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Norm’s Notes

A Club Industry Pioneer, Veteran and Gentleman

, “Get a 
beverage of your choice, sit back, relax 
and enjoy the following read.”

Club Industry 
Pioneer, Veteran Gentleman Columbia Association (CA) Director

of Human Services

Founder 
of Columbia

‘Pro  t 
is always a byproduct of value,’  ‘It’s as 
hard to do a little thing well, so you might 
as well do a big thing well.’ 

(See Roger Ralph Page 10)

One Busy Guy!

 rst passed

(See Jim Worthington Page 8)

Featuring Interviews With Rudy Fabiano and Bruce Carter

(See Architecture & Design Page 26)



you have access to all of it

PLUS  
24-hour digital access to over 9,500 pages 
of  editions. 

So, folks, check the 
cover of this month’s edition.

“SELF… why did I wait so long
to subscribe!?”

Right to Try Bill

“The Tru Ride 
Cycle Studio is Edmonton’s  rst indoor 
boutique cycle studio and o  ers members 
a luxurious and immersive cycling 
experience. In the future, the Company 
plans to expand these o  erings to
other locations.” 

(See Norm’s Notes Page 7)
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...Norm’s Notes

(See Norm’s Notes Page 8)

Consulting Services From BMC3

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

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

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



...Norm’s Notes
AND

(Norm Cates, Jr. is a 40+ 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 )

...Jim Worthington

 

he also 
felt there may be more to do

what else could be done

if ever.

(Norm Cates, Jr. is a 40+ 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 )





...Roger Ralph

Bel Air Athletic 
Club

Kick 
the tires, get out to talk to people and most 
people who are good-spirited will help you.

‘Now, 
Discover Your Strengths,’

(See Roger Ralph Page 12)





...Roger Ralph

Cal Ripken, 
Sr. Foundation (CRSF) $30 million 
national foundation 

the health and  tness club industry is 
tremendously addictive

Pike Creek Club

Rick 
Caro con  rmed this

(See Roger Ralph Page 14)





...Roger Ralph

Operation Home Front

(See Roger Ralph Page 16)

Flags for Veterans 





...Roger Ralph

General Manager
HR Director

Then, and today, with us the 
whole is greater than each part. 

Well Spring 
Center

 

University 
of Maryland Master’s in
Social Work

TWO of us

‘Make a friend when you 
don’t need them.’

ESPN E:60 Special
Picking Up Butch

Sports Illustrated

‘The de  nition of 
a good social worker is someone who has 
one foot in the street and one foot in the 
library.’

(See Roger Ralph Page 18)



Client Spotlight: WestFit Clubs

 WestFit Clubs, (fka Westford Rac-
quet & Fitness Club)

The Westford Swim and Tennis Club

General Manager

WestFit Clubs

always

Weymouth Club Owners
Executive Director

Instinctive 
Insights

Market Penetration Study

and



...Roger Ralph
importance of 

people talking

Commit 
to Get Fit

Ripken 
Foundation

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

 tness club industry. Justin was born into a 
club business family in 1985, and from the 
age of eight, he spent his non-school and 
sports hours in a home that doubled as 

 Headquarters. He has lived and 
breathed this industry for 33 years, since 
his own day one. Cates graduated from the 
Terry College of Business at The University 
of Georgia in 2007 and then went on to 
two years at The Art Institute of Atlanta, 
where he studied Interactive Media Design. 
Now, he is an integral part of the “Story” of 
Norm Cates and Justin can 
be reached by phone at  or 
email at )



Available
See Your Ad in the Next Edition of Club Insider, reaching 
over 10,000 club owners and managers nation-wide.

Contact Norm Cates Today

(770) 635 - 7578

or

Norm@clubinsideronline.com



on not after

participation 

ON
NOT AFTER

what 
questions to ask the prospect

what bene  ts to present
discussion happens multiple 

times on the tour seller “closes”
on

: “Katy, what kind of help would you 
like us to provide you to be more successful 
in reaching your goals?” or “What structure 
would be helpful for you to be more 
consistent with your use of the club?” or 
“What kind of instruction have you had in 
the past?”

mistake 
: “Katy, we have a terri  c 

Onboarding Program that is free for you. 

We will test your body fat, your  exibility, 
your strength and we will weigh you to give 
you a baseline. It is super valuable.”
 Ahem

on
“Katy, part of what 

is included in your membership to help you 
reach your goals faster are our discovery, 
planning and setup sessions.  Let me 
explain: the discovery is Step 1. In the 
discovery, you will meet with one of our 
exercise physiologists and have some 
discussion about your lifestyle, habits and 
what you want to achieve with your health 
and  tness. You will also have an analysis 
of your weight, body composition,  exibility, 
strength and cardiovascular capacity. It is 
not a workout, but you will be active, so 
you will need to wear exercise clothes. The 
discovery is very revealing in that we will 
show you precisely where you are now and 
provide suggestions in terms of lifestyle 
as well as targeted options for exercise 
at the club to accelerate your meeting
your goals.”

