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INTRODUCTION: THE
FOUNDATION OF A GREAT FRONT
DESK EXPERIENCE

Stepping  behind  the  front  desk  at  a
Planet Fitness location is more than just
checking members in. It is the heartbeat
of  the  gym’s  famous  “Judgment  Free
Zone.”  For  any  new  or  existing  staff
member, having a clear, well-organized
employee  manual  for  front  desk
Planet  Fitness  is  essential.  This
document not only sets expectations but
also  empowers  every  front  desk
associate to deliver consistent, friendly,
and  professional  service  that  keeps
members coming back. Whether you are
a general manager creating this manual
or a new hire studying it, understanding
the  policies,  procedures,  and  culture
behind  the  desk  is  the  first  step  to
success.
This article serves as a comprehensive
guide  to  what  an  effective  employee
manual for front desk Planet Fitness
should  contain.  We  wi l l  explore
everything  from  daily  opening  and
closing  duties  to  handling  difficult
member  interactions,  maintaining
cleanliness,  and upholding  the  brand’s
core values. By the end, you will have a
solid blueprint for creating or following a
manual  that  ensures  every  shift  runs
smoothly.

WHY A DEDICATED EMPLOYEE
MANUAL FOR FRONT DESK
PLANET FITNESS MATTERS

A  generic  employee  handbook  might
cover general company policies, but the
front  desk  role  at  Planet  Fitness  is
unique.  It  combines  customer  service,
sales, facility maintenance, and security.
A  specialized  employee  manual  for
front desk Planet Fitness provides:

Clear Role Expectations: Every
front desk associate knows exactly
what is required from the moment
they clock in until they clock out.
Consistency Across Locations:
Whether a member visits a club in
New York or Los Angeles, they
should experience the same warm,
judgment-free welcome.
Compliance and Safety: Proper
procedures for emergencies,
cleaning, and member check-in
protect both staff and members.
Brand Alignment: The manual
reinforces the Planet Fitness
mission: to provide a non-
intimidating environment for all
fitness levels.

ESSENTIAL SECTIONS OF THE
EMPLOYEE MANUAL FOR FRONT
DESK PLANET FITNESS

Below,  we  break  down  the  critical
components  that  any  comprehensive
employee  manual  for  front  desk
Planet  Fitness  should  include.  Each
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section is designed to be practical, easy
to digest, and directly applicable to daily
operations.

Section 1: The
Planet Fitness
Culture and
Guest
Experience
The  front  desk  is  the  first  and  last
impress ion.  The  manual  should
emphasize  the  “Judgment  Free  Zone”
philosophy. Associates must understand
that  every interaction—whether on the
phone,  at  check-in,  or  while  giving  a
tour—should  make  members  feel
comfortable and welcomed. This section
should cover:

The importance of a smile and eye
contact.
Using positive language (e.g.,
“Certainly,” “I’d be happy to
help”).
How to greet new members vs.
regular members.
Understanding that the front desk
sets the tone for the entire club.

Section 2: Daily
Opening and
Closing

Procedures
Each  shift  at  Planet  Fitness  has  specific
start-of-day  and  end-of-day  tasks.  The
employee  manual  for  front  desk
Planet Fitness must detail these step
by step to avoid missed duties.
Opening Checklist (Morning or Early
Shift):

Arm the club alarm? No—disarm1.
upon arrival.
Check the facility for any safety2.
hazards (spills, broken equipment).
Turn on all lights, televisions, and3.
audio systems.
Ensure the front desk area is4.
stocked with clean towels,
sanitizer, and check-in materials.
Verify the cash drawer is balanced5.
(if applicable).
Test the tanning beds and6.
HydroMassage units (if available)
to ensure functionality.
Unlock the front door at the7.
scheduled opening time.

Closing  Checklist  (Night  or  Last
Shift):

Conduct a final walkthrough to1.
ensure all members have exited.
Turn off televisions and audio.2.
Check locker rooms for forgotten3.
items or trash.
Secure all cash and close out the4.
register.
Set the alarm and lock all doors.5.
Record any incidents or notes in6.
the shift log.

Section 3: Check-
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In Procedures
and Member

Verification
Accuracy at check-in is non-negotiable. A
front  desk  associate  must  verify
membership status without making the
member feel  interrogated.  This  section
of  the  employee  manual  for  front
desk Planet Fitness should include:

How to use the Planet Fitness
check-in system (scanning
barcodes, searching by name).
Policies for non-member guests:
guest passes, day fees, and
limitations.
How to handle lost or forgotten
membership cards (look up by
phone or ID).
Handling members from other
clubs (national reciprocal access).
What to do if a member’s account
is frozen or has a payment issue
(direct them to the manager
without embarrassment).

Section 4: Phone
Etiquette and
Member Calls
Members often call the front desk to ask
about hours, membership pricing, or to
reserve  tanning  beds.  The  manual
should  provide  a  script  or  guidelines:

Answer within three rings with a
friendly greeting: “Thank you for
calling Planet Fitness [location],
this is [name]. How can I help

you?”
Do not give out detailed pricing
over the phone; invite them in for
a tour.
Take messages clearly for
managers.
Never interrupt a member in
person to answer a phone
call—politely ask the caller to hold.

