
 

 

 

YOU SAID, WE DID! 

LOYALTY WEEK FEEDBACK 
 
Thank you to members who took the time to feedback on their experience of 

attending YMCA Romford since re-opening. We have put together the following 
Frequently Asked Questions in response to this and provided some additional 
information that we hope will help you understand our current thinking. 

 

USING THE VENUE 
 

“The main corridor should be bi-directional as it’s a bit unfair to expect 
people with limited time to train, or additional needs, to walk round 

out and round the building to go from the Gym to the toilets” 
 

Our response:  
Our one-way system has been introduced to help us maintain social distancing 
throughout the building. Introducing one-way systems such as ours is highly 

recommended in the guidance provided by the Government and sector experts. We 
are happy for our members with disabilities or special needs to travel the wrong way 

up the corridor to the toilets but ask that you maintain distance from others at all 
times. 
 

“I have lost my membership card” 
 

Our response:  
If you have lost your membership card, you can collect a new one from reception. We 

will be issuing replacement membership cards free of charge up to 14th August. After 
this date you will need to pay £3 for a new card. 
 

BOOKING ONLINE 

“I can’t book my classes for the whole of the following week on 
Monday. I have to go in each day and book for the following week” 
 
Our response:  

Members are able to book for a gym session or group exercise class one week in 
advance. Because sessions sizes are limited at the moment, we will not look to change 

this right now. As we are able to open up other spaces at YMCA Romford, we may be 
able to extend the booking period. Don’t forget, you can ask at reception to be booked 
for the following week if that is easier than accessing the online system. 

 
 

 



“I can’t see who is teaching a class when booking online” 
 
Our response:  
We do not add the instructor name to the online booking. You can see who is teaching 

a class by checking the timetable: https://ymcatg.org/health-wellbeing/fitness-
reopening/. There are times when we need to find cover if an instructor is not 

available so the instructor listed is subject to change. 
 

“I have tried to book online and it says I have a dishonour fee for a 

class that I attended” 
 
Our response:  
This can happen when a member books two classes, or a gym session and a class 

back to back, and occurs because the turnstile can only record one activity at a time. 
In order to avoid dishonour fees in this instance, please ensure that you do one of the 

following: 
 Let reception know on arrival that you are there for two activities, and the team 

can make sure you’re checked in for both. 

 Check in with the gym team and ask them to ensure you are recorded as 
‘attended’ for both activities. 

 Alternatively, you can exit and re-enter the building to swipe in for your second 
activity (an added bonus to your daily step count!). 

 

MEMBERSHIPS AND PRICES 
 

“I am unclear about how to get an ‘online only’ membership” 
 
Our response:  

You can purchase a digital membership in the venue or online for only £9.99 per 
month. This will give you access to all of our digital (live) classes as well as the digital 
(pre-recorded) classes via our HALO app.  

 
If you are a direct debit member, our digital (live and pre-recorded) classes are 

included at no extra cost. Speak to a member of staff during your next visit if you 
need any help accessing these. 

 

“I am on a tight budget so the price rise affects me greatly” 
 
Our response:   
As a result of the financial loss we have felt during the past four months, we have 

carried out a review of our pricing model and have made some small changes as part 
of our reopening.  These changes will ensure that we are able to continue providing 

the best possible service to you, as we, like many other local services, strive to get 
back to normal in these uncertain times.  
 

We’re confident that our prices remain competitive within our sector for the quality of 
service that we provide, and will enable us to continue providing support to other 

areas of the community such as those that attend our cancer rehab group.  
 
An alternative option would be to switch to our annual platinum membership of which 

you will be eligible for our discounted price of £240 for one year, which works out at 
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£20pcm. If you are entitled to certain benefits, for example pension credits or income 
support and can show evidence of this, you may be eligible to our concession rate of 

£19.99pcm.  Please speak to a member of staff for more information. 
 

“I feel that the membership fee that we pay monthly should be 
reduced as the classes are only 45 mins instead of the full hour” 
 
Our response:  
Classes have been reduced to 45 minutes for a number of reasons. Firstly, to ensure 

that we can put on as many classes as possible during this time. Secondly, so that 
there is time for cleaning equipment after it has been used, ready for the next class.  

 
We are continuing to pay group exercise instructors for one-hour classes as cleaning is 

now part of their role. Our costs haven’t reduced by having 45-minute classes, so at 
the moment we are unable to pass any saving on to members. We are also finding 
that other centres are having 45-minute classes too so we will keep in touch with the 

rest of the industry as our programme develops. 
 

“Can you explain your cancellation policy, how to cancel and when I 
will get charged a dishonour fee?” 
 
Our response:  
You can cancel a booked gym session or group exercise class via our online booking 

system, or by calling or visiting the venue. If you book a gym session or class and do 
not turn up, a dishonour fee will be added to your account. This will lock your account 

for online bookings until it is resolved.  
 
