
Cleaning & hygiene – COVID-
19 relaunch and ongoing 
maintenance principles 
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What we do, 1
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Before:
• 1 in 2 slip accident risk 

when wet

• Grubby appearance

• High bacteria

After:
• 1 in 1,000,000 slip 

accident risk when wet

• “As new” appearance

• Hygienically clean

So you have:
✓Fewer accidents & insurance claims
✓Better customer experience
✓Higher profits (by selling more and 

saving costs)

Improving your existing floor is much 
cheaper, quicker, less disruptive and more 
environmentally-friendly than buying a 
replacement

What we do, 1
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What we do, 2

www.slipsafety.co.uk/myth-busting-covid-19-cleaning/

▪Lots of bad information out there
▪Many companies that either don’t know what they’re doing, 

or are misleading clients (not sure which is worse!)
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Our credentials include

Christian Harris
(Founder)

▪ 10+ years helping health 
clubs to be cleaner and 
safer

▪ Product and service 
knowledge

▪ Author of industry best-
practice guidance

▪ Member of UK Slip 
Resistance Group

Paul Turner
(investor-director)

▪ Owner of insurance 
brokerage specialising in 
hospitality and leisure 
(e.g. insures 800+ hotels 
many of which have 
leisure clubs)

▪ Also owns a risk 
management company 
supporting hotels, coffee 
shops, retail and other 
sectors

Margus Saareoks
(Operations Director)

▪ 15+ years experience in 
hospitality & 
housekeeping

▪ Ran housekeeping in 
several 5* hotels

▪ Committee member of 
UK Housekeepers 
Association
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Who we’ve helped
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Client successes

Slip insurance claims 
volume reduced by 

75% in national 
health club operator

£150k incremental 
sales in one month 

after the deep clean 
of a leisure club

Customer feedback 
(NPS) improves by 

45% after deep clean 
of a leisure centre

7



“A trauma, whether a terrorist attack or a 
pandemic’s immediate effect is that it produces 
a heightened awareness of our own mortality. 

And, thus, this heightened sense of 
vulnerability produces a lasting effect on 

consumers’ behaviours. It increases the appeal 
of goods and services that provide people with 

a sense of comfort and stability.”
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“I believe cleanliness 
will be the new 

battleground for 
members in the 

post-Coronavirus 
world”
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Cleanliness has always been important

Members have always 
seen cleanliness as 
important

▪ 71% of people say 
cleanliness is “very 
important” to them 
when choosing a 
leisure club

▪ Price is only cited by 
61%

&
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$0 $200 $400 $600 $800 $1,000 $1,200 $1,400

Club in top 25% of investment in cleanliness
Annual revenue per member: $1,254

Club in bottom 25% of investment 
in cleanliness

Annual revenue per member: 
$533

Cleanliness has always been important
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Cleanliness has always been important

“The data confirms what 
most operators 

instinctively know: poor 
cleanliness negatively 
affects the customer 

experience. By analysing 
the data, we can now see 
to what extent there are 

correlations between 
cleanliness and 

satisfaction, satisfaction 
and Net Promoter Score, 

and cleanliness and NPS,”

Mike Hill, 
Director

Leisure-Net 
Solutions

&&
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Cleanliness has always been important

The historic annual cost of 
poor cleanliness to an 
average UK club through 
attrition alone

£45,000 
per year

Calculation: 2,000 member club @ £500 / year fees; 45% attrition, of which 10% is due to cleanliness
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Barefoot and wet areas are critical

Vulnerability and 
being stationary 

heightens 
members’ 

perception of 
cleanliness in 
these areas

Coronavirus will 
massively 

increase this 
introspection, 

adding in a huge 
concern about 

germs
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Members will be fearful about germs

“You have to look at 
every single stage of 

that journey map, 
now, through the 

eyes of people that 
are fearful about 

cleaning and 
sanitising practices.”

Blaine McHaney, owner, 
WORX health clubs (USA)
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Historic standards failed to meet 
members’ expectations

68%

“I assess the cleanliness of 
floors when considering the 

overall standards of my club”

“I believe floors are the 
cleanest area of my club”

5%
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Historic standards failed to meet 
members’ expectations

&&

Cleanliness of activity spaces

Cleanliness of changing rooms

Cleanliness of activity spaces

Cleanliness of changing rooms

Importance ranking 
for customers

Satisfaction ranking 
for customers

1st

12th

▪ Cleanliness 
consistently 
presents the 
biggest gap 
between 
importance 
and 
satisfaction in 
the Sport 
England NBS 
survey
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Historic standards failed to meet 
members’ expectations

Managers often have a 
blinkered view on 
standards – they 
simply don’t realise 
how bad things are

I don’t believe they 
want them to be that 
way, they just can’t 
see it
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Historic standards failed to meet 
members’ expectations

Just like your 
wedding suit no 
longer fits 
because your 
weight creeps up 
on you very 
slowly over time, 
so your floors 
become 
unrecognisably 
dirty

Churn in the 
sector so large 
that, likely, no 
one even knows 
what the club 
looked like when 
it was new, or 
they’ve forgotten
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Before the lockdown, the importance 
of cleanliness significantly increased

▪ Tweets to one national 
chain about cleanliness 
increased 3,900% in the 
two weeks before the 
lockdown

▪ For comparison, this was 
2.86X the increase in 
tweets about freezing / 
cancelling memberships
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Fortunately, members are keen to get 
back exercising
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We won’t go from hygiene lockdown 
to accepting grubby clubs again
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Why has this disconnect between 
cleanliness and cleaning happened?