Section 5: Sales
and Membership
Inquiries
While the primary role is service, front
desk associates at Planet Fitness often
assist  with  selling  memberships.  The
manual should cover the basics of the
s a l e s  p r o c e s s  w i t h o u t  b e i n g
pushy—consistent  with  the  Judgment
Free  Zone.
Key topics:

Explaining the membership tiers:
Classic, PF Black Card®, and any
local promotions.
Conducting a facility tour:
highlighting areas like the cardio
zone, strength training, tanning,
and HydroMassage.
Handling objections (e.g., “I’m too
out of shape” → “That’s exactly
who we cater to”).
How to process a new membership
sign-up in the system.
Upselling Black Card perks (guest
privileges, tanning, etc.) in a
natural, helpful way.
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Section 6:
Cleaning and
Sanitation

Protocols
P lanet  F i tness  pr ides  i t se l f  on
cleanliness. The employee manual for
front  desk  Planet  Fitness  should
outline  cleaning duties  that  front  desk
staff  are  responsible  for,  especially
during  slower  periods.

Wipe down front desk counters,
computer screens, and phones
regularly.
Sanitize high-touch areas: door
handles, kiosk screens, water
fountains.
Restock sanitation stations with
spray bottles and paper towels.
During peak hours, perform “lap
checks” every 30 minutes to keep
locker rooms tidy.
Deep cleaning tasks: vacuuming
entryways, cleaning windows,
mopping behind the desk.

Section 7:
Handling Difficult
Situations and
Complaints
No  manual  is  complete  without  conflict
resolution.  Associates  need  clear
guidelines on what they can handle and
when to escalate to a manager.

Common scenarios:

Member complains about a broken
machine: immediately place an
“Out of Order” sign and log it in
the maintenance book.
Member becomes aggressive or
uses inappropriate language: stay
calm, do not argue, and get a
manager.
Enforcing the “Lunk Alarm” or gym
etiquette rules: explain politely
that loud grunting or dropping
weights is not allowed.
Handling lost and found items:
label and store for 30 days.

Always  remind  associates  that  their
safety  is  the  priority.  If  a  situation
escalates,  they  are  never  expected  to
handle it alone.

Section 8: Dress
Code and
Appearance
Planet  Fitness  has  a  relaxed  but
professional image. The manual should
specify acceptable attire:

Standard uniform: Planet Fitness
branded shirt (usually black or
gray) and black pants or shorts.
Closed-toe shoes required for
safety.
Hair neat and clean; no strong
perfumes or colognes.
Minimal jewelry (rings, watches,
small earrings).
No visible tattoos that may be
considered offensive? (Check local
policies).
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Section 9:
Emergency
Procedures
Front  desk  staff  are  often  the  first
responders  to  medical  or  safety
emergencies.  The  employee  manual
for  front  desk Planet  Fitness  must
include:

Location of first aid kit and AED
(automated external defibrillator).
How to call 911 and what
information to give (address, cross
streets).
Fire evacuation routes and
assembly point.
Severe weather procedures (e.g.,
tornado drills in applicable areas).
Reporting any incident to the
general manager and filling out an
incident report form.

Section 10:
Employee
Conduct and
Performance
Standards
Beyond  tasks,  the  manual  shapes
behavior.  It  should  reinforce:

Punctuality: clock in on time, ready
to work.
No cell phone use at the front desk
unless necessary for work (look up
member info, etc.).

No earbuds or headphones while
on duty.
Professional language: no
swearing, gossip, or negative talk
about members or coworkers.
Teamwork: assist other staff
members when needed, especially
during busy times.

Section 11:
Training and
Onboarding
The  manual  itself  is  a  training  tool.
Include  a  checklist  for  new  hires  to
complete  during  their  first  week,  such
as:

Read and sign the employee1.
manual.
Shadow an experienced front desk2.
associate for at least 3 shifts.
Learn the check-in system hands-3.
on.
Practice a facility tour with a4.
manager.
Pass a short quiz on membership5.
pricing and policies.
Review emergency procedures and6.
location of equipment.

CONCLUSION: YOUR MANUAL IS A
LIVING DOCUMENT

An employee manual for front desk
Planet  Fitness  is  not  a  dusty  binder
that  stays  on a  shelf.  It  is  a  dynamic
resource  that  should  be  updated  as
policies  change,  new  equipment  is
added,  or  feedback  from  staff  suggests
improvements.  When  every  front  desk
associate  understands  their  role  and
feels supported by clear guidelines, the
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entire  gym  runs  better.  Members
notice—they  feel  safe,  valued,  and
welcome. That is the ultimate goal of the
Judgment Free Zone, and the manual is
the roadmap. Whether you are writing

one from scratch or studying it as a new
employee, keep this guide handy. A well-
trained front desk team is the strongest
asset any Planet Fitness can have.


