
 
 

 

L e a d  C o n c i e r g e  C e r t i f i c a t i o n  –  P r o f i c i e n c y  C h e c k l i s t  

 

Instructions:  

• Lead Concierge: Mark the checkbox for each item when you feel confident in your knowledge of/ability to 

execute 

• General Manager: Mark the checkbox for each proficiency when you Lead Concierge demonstrates knowledge 

of/ability to execute 

 

 

 Resources LC GM 

Utilize Workday to open and manage job requisitions • Workday Job Requisitions ☐ ☐ 

Execute Life Time Casting Play • Casting Play 

• Club Performer Interview Guide 
☐ ☐ 

 

 

 Resources LC GM 

Register TMs for Certifications when ready • MC Levels Certification Registration ☐ ☐ 

Teach TMs Concierge business protocols, grow program 
knowledge and performer network, and develop active 
listening and solutions skills 

• Service Excellence Resource Folder 

• HWOL Ambassador Resource 
Folder 

☐ ☐ 

Assess TMs proficiencies • Service Excellence Proficiencies 

• Service Excellence Rubrics 

• HWOL Ambassador Proficiencies 

• HWOL Ambassador Rubrics 

☐ ☐ 

Certify TMs  • Service Excellence Certified 
Acknowledgement 

• HWOL Ambassador Certified 
Acknowledgement 

☐ ☐ 

Process Job Change in Workday for TMs leveling up • Workday Job Change Resources ☐ ☐ 

 

 

 Resources LC GM 

Lead by example: orchestrate/engage in member & guest 
interaction flow 

 ☐ ☐ 

Provide TMs with real time feedback and coaching • LTU Leader Certification ☐ ☐ 

 

 

 

Cast  

Certify  

Lead 

https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=bUQ%2Bu98izItX3Yx35yJ16wVIHUExhg0hx9eR0bbn4ns%3D&folderid=2_065805702b09643fd8338354b714409bb&rev=1&e=fDdCVK
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?share=EVxu-G-uOapCvHU0UUFT_6ABd3BUgAFlq6Stv0Lwb0g2og&e=uCyoKc
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=wMTu094Loyh4%2F3MuqykOsPSfjgGBGCb1drQac7tW7%2B8%3D&docid=2_0fed29a019e424d0b88a88aa1f6e06956&rev=1&e=5lPdRU
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Registration%20Link%20for%20MC%20Certification/Forms/AllItems.aspx?id=%2Fsites%2FLifeTimeMembershipConcierge%2FRegistration%20Link%20for%20MC%20Certification%2FMembership%20Concierge%20Levels%20Certification%20Registration%2Epdf&parent=%2Fsites%2FLifeTimeMembershipConcierge%2FRegistration%20Link%20for%20MC%20Certification
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/MC%20New%20Hire%20Certification/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Membership%20Concierge%20Level%203/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Membership%20Concierge%20Level%203/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?share=EX6NZ_xx0lpKkz1MBd4mHToBTVaFUNWjwc9aWdl9VpDPxw&e=8fotLa
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=jpfXjqzVVUXM%2Btiw29jEpYPyPHdXyYL0YW574iV7l2o%3D&folderid=2_04fd10de854de4e648d6df460621c5637&rev=1&e=cfbLj6
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?share=EVKquHQ-WDFEoitc4PL0J1IBl7otCbubtWRuS-Ac1LsJgQ&e=QxOOTu
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=LJfOyU4mcubDYCLchcIV1UmCGcgCu3JYPfNXf5FUwGg%3D&folderid=2_0ede77860ee9641a58912d948c0f2bc2a&rev=1&e=SPv3uH
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=eJFbQpSCV25rFej8gkuwQmEq0lAk4RnRX%2F4qGar6cVU%3D&docid=2_07aea47b4898d4d778b4b56c82155b976&rev=1&e=QoEp49
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=eJFbQpSCV25rFej8gkuwQmEq0lAk4RnRX%2F4qGar6cVU%3D&docid=2_07aea47b4898d4d778b4b56c82155b976&rev=1&e=QoEp49
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=e6kVIQL2comCAcZbJaJzkp7J3Fx3NVukPr3anmPluGw%3D&docid=2_0804dd26c53ed417cb2437f1546b4de01&rev=1&e=rkCSis
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=e6kVIQL2comCAcZbJaJzkp7J3Fx3NVukPr3anmPluGw%3D&docid=2_0804dd26c53ed417cb2437f1546b4de01&rev=1&e=rkCSis
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=jPx9zcN3jaB16NY77NAoSFDYd6Moa3JK4gx5FAcDLew%3D&folderid=2_0b0ba61fc7f094f1296442adae17e9b68&rev=1&e=qhlSUn


