




Inside The Insider

Norm’s Notes

Publisher and Tribal 
Leader Since 1993

Club Industry’s

because without all of you, neither 
of those humbling events would have 
occurred

Principal of The STEP Company

Creator of Step Aerobics 
and Renowned Group Exercise Instructor

Denver Colorado
Top 100 Club (recognized by Club 

Industry)

East Bank Club, Dedham Health 
and Athletic Complex, The Claremont Club 

Rochester Athletic Club
General Manager

General 
(See “2017 In Review” Page 10)

BREAKTHROUGH

extended life expectancy 
beyond any other drug that has advanced 
into human clinical trials

 Chair, Bash for Augie’s Quest



 

“Yesterday, December 
7, 1941, a date which will live in infamy, 
the United States of America was suddenly 
and deliberately attacked by naval and 
air forces of the Empire of Japan.”

all

killing 2,117 Navy men and women, 228 
Army troops and 57 civilians

18 di  erent 
cities during his lifetime 

you’re like me you do believe in a 
Higher Power

you believe in Divine Guidance… 

But, just in case you don’t recall, let me 
say that it’s our honor and pleasure to 
present the advertising messages of

I limit 
how many franchisors I publish advertising 
for because I truly believe that our industry 
has too many club franchising companies 
out there in the  rst place

Thank You to Our Contributing AuthorsAbout Club Insider

someone who’s on the outside looking 
in at our interesting industry

considering

(See Norm’s Notes Page 7)





Shoes that Fit

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

.)

2017 International Fitness 
Industry Trend Report - What’s All the 
Rage



better more competitive

not 
too late

I urge 
you to get active today

in 
honor of the Hispanic population in the 
San Diego area

Club Industry

Club Industry

“The three-story club 
had  ooding and damage to the street-level 
lobby, locker rooms and children’s center, 
as well as to a below-ground cardio  tness 
space.” “Portland 
Fire and Rescue was noti  ed around 4:45AM 
on Monday, December 4, and they arrived 
to  nd water gushing into the lobby and 
cardio room. Crews were not able to stem the 
water  ow completely until around 6:15AM. 
Responders told that one to two 
inches of water covered some of the lower-
level treadmill bases, and at one point, water 
in the lobby came up to a  re  ghter’s hip. The 
club’s basketball and racquetball courts also 
have signi  cant water damage. As of Monday 
afternoon, the club’s website predicted 
closure through Friday December 8th at 
5PM. A sign posted on the front door directs 
local members to use the Lloyd District LA 
Fitness location.” 

(See Norm’s Notes Page 8)



you 
are not a

full bene  ts 

don’t delay! 

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

, now in its 25th year of publication. 
Cates was IHRSA’s First President, and a 
Co-Founder with Rick Caro and  ve others, 
in 1981. In 2001, IHRSA honored Cates with 
its DALE DIBBLE Distinguished Service 
Award, one of its highest honors. In 2017, 
Cates was honored with Club Industry’s 
Lifetime Achievement Award. Cates can be 
reached by phone at  or email 
at )

(Daron Allen is President and CEO of Visual 
Fitness Planner and he can be reached at 

.)





Manager
he does, his sta   and club members is clear 
to see, and it is what makes the di  erence 
for this great facility in Grants Pass, 
Oregon. 

“We’ve had a great, growing year here 
at Club Northwest in Oregon. Our dues 
line remains strong, and we continue to 
increase our non-dues revenue through 
innovative programming and community 
partnering. We don’t have the exact 
numbers at press-time, but it looks likely 
that our income will surpass the 60% non-
dues revenue mark for November of this 
year. Over the years, we have continued to 
grow our dues line at a healthy pace, yet 
continue to grow our non-dues revenue 
even more aggressively. We are also 
very happy to announce a new partner 
in The Blue Zones Project (see oregon.
bluezonesproject.com), located in our new 
building on campus. Our medical wellness 
o  erings continue to grow, including 
the Rock Steady Boxing Program for 
Parkinson’s patients, and we look forward 
to launching the GENAVIX Wellness 
Programs in 2018. The executive team and 
entire sta   see 2018 as a year of immense 
possibilities here at Club Northwest. We 
wish all our friends and colleagues in 
the wellness industry a happy and well
new year!”

