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ORC Policies and Procedures:
PARKING

All members must abide by the posted no parking zones.  These areas are clearly marked and allow for access in the event of an emergency and are required by Mississauga Fire Code Bylaws.
1. ORC PRIVATE PARKING STICKERS 
We provide all members with an ORC Private Parking windshield sticker which must be displayed in the front windshield.  After hours towing will occur for all cars not displaying the sticker. Please see the MEMBERSHIP OFFICE to get your sticker.

2. MOTHER’S WITH YOUNG CHILDREN 
Please note that we have 5 parking stalls for Mother’s with small children (5 and under) immediately adjacent to the front entrance of the club. We ask that all members respect and abide by the guidelines for use of these stalls

3. DROP OFF AND PICK UP CIRCLE 
We ask that all members and their guests use the front entrance circle drop off for that purpose only. Parking is not allowed and parents waiting to pick up children should not leave vehicles unattended.

4. HANDICAP PARKING 
We have four “Handicap Parking” stalls adjacent to the “Mothers with Young Children”. We ask that vehicles who park in these designated stalls to display a valid permit.
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TOWEL USE AND RETURN

In order to ensure that we do not run out of towels members are limited to two towels per visit.  Soiled towels are to be returned to the bins located throughout the club.  Towel loss is the number one factor affecting rate increases.  
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ORC PRIDE

Keep ORC clean by reporting any areas requiring attention, depositing refuse in the garbage bins, depositing plastic and glass in the recycling bins provided and returning equipment to its place of storage.  With the cooperation of all members we will keep ORC neat and tidy thereby improving everyone’s enjoyment.
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FOBS and PHOTOS
All members are required to use their key fob upon arrival to the club.  The cost of a key fob is $20. + taxes for a single membership and $65. + GST for a family of four.  If a member loses their key fob, they must purchase another one.  Photos and Fobs work together, members must have photos on account, this is a security practice which ensures that members only,  use the club.  Additionally,  ORC staff will know if a member is in the club should an emergency arise.
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ADMINISTRATIVE POLICIES

SERVICE CHARGE POLICY FOR POSTDATED CHEQUES

Members wishing to pay in 3 or 4 installments must do so 30 days within each payment.  There is a 5% service charge for this to be done on the total membership fee before GST.  The GST is charged on the membership and the service charge together.  You must show the total amount of the membership fee with the service charge on the contract to be signed.

PAYMENTS OF ACCOUNTS

All accounts are due upon receipt of a statement.  Accounts past 60 days will be charged 2% per month.  Failure to pay accounts within 30 days without making prior arrangements with the management will result in a suspension of membership.  Members may have access to their account on line by following instructions on www.ontarioracquetclub.com, on line services button located on the right hand side bar.
NSF CHEQUES AND DECLINING CREDIT CARDS

There is a $25 administrative fee on all declining credit cards and NSF cheques.
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CHIT SYSTEM

Chit signing is set up for all in house activities or purchases.  With authorization from the member ORC will debit the credit card on account with any chits bearing member’s signature or signature authorized by you.  The member must have a credit card on file and sign an authorization form or sign a contract with credit card recorded.
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NOTIFICATION OF CHANGES-MOVING, CREDIT CARD ETC.

Members must notify us of changes to their address, contact numbers etc. in writing.  They may use an amendment form provided to them or notify us by email.  All new credit card authorization cards must be sent to Accounting.
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UPGRADES/DOWNGRADES TO MEMBERSHIP

Members wishing to make changes to their membership must do so in writing.  Upgrades to memberships are accepted at any time throughout the year with a written request.  Down grades to membership are only accepted at renewal time with written notice of all changes to their membership.  Email is accepted.  When family members are added or removed from the membership and/or when members change from a monthly to annual payment plan or vice a versa, the member must sign a new contract.
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PUTTING MEMBERSHIPS ON HOLD

Memberships may be placed on hold for only the following reasons:  Medical, employment transfers or post-secondary education.  Vacation and/or out of country travel will not be eligible for on hold status.  The on hold policy is explained in detail below including all the terms and conditions for each.

The minimum time allowed for the on hold depends on the type of membership the member holds.  For example:  Single memberships – minimum time is 1 month, couple memberships minimum time is 2 months, family memberships minimum time is 4 months.

For single memberships the extension is the full time they have been on hold.  In the case of a couple membership, the extension is one half of the time on hold for one member of the membership.  For example:  If the member on hold is away for 1 month only, they are not granted any time, if the member is off for 2 months they will receive one month owing.  A family membership will receive one quarter of the time a member of the foursome was on hold, for example:  4 months on hold will total 1month of an extension.

