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Activity 1: Legal and Professional Requirements for Fitness Coaching
Question 1

When working with members of the public, fitness professionals have legal responsibilities and are accountable for their actions. 

Describe the legal responsibilities and accountabilities when dealing with the public. 

Provide answers using the subheadings below: 

	Duty of care – 



	Health and safety responsibilities – 



	Safeguarding and appropriate behaviour – 



	Professional accountability (following policies, procedures, and codes of conduct) – 




Question 2
Using the table and options below, match each of the different types of insurance to the correct definition. Insert the correct option into the ‘Insurance type’ column. 

Options:

Public liability insurance

Professional indemnity insurance 

Personal liability insurance 

Business equipment insurance

	Definition


	Insurance type

	Covers claims made against the individual for giving poor advice or insufficient service by a third party.


	

	Covers claims made against the individual for negligence resulting in injury, illness or property damage.


	

	Covers claims made against you for damage to a third party’s equipment.


	

	Covers claims made against the individual for injury or damage by a third party.


	


Question 3
Which of the following three statements are true in relation to how fitness coaches can protect themselves against insurance claims.
Select three options:
☐ Keeping clear written records of sessions can help defend a coach if a claim is made.

☐ Verbal agreements with clients are enough, so written records are not necessary.

☐ Fitness coaches should give advice outside their qualifications if it helps the client achieve results.

☐ Documentation does not need to be stored securely once a session has finished.

☐ Providing clear instruction on equipment use and documenting that instruction protects the coach.
☐ Obtaining informed consent and completing health screening before training helps reduce legal risk.
Question 4

Which statement best describes a fitness coach’s duty of care? Select one answer only.

☐ Ensuring clients achieve their fitness goals quickly

☐ Taking reasonable steps to protect themselves, clients and others from harm.

☐ Only supervising clients during planned sessions

☐ Providing advanced exercise advice

Question 5

Using the table and options provided match the duty of care responsibility to its category. Insert the answers into the column ‘Category’.

Category options:

Environmental safety

Personal safety

Client safety

Equipment safety

	Responsibility 
	Category

	Holding relevant qualifications
	

	Screening clients before exercise
	

	Removing trip hazards
	

	Reporting broken equipment
	


Question 6
What is meant by the term scope of practice for a fitness coach? Select one answer only.

☐ The number of clients a coach can work with

☐ The range of activities a coach is qualified and permitted to perform

☐ The types of equipment available in the gym

☐ The length of a coaching session

Question 7

A client asks a fitness coach for help with several issues. Which three requests fall within a fitness coach’s scope of practice? 
Select three options:

☐ Showing correct lifting technique

☐ Providing dietary plans

☐ Giving general healthy lifestyle advice

☐ Diagnosing a medical condition

☐ Designing a basic gym programme

☐ Treating a sports injury
Question 8
Using the headings below, describe each area of the professional standards and guidelines that fitness coaches are expected to follow.
	Competence -



	Confidentiality -  



	Safety - 




Question 9
Which statement best reflects equality and inclusion in a fitness environment? Select one only.
☐ Providing the same programme for all clients

☐ Treating all clients exactly the same regardless of needs

☐ Adapting support to meet individual needs and remove barriers 

☐ Allowing only experienced clients to use certain equipment

Question 10

A new group of clients includes:

· A client with a visual impairment

· A client with limited English

· A client with anxiety about exercise

Which three actions demonstrate inclusive practice?

Select three options:
☐ Providing alternative exercises for accessibility 

☐ Using simple, clear language or visual demonstrations 

☐ Providing identical programmes regardless of ability

☐ Ignoring personal barriers to participation

☐ Expecting clients to adapt without support

☐ Allowing extra time for reassurance and support 

Activity 2: Helping Customers to have a Positive Exercise Experience
Question 11
Describe what customer care means within a fitness facility and why providing high-quality customer care is important for the success of a fitness business.
	


Question 12
A fitness facility is located in an area with:

· A large, retired population

· A nearby university

· A business park with shift workers

Which four customer needs should the fitness coach consider?

Select four options:

☐ Age-related mobility considerations

☐ Providing templated programmes for all members regardless of needs

☐ Social and community-based classes for older adults

☐ Scheduling all classes during standard daytime hours only

☐ Designing only advanced training programmes

☐ Ignoring local demographic trends when planning services

☐ Beginner inductions for inexperienced students

☐ Flexible session times for shift workers


Question 13

Using the table and options provided below match the customer characteristic to an example need. Insert each option into the ‘Example need’ column. 