 “The setup session is a separate 
session from the discovery with the purpose 
of setting you up on a basic program in the 
club. One of the bene  ts that you will not 
 nd at any other club in town is that you 
will have a Personal Concierge available 
to you to organize and schedule all of the 
services mentioned as well as update you 
along the way in your membership of new 
programs and services that are relevant 
to your needs. Does this sound like it will 
help you? Shall we get you set up with 
your concierge and move forward with 
scheduling the services for you? Let’s get 
you scheduled so you can begin moving 
toward your best state of health and
 tness yet.”

very di  erent

ON NOT AFTER
very important

close the little 
sales  rst the big sale

“Katy, these services are a 
gift from the club during the  rst 45 days of 
your membership. After that period, there 
is a charge of $150 for these services. I 
will be very transparent with you Katy; we 
want you to get started on the right foot
right away.”

(Karen is President of Premium Per-
formance Training in Boulder, Colorado 
and Ixtapa, Mexico. Karen has owned 11 
di  erent businesses, successfully sold 
nine of them and continues to operate 
two. Karen consults with and trains sta   
throughout the world on sales, complete 
communication, management and leader-
ship. These services are o  ered on-site, 
online and through her books, manuals 
and DVDs. Karen can be reached 
at or

.)



Strengthened 
by Heroes

CEO of Crunch

former president 
Chief Executive O   cer 

former Vice President of Operations
Senior Vice President

of Operations

Executive Chairman and 
Managing Partner of Equinox Holdings, 
Inc.



Selling 
Personal Training

very least

GotPrint
VistaPrint

Welcome to the 
Club Night

Seth Godin

(Casey Conrad has been a long-time 
industry consultant and Contributing 
Author to Club Insider. She is the author 
of numerous best-selling books, including 
Selling Fitness and Selling Personal 
Training. Be on the lookout for her newest 
book, Hidden Pro  ts; How to make more 
money in the  tness industry with programs 
and products. She can be reached at 

 or 
.)



MS Fitness 
Essentials

Clients with MS will 
each have individual speci  c symptoms, 
and from day to day, these may change; 
therefore, they must be assessed and 
addressed during every workout.

mental 
 tness, physical  tness nutrition

, NFPT’s Certi  cation 
Director,

 MS Fitness Essentials

NFPT 
o  ers a CEC guarantee for this course, 
meaning that it can be submitted to any 
personal trainer certi  cation organization 
for credits, and you will receive CECs

MS Fitness Challenge 
Founder and President



mutual assent

(Paul R. Bedard, Esquire, has nearly 
20 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 health clubs 
regarding employee training, handbooks, 
policies, contracts, disputes or premises 
liability claims. When not practicing law 
or spending quality time with his wife and 
daughters, Paul strives to be active in 
his local community. Paul serves as the 
current Assistant Town Attorney for the 
Town of Southington, Connecticut and 
has previously served on the Southington 
Zoning Board of Appeals and the Board of 
the Central Connecticut Regional Planning 
Agency. Paul is a partner at She  y, 
Mazzaccaro, DePaolo & DeNigris, LLP, 
in Southington, Connecticut. Paul can be 
reached at  or 

.)



The Washington Post

Post

New York Daily News

(Paul Steinbach is the Senior Editor of 
Athletic Business)

Genesis Health Clubs Owner and 
President

Chief Executive O   cer

President and COO



...Architecture & Design

circadian

Tunable Lamps

(See Architecture & Design Page 27)



...Architecture & Design

(See Architecture & Design Page 28)



...Architecture & Design

Luxury 
Vinyl Tile (LVT)

true non-
slip tile

Fiberglass Reinforced Plastic (FRP)

(See Architecture & Design Page 30)



The IHRSA Global Report;
IHRSA’s Pro  les of Success ;
The IHRSA Health Club Consumer Report -

Club Operator Edition;
IHRSA One Million Strong;
IHRSA Health Club Business Handbook - 

Executive Summary;
The IHRSA Employee Compensation & 

Bene  ts Report - Executive Summary;
IHRSA Health Club Equipment 

Report - Club Operator Edition;
The IHRSA Fitness Training Report;
Building Wellness Programs in Your 

Health Club;
How To Run a Community Outreach 

Initiative;
Active Kids in the School & Community 

E-book;
Healthy Aging E-book.



Thanks and Appreciation
founded 

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

our  rst eight years of publication.

thousands

Norm Cates, Jr.

...Architecture & Design