The maximum time allowed on hold is one year.  Members who do not notify us in writing to reactive their membership upon a one year absence from the on hold date will not be eligible for a credit or time owing to them.  If a member decides to rejoin after the year, the applicable initiation (enrolment fee) will apply.

If a membership expires before the end of the on hold period, the membership will not be renewed, and all payments will be stopped.  Once the on hold period is over the time owing will be granted to the member provided it is claimed within one year of their on hold date.

On holds cannot be retroactive for any reason whatsoever.  Notes received on or before the 15th of the month will be backdated to the 1st.  Notes received on or after the 16th of the month are processed for the first of the next month.  The return date from the on hold period will determine the new expiry date.  If a member returns before the 15th of the month it will be regarded as the first of the month, if the member returns the 16th or after, it will be regarded as though they returned the first of the next month.  Extensions will not apply for partial months.

MONTHLY MEMBERS

Monthly paying members must complete the terms of their contractual agreement.  Therefore, they will continue paying their monthly fees until the expiry date.  Full charges will be applied throughout the on hold status.  Under no circumstances will monthly charges be cancelled during the on hold period.  Once the on hold period is over, the expiry date of that membership will be extended, and monthly charges stopped for those months owed to the member.  The time in which they are on hold becomes an extension to their expiry date.

ANNUAL MEMBERS

Annual paying members receive their time owing upon expiry.  Their renewal must be pulled and the time owing must be extended at that time and a renewal reissued with the new renewal date.  Monetary credits will not be given to members in exchange for an extension to their expiry date or time owing.

LOCKERS

Members will continue to pay their locker dues otherwise the locker must be vacated.  Upon return (during the credit period) charges will be applied for example:  the membership is extended by 6 months therefore; locker charges will be applied in one payment upon a member’s return.

MEDICAL

All medical holds require documentation from a doctor or from a health professional (physio therapist) or hospital indicating the patient’s name, injury and/or reason and estimated date of return.  The letter must be on letterhead and signed by the medical professional.  Memberships will not be placed on hold until the membership department has received the documentation.  This means the on hold will not be retroactive from the date of injury, surgery, etc.

EMPLOYMENT TRANSFERS

An employment on hold will require the following: a letter from the company i.e. Human Resources Department outlining where the member is stationed (this may be a forwarding address) and an expected date of return.  The letter must be on company letterhead and signed by human resources.  Those who are self employed are required to request a leave on their company’s letterhead stating the nature of their business.  Please note that the transfer must be at least fifty kilometres away from the club and the transfer must require the relocation of residence.

POST-SECONDARY EDUCATION

The only members eligible for this are intermediate members.  On hold process begins when departing fro university or college with the receipt of the letter of acceptance from college or university.  The letter must on school letterhead and signed by admissions personnel.  Co-op work terms will also be eligible with proof of co-op acceptance.  Please note that the university or college must be at least fifty kilometres away from the club and the student must be relocating residence due to schooling.
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CANCELLING MEMBERSHIPS

CANCELLATION POLICY
a) Memberships cannot be cancelled within the first year of membership. 
b) All cancellation requests must be in writing and received before the member’s expiry date.   Written notice of intent to cancel is required prior to the renewal date.  If no letter is received the membership will be automatically renewed for an additional year.  
c) Cancellation due to relocation/moving (25 kms. Away).  Members who have paid their memberships in full and who wish to cancel within their contractual agreement will be reimbursed on a pro-rated basis for time owing.  Those who are on a monthly payment plan will have their monthly payments stopped when verification (a copy of utility bill, rental agreement etc.) of new address is received. Verification of new address must be received for annual and monthly payment plans.
d) Former members returning within one year will incur full enrollment fee unless they have cancelled due to sickness, injury, relocation, job transfer or education.  If cancellation was due to the previously stated reasons, $0 enrollment will apply.
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GUEST POLICY

A club member must accompany all guests.  The member is responsible for the conduct of his/her guest while in the club.  Each guest is limited to one visit per month.  The guest is required to fill in an ORC guest waiver form prior to club usage.  Guest fees are $20. plus GST; tennis court fees apply.  

TENNIS GUEST FEES ARE WAIVED PRIOR TO 9AM DAILY OR AFTER 6PM ON WEEKENDS.
Back to Table of Contents
CODE OF DRESS

Properly recognized court attire must be worn at all times.  Street clothes are not acceptable.  Management reserves the right to determine what is or is not acceptable.  Shirts are to be worn at all times in the club and on the outdoor courts.  Only white-soled “non-marking” shoes are permitted on court.  No cut off clothing allowed.
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FITNESS CENTRE POLICIES

1. You must be 15 years of age to use the Fitness Centre, unless they are participating in a monitored program.

2. Personal belongings; gym bags, racquets, etc., are to be stored in lockers.  Day lockers are available for those who do not rent a locker.

