and she 
truly was inspirational, motivational and set 
the stage for so many women. When I look 
back at past winners, I am just pleased and 
honored to even be in the same sentence 

with them. They have done so much. When 
you look at each of them individually, what 
they have done in their community, what 
they have done in their personal lives and 
what they have done in their businesses, it 
really is exceptional. I hope to do the best 
I can to make sure women in our industry 
are being well represented, professionally 
and personally, and try to keep our legacy 
moving forward.

C.I. - Congratulations, Paula. Thank you 
for your service to this industry. And, thank 
you for your time today and the opportunity 
to share your incredible story and that of
Club Greenwood!
PN - Justin, thank you so much. Thank you 
for sharing the Club Greenwood journey. It 
has been great talking to you.

      

 Thank you to Paula Neubert
for her time and willingness to share her 
story and the story of Club Greenwood. 
And, thank you again for the  exibility as 
some delays occurred in the sharing of 
those stories. Finally, thank you to Ti  any 
Levine for her assistance with photos
and graphics.

(Justin Cates is the Publisher of Club 
Insider. Having been born into a club 
business family in 1985, Justin grew up 
in the health and  tness club industry. He 
has lived and breathed this industry for 
35 years, since his own day one, and he 
loves it dearly. Graduating from the Terry 
College of Business at The University of 
Georgia in 2007, Justin has run day-to-day 
operations of Club Insider for 12 years. 
Justin was elevated to Publisher of Club 
Insider on April 5, 2020. Justin’s Dad, Norm 
Cates, continues to serve as Founder and 
Tribal Leader Since 1993. You can reach 
Justin by phone at 423-314-4310 or email 
at Justin@clubinsideronline.com.)

Updated COVID-19 Pandemic Statistics
Key Statistical Measures
YTD August 2019 vs. 2020

Total Revenue: August 2019: $9,372,410 vs. August 2020 -  $6,169,191

Total Paying Members: August 2019: 3,751 memberships vs. August 2020 -
2,915 memberships

New Member Sales (#s): August 2019: 77 vs. August 2020: 41

Member Cancellations (#s): August 2019: 73 vs. August 2020: 201

Total Check-Ins (#s): 2019 through August 31: 310,016 vs. 2020 through August 
31: 152,090 (this represents three months of being closed)

Total Non-Dues Revenue: August 2019: $3,731,854 vs. August 2020: $1,956,224

EBITDA: August 2019: 29.8% vs. August 2020: 5.5% (represents paying our entire 
sta   their full salaries the entire time the club was closed).

Total # On Freeze: 139 on Medical Freeze



PAGE 18 OCTOBER 2020

Business Finance Depot Video Series:
How to Properly Complete Your Personal Financial Statement

By: Paul Bosley

 Preparation when launching a 
new privately held business or a franchise 
is key to the success in securing the 
 nancing needed to properly capitalize a 
new business enterprise. The following 
article describes Video #2 of our three-part 
series that outlines a key step to prepare 
for  nancing a new business.
 This month’s video can be 
watched by going to bit.ly/clubinsider102.
 In Video #2, entitled How to 
Properly Complete Your Personal Financial 
Statement, we review how to properly 
complete this important form, which is 
required by all SBA loans and most lease 
applications for amounts in excess of $50K. 
The personal  nancial statement provides 
a lender with a snapshot of an applicant’s 
assets, liabilities, net worth and family 
income on a speci  c date. Over many years 
of processing loan and lease applications, 
I estimate that a signi  cant percentage 
of these forms are submitted to me with 
errors. In speaking with my colleagues 
who work at various lenders, they echo this 
fact, so it is important that applicants learn 
how to properly complete their personal
 nancial statement. 
 The key concepts of the video are 
as follows:

Date - List the date for the document. All 
dollar amounts entered are based upon
this date.

Married Couples - This is a joint form for 
all married people, so both spouses sign 
the form even if only one of the spouses 
is requesting the  nancing. Both spouse 
names should be on top of Page #1, 
and both spouses sign at the bottom of
Page #3.

Liquid Assets - A typical lender will 
consider personal and business checking 
and savings accounts, marketable 
securities and retirement accounts from a 
previous employer liquid asset since the 
money can be liquidated and available in 
cash in a short period of time, if needed.