If you attended a session and have received a dishonour on your account please get in 

touch with us at Fitnessforyou@ymcatg.org or call 01708 766211. 
 

To cancel your direct debit membership please write to us by post using the venue 
address or by email MembershipEnquiries@ymcatg.org.  
 

GROUP EXERCISE CLASSES 

“You lose class time getting equipment out yourself and at the end of 
the class having to sanitise it yourself” 

 
Our response:  
Unless there is a class taking place before the one you are taking part in, you can 
arrive a few minutes early to start setting up (if there is a class taking place, please 

do not enter the Sports Hall until the previous class has finished).  
 

At the moment we are operating in unprecedented times; to ensure the safety of our 
staff and members, sanitising of equipment is an essential part of how we are 
operating. We understand that this takes time but at present we can’t offer an 

alternative solution. 
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“Could the doors be opened – the class was really hot and airless?” 

 
Our response:  
It depends.  For classes where the instructor uses the head microphone we can NOT 

have the doors open as the sound is causing distribution to our residential neighbours. 
We have put some large fans in the sports hall to help with this.  

 
If the instructor does not use the head microphone then the doors can be opened to 
air ventilation. In wet and windy weather we need to be careful of the Sports Hall floor 

becoming wet as this can become a slip hazard. 
 

“Bigger groups for some classes! Even with social distancing you could 
fit more in!” 

 
Our response:  

Following Government guidance, the total occupancy of the sports hall is 28 people. 
We started with classes of 16 people and from Saturday, 5 September this will 

increase to 22 people. The guidance currently allows 11 people in the Dance Studio 
hence the reason for the class limit for RPM and TRX to be capped at 10.  
 

We are aware that other fitness centres are putting more bikes in studios that are of 
similar sizes to ours; we are unsure of the guidance they are following and are 

confident that we have implemented the guidance as we should. We will be reviewing 
the situation and will increase class sizes in the dance studio as soon as guidance 
allows. 

 

“More RPM, more Body Pump, more Yoga, more Pilates and bring back 

classes that were in place before lockdown; Insanity, HIIT and 
Circuits” 
 
Our response:  

We are listening to members telling us that there are not enough spaces in our most 
popular classes such as RPM and Pump, and that you would like more Yoga and Pilates 
classes in the venue.  

 
A new group exercise timetable will be launching from Saturday, 5 September. We 

have increased class sizes in the sports hall, introduced some new classes and 
brought back even more of our popular classes from before. Please review the new 
timetable online. 

 

DIGITAL LIVE AND DIGITAL RECORDED 
 

“Can digital (live) classes be spread out more on the timetable? There 
are currently fewer classes at weekends” 

 
Our response:  

We are looking to regularly update our digital (live) class timetable and make 
additions where we can. We are committed to developing our digital programme and 

hope to add more activities to the schedule in September.  

 



“Are digital (live) classes being recorded?” 

 
Our response:  
Yes, all of our digital (live) classes are being recorded and members will be able to 

access these classes and watch them back via the HALO app (if you need help with 
the HALO app please contact us). Please be assured that before we put any classes 

onto HALO they are clipped to ensure that only the instructor is seen and any 
conversations at the beginning and end are removed. 
 

“I have had problems receiving the relevant information for digital 
(live) classes” 
 
Our response:  

We are sorry that there have been some teething problems with booking our digital 
(live) classes. Most members should now have access to the online booking system 

using their email address and PIN. If you do need to update your email address with 
us, or need your PIN, please email fitnessforyou@ymcatg.org. 
 

All classes need to be booked in advance.  For our digital (live) classes we recommend 
that you book more than 90 minutes in advance. Once you have booked, you will 

receive two emails. The first email will confirm your booking. The second email will 
include the meeting ID and passcode for accessing the class on Zoom. The system 
sends these emails automatically; we recommend checking your spam folders in case 

the emails land in there. Please also add the following emails to your trusted list so 
they are guaranteed to get through; donotreply@ymcatg.org and 

membershipenquiries@romfordymca.org. 
 
If you are continuing to have problems booking online, you can book in person at the 

venue or over the phone - call 01708 766211. When booking digital (live) classes over 
the phone, the person you speak to will be able to give you the Zoom meeting ID and 

passcode. 
 

GYM AND FREE WEIGHTS 
 

“There is a lack of small weights available in the gym - more guidance 
is needed to let people know how to get some, and what to do once 

you’re finished” 
 

“All equipment had been removed from the gym with the treadmills 
and cross trainers. I use the cross-circuit machine and had to go to the 

other Gym to get some weights - meaning that people in the other 

Gym didn't have those weights for the entire duration of my session” 
 
Our response:  

Any equipment that used to be in the gym can still be used; there is plenty of 
equipment so no one should go without. We will introduce further signage in the Gym 

to advise members that items are available for use; you just need to ask.  
 