3. No food or beverages are allowed in the Fitness Centre.  Water bottles must be plastic.

4. Clean, athletic footwear is to be worn only. (No outside shoes)

5. Appropriate gym attire for a co-ed environment.

6. Weights must be replaced to their stored position after use.

7. A towel must be used when working on equipment.

8. Machines must be sprayed and wiped after use.

9. Cell phones usage is not permitted in the Fitness Centre.

10. No resting on equipment between sets.
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TENNIS DEPARTMENT

BALL HOPPERS

In order to provide an enjoyable tennis experience for all members and their guests, we must insist that ONLY ORC’s teaching staff make use of tennis hoppers (baskets) on court during the hours from 9am to 9pm.  Members may make use of their personal ball hoppers before 9am and after 9pm daily.  While we understand that members often wish to practice serves or other shots, we respectfully request that the number of balls on court are limited during the time restrictions outlined above.  With everyone adhering to this policy we expect to improve the level of enjoyment all members receive from their visit to ORC tennis courts.  

FLAT RATE JUNIORS/JUNIOR MEMBERS

Juniors are not permitted to pre-book tennis courts at any time.  All flat rate juniors are able to use ORC courts on a walk-on basis.  We ask that parents assist us by not reserving courts for your children, simply contact ORC, 60 minutes prior to the time that their son/daughter wishes to play and if there is a court available they are free to walk on.  Please remember that all walk ons must notify the front desk prior to going on the court.  This will ensure that double booking do not occur and will assist us in tracking court usage.

COURT ETIQUETTE

It is the obligation of every player to know and understand club rules and etiquette.

1. Line Calls:  If the ball is out, indicate or call “out’ clearly.  Don’t waffle. Be clear and firm.

2. All calls, “fault”, “let”, or “out” must be made immediately for example before the opponent has the opportunity to hit the return or it has gone out of play.  This is particularly important when returning the service.

3. Foot faults:  If the foot is touching or over the baseline, regardless,  the player has hit the ball, it is called as a foot fault, even though he may subsequently move his front foot back and not be violating the line when he strikes the ball.

4. The Warm-up:  The warm-up is just that-a time to warm up.  Five minutes is always adequate.  It is not a practice session.

5. The Courtesies:  Do not retrieve a ball from another court while play is in progress.  Don’t ask for a ball until play stops.  Avoid arguments about the score by calling the game score before the first serve and calling the point score before the serve.  Never call “good” or “in” during the rally.  Say nothing unless the ball is out.

6. Do not enter the court until the bell has gone and the rally is finished.  At the end of your booking exit the court promptly to allow your fellow members the opportunity to play their full court time.

7. Enter and exit the courts via the correct entrance.  Each court has its own entrance and this avoids disruption to any other court.  When playing in the bubble courts enter the courts quietly and walk across the back of the courts, when play is stopped, until you arrive at your assigned court.  When playing on the outdoor courts please follow the signage to access your court, again waiting until play has stopped before reaching your court.  Please be sure to close the bubble doors completely when entering and exiting.

COURT RESERVATION PROCEDURE

Club phone lines are opened at 7:30am each day and calls will be answered in sequence.  Please be ready with the day and time that you wish to book, including preferred courts as well as an alternative time in the event that your first choice is not available.  We make every effort to return to on hold lines quickly but do take care of each caller’s needs completely, before moving to the next call.  

BOOKING PROCEDURE

Tennis courts may be booked up to and including seven days in advance.  ORC telephone lines open for tennis bookings at 7:30am and calls are answered in sequence.  During the peak seasons callers may wait up to 8 minutes on hold however we attempt to serve our callers as quickly as possible at all times.  Bookings are available for one hour for singles play and one and a half hours for doubles play.  ORC requires all players’ names be provided at time of booking.  In order to offer all members fair access to courts ORC practices a one advanced court booking maximum throughout the bust winter season.  This means you are welcome to pre book once per day when booking your tennis courts in advance.  All members are welcome to book additional courts on a same-day availability basis.

Members booking courts are restricted to booking a maximum 3 courts when making their reservations.  This means that a group of twelve may elect one person to make the booking however for a group of 16 two members would be required to reserve the courts.  Again by adhering to this policy we are able to ensure fair and equal access to all courts for our tennis members.