 

Train Like a 
Fighter; Live Like a Champion

Little Rock, 
Arkansas

CEO

“We believe that  tness and fun 
not only can co-exist, but that they are 
soul mates that should never be apart.” 

“All is good at LRAC. Things continue to 
bounce along in a positive way. A challenge 
is the rising cost of operating, but the 
positives are growth, member engagement, 
NPS and low attrition.”

Founders

Bel Air, 
Maryland

“The club is doing great. We continue 
to emphasize family,  tness and fun. 
We have continued to grow. The Sports 
Factory is going well but not as strong 
as we had hoped; we have de  nitely 
learned a lot regarding training seasons 
for di  erent athletes and when there’s 
downtime. We have been diversifying 
our o  erings during those down times 
by securing numerous tenants that have 
helped o  set or supplement our costs, such 
as a local church and club sports teams. 
Unfortunately, the minimum wage increase 
has added approximately $300K in added 
payroll since the 30% increases that has 
been phasing in the last couple years. That 
continues to be our challenge in making 
up those expenses without raising dues. 
We continue to streamline, cross train and 
automate where we can.”

35 years of 
industry service General Manager

Miami 
Lakes, Florida

THE 

President and CEO

celebrated 20 years of vastly increasing 
personal training revenues

“Many things have happened since being 
featured as your cover story. Although we 
were celebrating our 20-year anniversary, 
I felt as though the majority of clubs 
were hearing about us for the  rst time. 
Yes, the power of advertising! We have 
been in discussion with clubs from all 
over the country, both single- and multi-
unit organizations. The inquiries have 
been from clubs of all sizes and price 
points and even some clubs who are still 
in the planning stages. The response has 
been incredible, because the revenue 
our program generates for our clients is 
really unprecedented. As one of our recent 
clients noted, ‘Nobody focuses on one-to-
one training like we do!’ Furthermore, we 
are about to release our greatest software 
upgrade in our 20-year history, so all good 
things are happening here with the Pro 
Fitness Program!”

 always has 
you in mind we hope it shows

(See “2017 In Review” Page 12)





 

complimentary basis

not

plus

plus

- 

 

(See “2017 In Review” Page 14)





MUSTS

(See “2017 In Review” Page 16)





(Justin Cates is the Assistant Publisher of
and grew up in the health and  tness 

club industry. Now, he is an integral part of 
the “Story” of Norm Cates and
Justin can be reached by phone at 
or email at )

Subscribe to CLUB INSIDER





know
do

can

stop 
Read on

cannot

growth goal

systematic way
each every 

implementing points 2 - 5 from above

.

every day

does what needs to be done

growth goal

“We 
have been training the same members for 
12 years.”

growth

There’s more!

systematic way
each every

beliefs behavior

(See Karen Woodard-Chavez Page 21)





complicated sensitive

ABC News-Washington 
Post

(See Paul R. Bedard, Esquire Page 22)



(Karen is President of Premium 
Performance Training in 
Boulder, Colorado and Ixtapa, 
Mexico. Karen has owned and 
operated clubs since 1985 
and now consults and trains 
sta   throughout the world on 
sales, service, management 
and leadership. These services 
are o  ered on-site, online and 
through her books, manuals and 
DVDs. Karen can be reached at

or
.)