Example need options:

Lower-impact exercise options

Clear instruction and reassurance

Modified intensity and screening

Structured progression

Group-based classes

	Customer characteristics
	Example need



	Client with health condition
	

	Performance-focused client


	

	Older adult


	

	Beginner with low confidence


	

	Socially motivated client


	


Question 14
Which four following ways can a fitness coach help customers have a positive exercise experience?

Select four options:

☐ Provide information without checking customer understanding

☐ Use friendly and welcoming language at all times

☐ Follow a standard approach without adapting to individuals

☐ Maintain appropriate eye contact when communicating

☐ Use customers’ names when speaking to them

☐ Use complex technical fitness terms throughout the session

☐ Focus on session structure rather than customer interaction

☐ Show empathy and consideration for individual needs

Activity 3: Skills and Behaviours needed to Deliver Effective Customer Care
Question 15
Which two of the following are common characteristics of people who provide excellent customer care in a gym environment?
Select two options:
☐ Focusing only on completing tasks as quickly as possible
☐ Demonstrating patience and a positive attitude

☐ Avoiding member questions when the gym is busy

☐ Actively listening to members and responding with empathy

☐ Waiting for members to approach rather than offering assistance
Question 16
Which two of the following are appropriate ways to meet and greet customers politely and confidently?

Select two options:
☐ Greet customers casually without acknowledging their presence directly

☐ Continue your current task and wait for the customer to speak first

☐ Use a clear, friendly tone of voice and offer assistance

☐ Avoid eye contact to prevent making the customer uncomfortable

☐ Smile, make eye contact, and greet the customer by name if known
Question 17
Identify three features of personal presentation that help create a positive impression on customers. Insert you answers below.

	1 – 



	2 – 



	3 – 




Question 18
Explain the importance of making a positive first impression with your customers and then describe how each of the following ways helps you make a positive impression on customers in a gym environment.

	Importance of making a positive first impression - 



	Positive body language –



	Communicating clearly -



	Active listening -




Question 19
Which of the two following ways can help you build a rapport with customers the gym environment?
Select two options:
☐ Using closed body language and avoiding eye contact

☐ Actively listening to customers and showing interest in their fitness goals

☐ Greeting customers in a friendly and professional manner

☐ Focusing only on tasks and not engaging with customers
☐ Responding politely and respectfully to customer questions
Question 20
Using the table below, identify how the fitness coach’s behaviour benefits the customer and their experience in a gym environment. Insert your answer in the ‘Benefit’ column. 

	Coach behaviour


	Benefit

	Walking the gym floor

	

	Smiling and greeting members

	

	Offering assistance

	

	Listening to concerns

	


Question 21
A customer approaches you with a complaint about overcrowded equipment in the gym during peak hours.

	Describe the attitude you should demonstrate and how this attitude will help resolve the situation.



	Give an example of responses and actions that may make this situation worse. 




Question 22
Which two of the following times is it appropriate for you to approach customers to offer support and guidance in a gym environment?
Select two options:
☐ When a customer appears unsure or confused about how to use gym equipment

☐ When a customer is performing a heavy lift or intense exercise

☐ When a customer is wearing headphones and clearly focused on their workout

☐ When a customer is rushing between exercises and avoiding eye contact

☐ When a customer asks for help or advice
Question 23
Answer the following customer care scenarios. Select one option for each question.  
You are delivering a small group session in the gym when another customer approaches looking for help.


What is the most appropriate way to acknowledge them?

☐ Ignore them until the session finishes

☐ Tell them to ask reception

☐ Smile, make eye contact and politely explain you will assist shortly 

☐ Stop the session immediately

Several clients are waiting to speak to you while you assist someone else. Which action shows appropriate acknowledgement?

☐ Avoid eye contact

☐ Continue talking without acknowledging others

☐ Briefly greet waiting clients and indicate you will be with them soon 

☐ Tell them to wait silently
Question 24
Answer the following customer care scenarios. Select one option for each question
A client says, “I feel a bit embarrassed training when it’s this busy.” Which coach response best demonstrates enthusiasm and a helpful attitude? 
☐ “Everyone feels like that, you’ll get over it.”

☐ “If it’s too busy, maybe come back another time.”

☐ “Thanks for telling me, let’s find a quieter space and I’ll talk you through the first set with you.” 