Life Insurance - The only dollar value that 
can be entered into this column is the cash 
value of a whole life insurance policy since 
the funds are available in a short period of 
time, if needed.

Real Estate - The current estimated value 
of all real estate owned. If a percentage is 
owned in an investment property, enter the 
real estate value X the percentage owned.

Automobiles - The current estimated 

value of all automobiles owned.

Other Property - Any tangible assets 
owned with some value, such antiques, 
jewelry, etc. These assets are listed in 
Section 5 on Page #2.

Other Assets - The current value of 
Shareholder’s Equity on the most recent 
balance sheet for an existing company. 
For a startup business, list any signi  cant 
investment(s) made to launch the business, 
such as franchise fees or security deposits. 
These assets are listed in Section 5 on 
Page #2.

Total Assets = Total Liabilities and Net 
Worth, so both Totals should be the same 
dollar amount.

Accounts Payable - List money owed if 
operating a business as a sole proprietor.

Installment Auto - The total outstanding 
owed on auto loans and the monthly 
payment.

Loans Against Life Insurance - Loans 
taken against a whole life insurance policy.

Mortgages on Real Estate - The current 
amount owed for all real estate owned. If 

Paul Bosley

a percentage is owned in an investment 
property, enter the percentage of the 
mortgage owed.

Net Worth = Total Assets – Total 
Liabilities. This is one of the most important 
dollar amounts viewed by most lenders.

Section #1 - Sources of Income - List 
the sources of all income on an annualized 
basis. Lenders look closely at this section to 
evaluate if the applicant(s) have secondary 
sources of income. If married, include 
income from both spouses.

      

 In Video #3, entitled How to 
Properly Complete the Sources and Uses 
of Funds Form, we will review the proper 
completion of the sources and uses of 
funds form. This form is required by many 
SBA lenders because it lists the dollar 
amount anticipated to be spent, including 
organizational costs, franchise fee (if any), 
construction costs including a percentage 
contingency for cost overruns, equipment, 
closing costs and working capital. It also 
lists where the money is coming from, 
including the owner(s) equity injection, 
gift letters, money being transferred from 
retirement accounts and debt  nancing.
 For more information, contact 
Paul Bosley at (800) 788 - 3884 or paul@
business  nancedepot.com or visit
www.business  nancedepot.com.

(Paul Bosley is the Managing Member 
of Healthclubexperts.com dba Business 
Finance Depot. Paul can be reached at
paul@business  nancedepot.com.)
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Bounce-Back Strategies From The Industry’s Front Lines
By: Gary Polic

 In my previous article, I listed 
a number of bounce-back strategies. 
This month, we will take a look at those 
strategies in action on the industry’s front 
lines. Through testimonials from industry 
leaders in di  erent clubs around the 
country, we will learn what they are doing 
to stay positive, sell, retain members 
and promote their brand by being more 
proactive, subsequently “seizing the day” 
and being successful one day at a time!

Sparrow Michigan Athletic Club
East Lansing, Michigan

Robert Diamond,  Executive Director
Nicole Brillantes, Membership Services 
Director

Retention: The leadership team engaged 
the MAC Members while they stayed at 
home with Zoom group exercise classes; 
Les Mills group exercise classes; email 
blasts; stay home, stay safe messages; text 
messages; Facebook themes daily; tips 
from the group exercise team, the tennis 
team, the basketball trainer and leadership; 
mind and body, mediation, stress relief and 
much more.

Sales:

July - First Tier Sales - The MAC opened 
the unique “Resort Membership” to the MAC 
members only. Discounted the monthly fee 
and o  ered the members to opt in. This 
membership includes lap lane pool, leisure 
pool, 250-foot water slide, kids play area, 
outdoor tennis, pickleball, outdoor group 
exercise classes, water group exercise 
classes, lounge area, adult bar, outdoor grill 
and HEAT hair salon. Amazing customers 
service and hospitality service. We called 
it Resort because it really is a resort style 
atmosphere. This is social distanced with a 
COVID-19 etiquette and screening format, 
reservation system.

August - Second Tier Sales - The MAC 
opened the Resort Membership to Sparrow 
Hospital employees, our Heros, and their 
families to join. These are new members to 
the MAC and are key to our community for 
the work they do at the hospital.