These equipment items are being stored away from the main gym to help with 
cleaning. Once you have finished with an item, we ask that you use the spray and 
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wipe to clean it before giving it back to a gym instructor, or placing it in the 
equipment cage by the entrance doors. 

 

“Better air conditioning” 

 
Our response:  

We are sorry that you do not feel that the current air conditioning system is up to 
scratch. This was serviced prior to us opening and the vents were vacuumed and 
cleaned. New filters are being fitted in the next couple of weeks. 

 

“Stepper machine in the gym is more than 2m away from the nearest 

piece of equipment so is it possible to keep it in use all the time?” 
 

“Some single pieces of equipment are out of use to allow 2m gaps 
which is great, however when no one is using the equipment you 

should be able to use the piece that’s shown out of use as there’s not 

multiple around the gym to use instead” 
 
Our response:  
We will take a look at the stepper machine and remove the colour coding tape 
meaning it will be available at all times. We will also look at the machines that are out 

of use during quiet times and, where possible, open as many as we can. 
In order to follow the Government guidelines, there are only four people allowed in 

the resistance area at any one time.  

 

“Now that more members are coming, you should limit the time on 
equipment so everyone gets an opportunity to use them” 
 

“I mainly use just the treadmill, but due to the social distancing 

measures, only 4/8 are available, so if four people get to them quicker 
than you, then you end up having to spend the session on other 

equipment which is frustrating” 
 
Our response:  
We are experiencing busy periods within the gym where all spaces are booked. The 
treadmills and other cardio equipment remain very popular. In order to maintain 

social distancing we can only have every other machine available at any one time.  
 

In the interests of fairness and accommodating all of our members, we're 
going to limit the time that can be spent on a treadmill to 30 minutes in 

sessions at the following times: Monday to Friday - 7am, 8.30am, 4pm, 
5.30pm and 7pm. 
 

If you are booking onto a session at these times, you will either have the first half or 
the second half of your slot to use the treadmill. However if there is a machine 

available, and there's no one waiting, then of course you can use it! If you are not 
able to use the machine you want please speak to an instructor (who may be able to 
help you use a different machine that can provide the same benefits or level of 

workout). 
 



“I hoped the Gym slots could be tweaked slightly. The early morning 

times are either way too early (5am) or too late for me to get home in 
time for work. Slots at around 6.30-7am would be preferable” 

 
Our response:  

We are happy to look at the gym time slots but cannot promise to make any 
significant changes. The gym opens at 5am so the first slot is 5am-6:30am. You can 
arrive and leave any time during this session. The second slot is 7am-8:15am. It is 

not compulsory to attend for the entire session time.  
 

CLEANING 

“I haven’t seen the equipment being cleaned too often. Some people 
are not cleaning the equipment after they have used it” 

 
“Some more signs detailing exactly what we have to do regarding 

cleaning of equipment after use, I wasn't sure if I had to clean it or the 
Gym staff did it, I actually always wipe any equipment down even 

before the virus but it doesn't occur to some to do that” 
 
Our response:  
We’re sorry if you feel the equipment isn’t being cleaned often enough. During quiet 

times it may appear this way but we would like to assure you strict cleaning plans are 
in place. There is a 15-minute gap between each session in the gym and between 
most classes in the sports hall. We are asking members to help us where possible by 

cleaning their own stations when they are finished.  
 

Instructors are on duty from 6:30am in the gym to ensure cleaning is taking place. 
We have developed a detailed cleaning plan, if you would like to see this please ask a 

member of the gym team who can show you a copy. 
 

“More sanitising equipment is needed in sports hall and dance studio. 

Bottleneck can occur when 16 people trying to wipe down equipment 
used in group exercise classes in sports hall” 

 
Our response:  

There are currently four sanitising stations in the sports hall; one by each set of 
entrance doors and two on the table close to the equipment. There are two sanitising 

stations in the dance studio where RPM and TRX classes are taking place.  
 
We will look at introducing two more stations in the sports hall and another one in the 

dance studio to help with congestion. We ask all members to maintain social 
distancing at all times.  

 

“Need to get anti-viral spray for the machines only got anti bacteria” 

 
Our response:  

We are using and providing cleaning materials that conform with Government 
guidelines. 
 



CAFÉ 
 

“Café was closed” 
 
Our response:  
The café is now open providing hot and cold food and drinks. Check your Welcome 

Pack for a free tea or coffee voucher.  Please follow the one-way system around the 
café and maintain social distancing at all times. Please do not move tables and chairs. 
 

OTHER 
 
“I would like to see a physiotherapist - I don’t think I’m the only one” 

 
Our response: At present YMCA Romford does not offer physiotherapy services. It is 

unlikely that we will in the near future so we recommend seeking this service 
elsewhere in the local area.  

 
If you have any other question or comment that is not covered here please 
get in touch fitnessforyou@ymcatg.org.   
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