Cleanliness is valued Cleaning, isn’t
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There’s been a vicious circle on 
cleaning over decades

Cleaning is 
undervalued

Budget cuts are 
made

Outcomes are 
poor

Try a new 
product or 
outsourcing

Budgets aren’t 
increased 

sufficiently / 
adherence is low

Outcomes are 
poor
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Cleaning vs effective cleaning

You need to understand the 
difference between clean and clean

One way or another, you are 
cleaning your clubs

But evidence suggests many clubs 
are not cleaning effectively
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What is true cleanliness?
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Looks aren’t everything…!



There are three factors you need to 
manage and measure

Standards

Hygiene Slip safety

3D Cleanliness

Qualitative:
▪ Look
▪ Touch
▪ Smell

Quantitative:
▪ Bacteria levels

Quantitative:
▪ Slip resistance

Manage and measure all three to ensure true cleanliness27



Unfortunately, many leisure operators 
struggle, no matter how they clean

Private club

Local Authority

In-house 
cleaning

Outsourced 
cleaning

Using specialist 
chemicals

Using expensive 
equipment

Hotel

Spa

Remember, all these floors are being cleaned!!!
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Achieving the right standard is 
challenging for various reasons

Surfaces aren’t 
cleaned often 

enough

▪ Covid-19 educated 
us on multiple 
cleans per day for 
hygiene & safety

▪ Most floors 
haven’t had an 
effective deep 
clean for years

▪ Poolsides tend to 
be “daily” cleaned 
only weekly at 
most

▪ Infrequent 
cleaning raises risk

Operators 
don’t know 

what the right 
standard is

▪ Blinkers on / lack 
of desire to get it 
right

▪ Unaware of what 
good looks like

▪ Outsourced 
managers often 
just as uninitiated

▪ The right outcome 
isn’t known, 
therefore never 
achieved

▪ Historically not 
seen as a priority

Insufficient 
time (man 
hours) is 

allocated to 
the task

▪ Budgets not set on 
size of club (should 
be a scientific 
calculation)

▪ E.g. 10 mins for 
changing village!

▪ Cleaning left to 
end of day and 
done hurriedly

▪ Outsourced 
cleaners tend to 
serve as janitors, 
not doing effective
cleaning

Staff aren’t 
skilled, trained, 

and may be 
demotivated

▪ I’ve not met many 
“bad cleaners” 
who didn’t want to 
do a good job

▪ But, lack of 
training and 
support means 
they cannot

▪ Easier tasks e.g. 
wiping café tables, 
preferred by staff

▪ Lifeguards didn’t 
enter the sector to 
clean

The kit and 
chemicals 

provided aren’t 
up to scratch

▪ Challenging 
contaminants & 
footfall

▪ COSHH-approved / 
“green” chemicals 
used during 
opening

▪ Lack of mechanical 
equipment or poor 
choices

▪ Bad advice / over-
selling by suppliers

▪ Cheapest options 
chosen 29



Outsourcing can only work if you 
invest enough

“The 
cleaning 

company is 
rubbish”

▪ Yes, most health clubs with outsourced cleaning staff are 
dirty – just as they are with in-house cleaning

▪ However, it’s not necessarily down to the cleaning 
company; they are often unfairly blamed

▪ Whenever I’ve looked into specifics, contractors are
delivering on the specification they’ve signed up to

▪ You can’t pay a bronze price and expect platinum 
standards

▪ Of course, cleaning companies don’t help because they 
bid cheaply, expecting that this is what clients want to 
hear

With outsourced health club cleaning, you get what you pay for
30



Chemicals or equipment are only as 
good as how they’re used

If you’re not using them 100%, you won’t get the desired results
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Correct usage of chemical and / or machinery

Most clubs are here

▪ In my time selling chemicals, most centres ordered under 
25% of what they needed to use, based on their size
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To do effective cleaning, you must get 
your ROTAS right

Regularity Organisation Time Ability System

R O T A S

▪ Surfaces 
require 
frequent 
cleaning –
many daily, 
some several 
times per day

▪ Outcomes 
must be 
supervised by 
someone that 
knows what 
they are 
looking for

▪ Cleaning tasks 
require a 
certain 
amount of 
time: you can’t 
clean 1,000m2 
in 15 minutes

▪ Trained, 
experienced 
and skilled 
staff are the 
ones physically 
delivering the 
outcomes

▪ The method 
used to clean 
surfaces must 
be correct to 
get the 
outcomes you 
are seeking

If any of the cogs stops turning, the whole process grinds to a halt32



There are three ways to check if your 
process is working

Qualitative:
▪Look
▪Feel
▪Smell

Quantitative:
▪Slip testing

Quantitative:
▪ATP
▪Swabbing
▪Fresh Check
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New, spray method to instantly check 
hygiene
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You cannot disinfect without first 
cleaning

You need to clean, then disinfect (whether with electrostatic, 
fogging or physical cleaning
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NFSI can advise on slip testing for hard 
floors in the US, in the UK I can help

If a textured floor surface is slippery-when-wet, it’s very likely 
that it harbours contamination
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Other, key factors to consider

PPE Protection / 
not damaging 

surfaces

Contact times
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The basic kit you’re likely to need
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Test > clean > test > iterate

Try a process

YES

NO

Passes all 
three tests?

Crack on!

Benchmark 
scores / 

standards
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How can I help you further? 1

www.slipsafety.co.uk

linkedin.com/in/christian-harris-slip-safety/

@ChristianH_SSS
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How can I help you further? 2

slipsafety.co.uk/leisure-relaunch-review/

Normal price £500 (approx. $625)
Discounted to $499 if you quote “Funspot”

▪ Suggestions on a method, including chemical and equipment, for each area of 
your club(s) - using our ROTAS model

▪ A breakdown of timings and labour you need to allocate to each area
▪ An overall idea of whether your resources are sufficient to do the job (or you 

should outsource)
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Questions
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