☐ “Just follow your plan; I can’t keep stopping to help.”

A regular member says, “I’m not seeing any progress, what’s the point?” Which coach response best demonstrates enthusiasm and a helpful attitude?

☐ “That’s just how it is, progress is slow.”

☐ “Well, if you’re not progressing, you must not be trying hard enough.”

☐ “Let’s take a quick look at what you’ve been doing, celebrate what has improved, and tweak one or two things today.” 

☐ “You should probably book a personal trainer if you want results.”
A member finishes using a machine and walks away without cleaning it. Another customer approaches you and says, “This machine is covered in sweat.”

Which coach response best demonstrates carrying out routine customer care tasks in a way that shows consideration for customers?

☐ “You can grab some paper towels over there and clean it yourself.”

☐ “It’s busy tonight, you’ll just have to wait.”

☐ “Thank you for letting me know, I’ll clean that for you now and make sure it’s ready to use.”

☐ “People should know better than to leave it like that.”

Question 25
Which of the two following ways could you positively influence customer retention?

Select two options:
☐ Avoid asking for feedback to prevent hearing complaints

☐ Provide personalised workout advice and follow-up support

☐ Focus only on signing up new members rather than engaging current ones

☐ Greet members by name and regularly check in on their progress 

☐ Reduce interaction time so you can complete more sessions per hour

Question 26
Describe how you could effectively play the role of a facilitator for your customers and provide specific examples.

	


Activity 4: Communicating Clearly and Effectively with Customers
Question 27
Which two of the following are examples of methods of communication?
Select two options:
☐ Verbal communication (speaking directly to a member)

☐ Ignoring non-verbal signals during a conversation

☐ Personal opinions about a member’s fitness level

☐ Written communication (emails, messages, or notices)

☐ Completing administrative tasks in the office
Question 28
Which two of the following are examples of positive body language?

Select two options:
☐ Turning your back while the member is asking questions

☐ Smiling and nodding to show understanding

☐ Crossing your arms and leaning away while listening

☐ Frequently checking your phone during the conversation

☐ Maintaining appropriate eye contact while speaking to the member

Question 29
Which two of the following are examples of negative body language?

Select two options:

☐ Standing upright with an open posture

☐ Crossing your arms while speaking to a member

☐ Smiling and nodding to show understanding

☐ Maintaining steady, appropriate eye contact

☐ Frequently checking your watch or phone during a conversation

Question 30
You are working on the gym floor when a new member approaches you and says they are unsure how to adjust a resistance machine and feel a little nervous about using it.

Describe how you would communicate effectively and efficiently in this situation.

	


Question 31

You are delivering a small group session in the gym when a participant challenges your instruction in front of others.


Describe how you would communicate effectively and efficiently in this situation.

	


Question 32
Explain why a consistent positive attitude and approach to customers is vital to an organisation. 

	


Activity 5: Interacting with Customers in Different Situations
Question 33
Which two of the following are personal qualities that help when dealing with customer problems?
Select two options:
☐ Defensiveness when receiving complaints

☐ Empathy toward the customer’s situation

☐ Patience when listening to the customer’s concerns

☐ Impatience to resolve the issue quickly without listening

☐ Avoiding responsibility for the problem
Question 34
Which four situations require escalation or referral in the role of a Fitness Coach?

Select four options:

☐ A customer asking where the lockers are

☐ A client feeling dizzy during exercise

☐ Faulty or unsafe equipment reported

☐ A member asking for help with exercise technique

☐ Requests for injury rehabilitation advice outside your scope

☐ Complaints about staff conduct

☐ A customer asking how to adjust a seat

☐ A client requesting motivation tips

Question 35
A new customer emails asking for information about beginner gym sessions.


Describe how you should communicate with the customer using email to ensure effective and professional online communication.

	


Question 36

A customer posts a public complaint on social media stating the gym equipment is always broken.

Describe how you should communicate appropriately in this situation using online tools.

	


Question 37
Answer the following questions on social media and fitness coaching. Select one answer only for each question. 
Which is a key benefit of social media for fitness coaches?

☐ Avoiding all customer interaction

☐ Reaching a wider audience and promoting services

☐ Replacing professional qualifications

☐ Eliminating the need for customer care

Which is a potential risk of using social media in a professional role?

☐ Increased customer engagement

☐ Maintaining confidentiality

☐ Sharing inappropriate content that damages reputation 

☐ Communicating quickly with customers
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