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Scenario

Lagoon is a 52 station gym. We did an initial study to inform an upcoming refurb
and expansion of the gym. What it revealed was an acute shortage of treadmills
causing customer dissatisfaction. Mark Tokeley, the operator, decided not to wait
a year until the scheduled refurb to solve this problem and bought in an
additional 4 treadmill bringing the total up to 10 from 6.

After the new treadmills had been installed GYMetrix returned to do a second
study, measuring the equipment availability and conducting another customer
survey, measuring the Net Promoter Score.
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After the first study we calculated that The Lagoon required an additional 3
Treadmills and one crosstrainer to bring availability up to 40%. We noted

however that because availability was so low there would be an element of
‘unmet demand’, customers who wanted to use treadmills at present that
couldn’t because availability was so low.
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The Lagoon Leisure Centre
Before and after adding more Treadmills

We also noted that there would have been ‘equipment switching’ to crosstrainers
as people would use these when they couldn’t use treadmills. The operator
therefore decided to buy an additional 4 treadmills and no crosstrainers.

As can be seen opposite, treadmill peak period availability went from a very low,
frustration generating 16% up to 38%, this is still below the 40% availability
which was the average level at which customers responded ‘C’ in our surveys,
‘Equipment is usually busy and it bothers me’ but still a huge improvement.

The impact adding 4 treadmills had on customers perception about
how busy treadmills were.

As part of the GYMetrix survey we ask
customers to pick 3 of their favourite pieces
of equipment and match one of the
following statements.

A - The equipment is usually
free and | am happy

B - The equipment is usually
busy but it doesn’t bother me

C - The equipment is usually

busy and it does bother me

. Free and Happy

Treadmill Customer [ Busy but not bothered Customer
Responses Responses
‘Before’ . Busy but does bother ‘After

GYMetrix has discovered there is a direct relationship between ‘Promoters’
(enthusiastic customers) and responses ‘The equipment is free.and 1'm happy’.
The more customers that find equipment of their choice is available the mor
Promoters a club has.




Similarly there is a direct relationship and ‘Detractors’ (dissatisfied customers)
and responses ‘Equipment is busy and it bothers me’ The more customers that
find equipment of their choice is unavailable because other customers are using
it, the more Detractors a club has.

The impact adding 4 treadmills had on the Net Promoter Score
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The increase in the Net Promoter Score can primarily be attributed to the
increased provision of Treadmills.

Our research has proven that there is a direct link between equipment
availability and Net Promoter Scores (customer satisfaction) Customers are
paying gyms to use their equipment, equipment being available for them to use
is the single most important value driver for customers. If customers find that
equipment of their choice is unavailable the value of the gym drops sharply.

The more customers who cannot get onto equipment of their choice the more
detractors the gym will have. The more customers who find equipment of their
choice is free and available the more promoters the gym will have. It is that
simple and that profound!

Our research indicates that the service levels gyms provide customers
around the single most important metric to them ‘Equipment
Availability’ is the single biggest determinant of Net Promoter Scores!
(Customer Satisfaction)

To find out more contact Rory, tel: 07880 647 836 e
web: www.gymetrix.co.uk

il: rory@gymetrix.co.uk
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