COURT CANCELLATION

We require 24 hours notice for cancellations.  Failure to provide sufficient notice will result in a charge of appropriate court fees.  Members are requested to check in at the Front Desk and pay appropriate court fees prior to entering the courts.  ORC offers a ten minute grace period for all court bookings.  If players use a court beyond 15 minutes of their original booking, additional court fees will apply.
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SQUASH POLICIES

COURT BOOKING

Squash Courts may be booked up to 7 days in advance.  Back to back bookings are only permitted during non-prime time.
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PLAY CENTRE

Children eligible to use the Play Centre are between the ages of 3 months to 10 years of age for a maximum of 3 hours.  Member playing matches and away games will be exempt from this limit.   This service is only for the use of club members and their guests while they are using the club.  You may however, leave your children in the Play Centre to attend to appointments and errands outside the club as long as a contact number is given in case of emergencies.  If the child has an allergy or medical condition, the Play Centre must be notified in advance that they will be using the service. 

All members must fill in a waiver and information form for each child, which will be kept on file.  If another adult will be picking up the child, an authorization form is required from the parent indicating permission.  Children are accepted on a first come first serve basis.  Members are required to sign the child in upon arrival and sign the child out upon departure.  Payment is made at the end of each visit by cash or chit.  If there are no children present on the weekend the Play Centre staff may close the area one hour early.

It is requested that parents change diapers or take their child to the washroom prior to arrival at the Play Centre.  We ask that parents of infants feed their baby before leaving home.  Popcorn and gum are not permitted in the Play Centre.

Children are not permitted in the Play Centre when they are showing any signs of illness.  In the event of a child falling ill while in the Play Centre the parent will be contacted.

All items brought into the Play Centre must be labelled.  ORC is not responsible for stolen or lost items.
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SWIMMING POOL

We offer a full component of swimming lessons certified by the Red Cross.  Children must pass a swimming test to be left unsupervised.                                                              Back to Table of Contents
WHIRLPOOL AND STEAM ROOM

These areas are restricted to adult use only and a shower must be taken before entering each area.  Towels must be used to sit on in the steam room.  No soap or shampoo is permitted in the whirlpool.  Consideration should be given to other members using the area.









      Back to Table of Contents
RECIPROCAL CLUB AGREEMENT

ORC is pleased to offer a reciprocal arrangement with two downtown clubs, The Adelaide Club and The Toronto Athletic Club and Club Markham. This arrangement will allow you to use each of these clubs a maximum of four times per month at no cost.  Further visits will require you to pay a special reduced guest fee of $10 per visit. 

	The Toronto Athletic Club          The Adelaide Club                    Club Markham
TD Waterhouse Tower                1 First Canadian Place              8500 Warden Ave.
79 Wellington St. W. 36th Floor  Toronto, ON                             Markham ON 
416-865-0900                               416-367-9957                            905-470-2400
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	CHILD TAX CREDIT – AS OF JANUARY 1, 2007
	


Health Club Membership and registration fees for programs are now eligible for a $500. Tax credit.  More information available on www.ontarioracquetclub.com.  Requests for tax receipts will be available within two 
weeks of request.

IHRSA – International Health Racquet and SportsClub Association
ORC is a member of IHRSA, a not-for-profit trade association serving more than 8,000 health and fitness facilities in over 74 countries.  IHRSA offers a Passport Program allowing members of ORC to work out when traveling at participating IHRSA clubs worldwide.  Please visit IHRSA’s consumer web site, www.healthclubs.com to verify that a particular club participates in the IHRSA Passport Program.  You may pick up your passport in the membership office. 
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CONTACT US
General Manager 



Jeff McCarrol

Ext. #228
Finance Department Supervisor           Pierre Bianchetti

Ext. #225
Membership Director/HR Co-ordinator
Gabriella Ralph

Ext. #227

Member Services Director

Bill Stepec


Ext. #241

Tennis Manager



Doug Green

           Ext. #245

Squash Coordinator


Diane Naughton

Ext. #235

Fitness Director



Nicole Crewe

Ext. #272

Group Exercise Director


Gloria Atkinson

Ext. #276

Event and Communication Director
Leah Chamilliard

Ext. #237
Food and Beverage Manager

Lisa  Alexander

Ext. #233
Finance Office Supervisor

Carol Love


Ext. #224

Maintenance Director


Duarte Cordiero

Ext. #240

Housekeeping Director


Kathy Vala


Ext. #615

Playcentre Director


Lynn Moffat


Ext. #226