Media Day - The MAC had a Media Day 
and asked the press to come and get a 
tour of the club to see the measures of 
screening and safety we have taken. The 
local news came  out, and the MAC had 
over 3.5 million views nationally in less than 
24 hours.

September - Third Tier Sales - The MAC 
has a waiting list of potential members that 
we will invite to join for an enrollment fee, a 

12-month contract and Resort Membership 
dues until open inside and regular dues 
kick in then.

Marketing: The MAC uses email blasts, 
Text messaging, Facebook, social media, 
website, phone calls, snail mail, videos and 
zoom platforms: 

We hired a drone to take photos of the 
Resort Membership from 450 feet up to 
show the 72 pods of social distancing 
seating and the beautiful outdoor area.

Screening all members with use of the 
MAC Screening App to show us they have 
been screened. They then go through our 
screening process at the entrance and 
have a temperature check at the door. 
Masks are provided to members, and they 
must be worn in commons area.

1,000 MAC Members have opted in for 
the Resort Membership, and some MAC 
Members are still on hold at no charge 
since March 16.

The MAC continues to o  er complimentary 
zoom group exercise classes and Les Mills 
classes at no charge to the members to 
keep retention strong. The MAC continues 
to provide a Facebook page full of 
messages to the members and tips, videos, 
recipes, etc.

Community Outreach: The MAC leader-
ship team met with local lobbyists and are 
working with the Fire Marshal on a proposal 
to open an “Indoor Kids Online-School Day 
Care” for hospital employees’ children 
ages K-12. This would provide a safe, 
COVID-19 free structure, as well as an 
online learning format for the children while 
their parents work at the Hospital and keep 
the community healthy (Most schools are 
closed and are online only during this fall).

Wellbridge Athletic Clubs
New Mexico Region

Jim Gay, Regional General Manager

Retention: 

We put most of our members on a no-
charge hold during this time.

We needed to show them there were 
other options that would make it easier
to breathe.

We have several options for sale at the 
desk (at cost) to try to o  er solutions to 
members who are challenged by lesser 
mask options.

Sales:

Positioning ourselves as the safest in town.
Every member gets a bottle of sanitizer 

and a cleaning towel when they come in.
Every member and associate has their 

temperature checked before coming into 
the club.

Touchless check-in system.
Club App to make reservations for general 

usage, basketball, racquetball, classes and 
swim lanes.

Mid-day shutdown from 1:30 - 3:30pm for 
sanitizing and club reset.

Cleaner, safer, more spread out.
One of the, if not THE, only club in town 

enforcing mask usage (yes, OVER the nose).

Marketing:

eBlasts to members on hold and re-
cent cancels.

Posts to social media.

Other Pro  t Centers:

Blast Academy - Spin o   our summer Blast 
Camp program:

Classroom environment with teacher 
oversight. 

Also provides swimming and other  tness 
and fun activities.

Five Seasons Family Sports Club
Burr Ridge, IL

Aaron Pankau, General Manager

Sales:

Group exercise virtual membership.

Gary Polic

Renting out outdoor pool facilities by local 
swim clubs during non-peak times.

Purchasing bubble for outside pool 
to rent in the fall/winter/spring and to
attract swimmers.

New Home Sales up 21% so we partnered 
with real estate  rms for new movers.

Marketing:

Renting out space in club to local 
merchants, physical therapists.

Retention:

Sending videos of club cleaning services 
to all members.

Calls/emails/text to all members.
(See Gary Polic Page 21)
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Digital Workouts:
Sustainable Solution or Expensive Experiment?

By: Je  rey Pinkerton

 As health and  tness clubs 
continue to adjust to social distancing 
guidelines and even the possibility of future 
closings, many operators are searching for 
digital solutions to keep members moving 
at home. Developing and delivering a 
platform of high-quality digital workouts 
can be a challenging and costly venture, 
so when everything does return to normal, 
was the e  ort a sustainable solution or just 
an expensive experiment?