August 2017 Edition

(Paul R. Bedard, Esquire, has nearly twenty 
years of management, leadership and 
operations experience in the health and 
 tness industry. As a practicing attorney, 
Paul’s health and  tness industry experience 
provides him with a unique perspective 
when advising on or litigating matters 
involving health club handbooks, policies, 
contracts, disputes or injuries. Paul also 
conducts sexual harassment training for 
private employers. Paul strives to be active 
in his local community and has served on 
the Southington Zoning Board of Appeals 
and the Board of the Central Connecticut 
Regional Planning Agency. Paul can be 
reached at  or

)





born 1996 and after
born 1977 - 1995

born 1965 - 1976
born 1946 - 1964
born 1945 and before

(The Greatest Generation: 1914 - 1929).

 

Tell what you want 
- Show how it is done - Do it with the 
new associate (hands on).

 “The process of 
giving instructions often leaves a signi  cant 
amount of room for misinterpretation. 
People are often distracted during the 
brie  ng or skim the email containing 
instructions. Or, the recipient may just 
make some di  erent assumptions than 
the person delivering the instructions. 
Regardless, as in the childhood game of 
‘telephone’, the message’s intent can be 
distorted. The briefback is an e  ective 
tool to manage that ambiguity. A briefback 
(sometimes called “brief back” with two 
words, or “backbrief”) is exactly what 
it sounds like. The person or people 
receiving the instructions give a synopsis 
of the instructions he just received. The 
person originally giving the instructions 
can then determine whether the message 
was received properly. Obviously, if the 
repeated version is not the same as the 
original intent, the instructions should
be clari  ed.”

(See Bill McBride Page 25)

Consulting Services From BMC3

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

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

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



Men’s Fitness Woman’s Health

(Nancy Trent, The Trend Spotter, is a 
writer and speaker, a lifelong health 
advocate, a globe-trotting trend watcher 
and the Founder and President of Trent 
& Company, a New York-based marketing 
communications  rm with an o   ce in Los 
Angeles. Trent & Company grew out of 
Nancy’s personal commitment to helping 
people live longer and healthier lives. A 
former journalist for New York magazine, 
Nancy has written seven books on healthy 
lifestyles, serves on the editorial boards of 
several magazines and travels around the 
world speaking at conferences and trade 
shows on trends in the marketplace. She 
is a recognized expert in PR with more 
than 30 years of experience creating and 
managing highly successful campaigns. 
Nancy can be reached at or

You can 
also visit .)

beating ALS 
with Augie Nieto 

(Bill McBride is a health club industry 
veteran with over 25 years of experience 
leading and managing all aspects of 
commercial health clubs, medical  tness 
centers, community centers and corporate 
 tness centers. He owns BMC3, a health 

club consulting company and is Co-founder, 
President & CEO of Active Wellness - dba 
Active Sports Clubs. Bill has served as 
Chairman of the IHRSA Board of Directors, 
on the ACE Industry Advisory Board, on 
the ACSM Facility & Standards Guidelines 
and Recommendations Committee and 
is actively engaged in industry Board 
Service, as well as education and speaking 
on in dustry topics throughout the world. 
Bill can be reached at 

 or . You can 
learn more about Bill at 

 or
.)



Club Services



Making sure that our members and our 
clients see results and that every experience 
they have in our facility is memorable. Our 
mission, our purpose is to raise the self 
esteem of the world. We do it one person 
at time.

September/October

we 
give back to our sta   and our community

Life as a 
Day Maker

(Mike Gelfgot immigrated from Tashkent, 
Uzbekistan in 1993, and since then, he’s 
devoted his life to helping people get to a 
healthier place. Mike holds credentials from: 
NASM, CES, PN, TRX, FAI, FMS, and in 
2012, he was the Anytime Fitness Personal 
Trainer of the Year. Mike can be reached at

.)



Wall Street 
Journal

(See Paul Bosley Page 30)





Advertising Directory

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

our  rst eight years of publication.

hundreds hundreds

Norm Cates, Jr.

Wall Street 
Journal

(Paul Bosley is the Managing Member 
of Healthclubexperts.com, and he can 
be reached toll free at , by 
cellphone at or email at

. Or, check 
out )