 
 

 

 Resources LC GM 

Build monthly schedule in Workday optimized to efficiently 
deliver service excellence 

• Scheduling Resources ☐ ☐ 

Track timeclock compliance in Workday  ☐ ☐ 

 

 

 Resources LC GM 

Utilize Concierge SharePoint to access Concierge SOPs & 
resources 

• Concierge SharePoint ☐ ☐ 

Utilize LT Grid to stay up to date on Concierge 
communication 

 ☐ ☐ 

 

 

 Resources LC GM 

Delegate/engage in incoming multi-channel communication • Concierge Shared Inbox Resources ☐ ☐ 

Manage Sprinklr to follow up on member feedback • Sprinklr Resources ☐ ☐ 
Manage Medallia to follow up on member feedback • Medallia Resources ☐ ☐ 

Keep club website up to date with club and department 
hours 

• Hours & Notifications Management ☐ ☐ 

 

 

 Resources LC GM 

Manage club tour schedule to maximize availability • Club Tour Schedule Resources ☐ ☐ 

Use Daily System Inspections to keep spaces like new • Daily Systems Inspections ☐ ☐ 
Utilize Workday requisitions to order office supplies for club • Concierge Ordering Process ☐ ☐ 
Utilize FedEx ordering for club signage, etc. • Creating a Shipment & Ordering via 

FedEx 
☐ ☐ 

 

Scheduling & Timekeeping  

Internal Communication  

Member Communication  

Club Administration  

https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Transition%20to%20Full%20Time%20Team%20Members/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?share=EVKquHQ-WDFEoitc4PL0J1IBl7otCbubtWRuS-Ac1LsJgQ&e=QxOOTu
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Concierge%20Shared%20Inbox/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Member%20%20Guest%20Feedback%20Platforms/Forms/AllItems.aspx?newTargetListUrl=%2Fsites%2FLifeTimeMembershipConcierge%2FMember%20%20Guest%20Feedback%20Platforms&viewpath=%2Fsites%2FLifeTimeMembershipConcierge%2FMember%20%20Guest%20Feedback%20Platforms%2FForms%2FAllItems%2Easpx&id=%2Fsites%2FLifeTimeMembershipConcierge%2FMember%20%20Guest%20Feedback%20Platforms%2FSprinklr&viewid=8df8946f%2D7de3%2D4f4b%2D85dd%2Dee4bb3427be8
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Member%20%20Guest%20Feedback%20Platforms/Forms/AllItems.aspx?newTargetListUrl=%2Fsites%2FLifeTimeMembershipConcierge%2FMember%20%20Guest%20Feedback%20Platforms&viewpath=%2Fsites%2FLifeTimeMembershipConcierge%2FMember%20%20Guest%20Feedback%20Platforms%2FForms%2FAllItems%2Easpx&id=%2Fsites%2FLifeTimeMembershipConcierge%2FMember%20%20Guest%20Feedback%20Platforms%2FMedallia&viewid=8df8946f%2D7de3%2D4f4b%2D85dd%2Dee4bb3427be8
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Hours%20%20Notification%20Management/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Scheduling%20a%20Club%20Tour/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/Daily%20System%20Inspections/Forms/AllItems.aspx
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?share=EdcmqYbzdeFHpOWqMMoNfyQB2labE_hI_IJX7le85T_-HQ&e=h8kaAq
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=%2Fqg%2BfFvW%2BXuGz6L9ZUFFQ15bxFHDPznedjr3s3tZ1Fg%3D&docid=2_0430574ac084e464cb1dd674659de4839&rev=1&e=YACH9Y
https://ltfinc.sharepoint.com/sites/LifeTimeMembershipConcierge/_layouts/15/guestaccess.aspx?guestaccesstoken=%2Fqg%2BfFvW%2BXuGz6L9ZUFFQ15bxFHDPznedjr3s3tZ1Fg%3D&docid=2_0430574ac084e464cb1dd674659de4839&rev=1&e=YACH9Y