Platform, Programming, People
and Production

 The initial investment and on-
going expenses of building your own 
digital platform can quickly outweigh the 
return, especially if production quality is 
below par and the business model is not 
properly scaled to reach a large audience. 
The expense of video platforms, monthly 
bandwidth charges, ongoing programming 
costs for new content, capital expenses 
for cameras, lighting, sound, space and 
staging, music and music licensing costs, 
additional payroll and personnel costs, 
marketing costs to promote the new o  ering, 
and the production and post-production 
costs of creating video workouts can 
quickly overshadow the potential revenue. 
If the quality is too low and the  nancial 
investment too costly, the venture into DIY 
digital workouts will prove to be nothing 
more than an expensive experiment.
 In order to compete in the 
digital workout space, every element of 
the product (the platform, programming, 
people, production and price) need to 
compete head-to-head with the likes of 
Peloton, Beachbody, Apple’s new Fitness+
and others. As more companies enter the 
space each month, and more free YouTube 
workout videos are uploaded every day, 
the more sustainable solution is to  nd 
a partner who can provide professional 
content, ideally one that complements the 
live experience at your facility.

Streaming Workouts Vs.
Social Experiences

 It should come as no surprise that 
the adoption of streaming at-home workouts 
has been on the rise. Club shutdowns and 
the COVID-19 pandemic aside, streaming 
workouts have been gaining in popularity 
for years. Imagine the mildly-content 
member who shows up at a health club, 
only to work out alone on a machine with 
headphones and with little to no personal 

connection or social interaction. Even 
pre-pandemic, for this member, the idea 
of saving a little commute time and gas 
money for the convenience of being able 
to work out “anytime anywhere” was a
strong proposition.
 However, for those members who
are socially connected to your facility, 
speci  cally those who are accustomed 
to working out in groups, the energy, the 
connection and the shared experience 
is impossible to replicate. In addition to 
the enthusiasm and coaching of a great 
instructor and the music from a great sound 
system, the live experience has social and 
psychological bene  ts that are impossible 
to duplicate through an app and a screen. 
As authors Chip and Dan Heath discuss in 
their book, The Power of Moments, creating 
experiences that are both “meaningful 
and memorable” often involves social 
connection, because quite simply, the most 
impactful experiences are “strengthened 
because we share them with others.”

Complementing the Live Experience

 I am a huge Atlanta United soccer 
fan. I registered for season tickets as soon 

as Major League Soccer announced there 
would be an expansion team. I have been 
part of the record-setting, chanting and 
screaming crowds in the recently built 
Mercedes Benz Stadium. With 50,000+ 
other fans, I have shared the experience 
with both friends and family and the 
strangers who have seats nearby. And, 
although I don’t know most of their names, 
we have high-  ved often enough that I 
consider them close fellow fan friends. 
No matter the quality of my TV or sound 
system at home, these shared experiences 
cannot be remanufactured at home. It’s not 
the same. For now, and for a time, watching 
on television is a necessary substitute. 
For the Atlanta United organization, it’s a 
great way to keep fans connected when 
they can’t make it to the game. And, it is 
a good way for people to be introduced to 
the team. But, it is no replacement for the
real thing.

The MOSSA MOVE A   liate Program

 We launched the MOSSA MOVE
digital workouts on Xbox Fitness in 2013 
with the goal of getting people o   the couch 
and getting people moving (See Club 

Je  rey Pinkerton

Insider’s November 2013 Cover Story by 
going to bit.ly/clubinsider105). We knew 
that, if we helped people get started in 
the safe space of their own homes, they 
would gain con  dence. From there, we 
could help them  nd one of the hundreds 
of facilities that o  er our live, instructor-led 
group  tness workouts. In 2018, we moved 
the programs to a dedicated platform and

(See Je  rey Pinkerton Page 22)
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Franklin Athletic Club
So uth  eld, Michigan

Jim Martin, Membership Director

Four Crucial Steps to Rebuild Your 
Draft... The Holy Grail!

1. The most important step you can take 
during these unprecedented pandemic 
times is to make prospective members and 
members totally comfortable coming into 
your club. You need to video your safety 
protocols and send it to your database and 
your members to assure them you have a 
clean and safe environment.

2. Eliminate all barriers that will slow your 
sales down:

A. Eliminate Initiation Fees. Maybe later 
but not now.

B. Month-to-month memberships... 12-
month memberships could be o  ered, but it 
needs to be a good deal.

3. Set up an aggressive onboarding system. 
Whatever services you sell, it is especially 
important to let them experience as many 
as possible and reward them for it. Let us 
assume that you sell Personal Training, 
Tennis Lessons, Massage and Facials. 
In my system, if they experience two of 
those services, they will receive $75 in club 
cash. They bring a card signed o   by the 
departments that they experienced. When 
they come to pick up their club cash, you 
can price present your special and allow 
them to apply their club cash to the special!

4. The number one source of sales in our 
industry is member referrals... hands down. 
Implement a strong referral program with 
valuable rewards:

A. $100 Club Cash for sponsoring a new 
member. This gets the member involved in 
your services. Club cash is used to purchase 
club services, not free months. I strongly 
suggest that you do not give them a free 
month for sponsoring a member; that lowers 
your draft. Referral programs, if designed 
properly, will greatly increase your draft. 
Your draft is the holy grail; do not touch it.

B. Have a great prize give away to enter 
sponsoring members only. One of the best 
prizes I have given away is a Platinum 
Membership for the family that wins. 
The more people they sponsor, the more 
entries they get. I give members 30 entries 
for every membership they sponsor. I give 
ten entries for every $100 that is spent on
club services.

C. Platinum Prize Winner Receives:

No dues for one year;
One Personal Training Session a week for 

one year (or massage);
Unlimited guest privileges;

Platinum Parking Spot for the year;
Unlimited small group personal training 

sessions for the year;
Unlimited guest privileges for the year;
A private locker for the year.

Note: It is also good to have second and 
third place prizes).

(Gary Polic is the Owner of Polic 
Consultants Group, LLC. Gary can be 
reached by phone at 630-410-1120 or email
at gary@policconsultantsgroup.com.
You can also learn more by visiting
www.policconsultantsgroup.com.)

Do You Operate Your Gym With A Sense of Urgency?
By: Jim Thomas

 A quick check shows the de  nition 
of urgency to be: (1) to act promptly; (2) act 
with intention to make things happen; (3) 
doing what needs to be done immediately. 
Here’s what I see frequently in gyms... 
Many times, there are a lot of good things 
going on, but the business and sta   have 
become stagnant because of a lack of 
urgency. Here’s the deal. Without urgency, 
it simply doesn’t matter when something is 
done... it could be tomorrow, the next day, 
next week, next month or even next year. 
However, acting with urgency can make all 
the di  erence in getting your business back 
on track or maximizing the opportunity.

Here are some things to consider if your 
gym needs a kickstart with urgency:

1. As an owner, manager, department 
head, salesperson, make your own smart, 
quick decisions with con  dence. It all starts 
with you, right? This is a way of thinking 
you want to act on immediately, and 
your behavior will help train your team to
act accordingly.

2. Identify obstacles to your sta  ’s progress 
and quickly remove them. Take a look 
around for obstacles that are getting in your 
way of acting with urgency. In many cases, 
I have seen the commission schedule 
or the lack of one being an obstacle. In 
the end, a simple process is usually a
successful process.

3. Establish a culture that is focused on 
outcomes, not individual tasks. Here’s the 
bottom line on this: e  ort without results
is meaningless.

4. Communicate consequences for inaction; 
clarify what happens if desired outcomes 
aren’t met. Too many managers think 
consequences means they  re someone. 
This is not so. My favorite is to role play 
the telephone inquiry script in front of the 
group. If we’re not setting phone inquiries 
or not getting shows, this will normally get 
them to memorize the script. Or, in the 
sales process, many times, we will roll out 
a Love at First Sight O  er.

5. Identify what systems work for your gym, 
and eliminate the systems that no longer 
serve you. Don’t keep old, tired ways of 
doing things in place just because, “that’s 
the way you’ve always done it.”

6. Announce and celebrate small successes 
to demonstrate what happens when 
desired outcomes are met. For example, 
break a sales record and the entire team 
goes out to dinner together to celebrate. 
Or, celebrate when members sponsor a 
new member and receive their gift before 
the deadline.

7. Agree on deadlines and provide 
reminders. Final day for a membership 
special. Final day to sign up for a class.  
Final week on the referral contest. You get 
the idea. Then, be sure to communicate 

across many di  erent platforms: in-club 
signs, email, phone, social media, etc.

8. Keep meetings short by always providing 
an agenda. Always have a planned, crisp 
agenda for each meeting.  Don’t allow the 
meeting to drag from the original intent.

9. When speaking, get to the point 
quickly; encourage your team members 
to communicate in a similar manner. 
Say what you want, when you want it 
and get to work. No long, drawn out
explanations necessary.

10. Demonstrate leadership by example by 
meeting your personal deadlines. This one 
should be simple enough.

11. Hold one-on-one meetings to secure 
each sta  er’s buy-in to the team. Meet with 
EVERY team member and communicate 
the expectations and their understanding of 
each. You must get 100% acknowledgement 
and buy-in before you can get started, then 
be sure to follow up.

12. Follow up. It will not be good enough 
just to express your expectations; you 
must continue to follow up and train where 
necessary. The culture of urgency will 
never be important to you sta   until its  rst 
important to you.

Now, go get it done... now!

(An Outsourced CEO and expert witness,

Jim Thomas

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 to 
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
www.youtube.com/gymconsultant or 
www.fmconsulting.net.)

Make
It Fun!
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...Je  rey Pinkerton
continued from page 20

created an a   liate program and revenue 
share for partnering health clubs. As 
members needed  exibility, were traveling 
for business or away on vacation, or even if 
life was just too challenging to make it to the 
facility on a regular basis, MOSSA MOVE
workouts provided a great supplement for 
the live workouts they loved.
 As health clubs were forced to 
close their doors in March, we launched 
a massive e  ort to help clubs keep their 
members moving, and most importantly, 
connected. Through the MOSSA MOVE 
A   liate Program, facilities can o  er 
professional digital workouts to members 
and potential members and receive a portion 
of the monthly subscription. After a webcast 
on Friday, March 13, many of our customers 
were up and running the very next day.
 “The MOSSA MOVE A   liate 
Program was there for us and our members 
when we needed it most. Our members 
LOVE their MOSSA programs, and not 
being able to experience live workouts 
at the club (during our mandated club 
closure) was really, really hard for them. 
We launched the MOSSA MOVE App
and immediately reconnected with our 
members; it helped them get their favorite 

workouts in at times that were convenient 
for them, which is especially valuable 
during a time when everyone’s schedule 
needs to be  exible,” said Stephen Roma, 
CEO of Jersey Strong.
 We are so proud of the work that 
our partners have done to navigate the 
challenges of 2020, and we are thankful that 
the MOSSA MOVE platform could provide 
a solution to an unimaginable challenge. 
As we look to the future, we know digital 
workouts can play a bigger role in reaching 
more people, getting more people moving 
and helping people  nd connection and 
community at the best (social) health clubs 
around the world. Of course, we are looking 
forward to the day when we can high-  ve 
again with our  tness friends because there 
really is no replacement for the real thing.

Let’s Move!

 To learn more about the MOSSA 
MOVE A   liate Program and how your 
facility can o  er digital workouts to your 
member and potential members, please 
visit www.mossa.net.

(Je  rey Pinkerton is the Business 
Development Manager for MOSSA. Je  rey 
can be reached by phone at 770-989-4737
or email at je  reypinkerton@mossa.net.)

ABC Fitness Solutions Unveils Rebranding
SHERWOOD, AR - ABC Fitness Solutions, 
formerly known as ABC Financial Services, 
has unveiled a corporate rebranding that 
rea   rms the company’s commitment to 
the health and  tness industry, supported 
by powerful, new club management and 
member engagement capabilities atop 
the market-leading billing and payment 
services that ABC is known for.
 ABC Fitness Solutions o  ers the 
most integrated, con  gurable solution for 
health clubs and  tness businesses of all 
sizes. The comprehensive solution has 
six modules that make up holistic club 
management: Member Acquisition, Member 
Management, Member Engagement, Club 
Administration, Reporting and Analytics, 

and Revenue-cycle Management.
 ABC’s expanded o  ering includes 
the introduction of its next generation 
Revenue-cycle Management (RcM), which 
has been reimagined to manage any kind 
of subscription or payment model, whether 
session-based, one-time, bundled or 
usage-based. ABC’s RcM 1.0 was generally 
released in July and RcM 2.0 aims to be 
ready later this year.
 ABC also continues to expand 
the partner network and introduced ABC 
Door Access by Openpath as part of the 
Club Administration module. An integrated 
access control solution makes it possible for 
health clubs to implement important hands-
free entry that improve safety and sanitation.






