
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.

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. 

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.

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

Before and after adding more Treadmills
The Lagoon Leisure Centre 

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

Treadmill Customer 
Responses 

‘Before’

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 I 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

Customer 
Responses 

‘After’

Free and Happy

Busy but not bothered

Busy but does bother
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40.6%

Peak Period Treadmill Availability

%
 E

qu
ip

m
en

t A
va

ila
bi

lit
y

0

20%

10%

30%

40%

50%

6
Treadmills

10
Treadmills

Treadmills
‘Before’

Treadmills
‘After’

16%

38%

The average level of
‘availability’ where customers
respond – ‘The equipment
is usually busy and it
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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 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)

The Operators Comment:

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

Patent GB1001510.5 (pending), US12/844.221 (pending)

Historically when I’ve purchased new gym equipment I’ve relied on the
equipment manufacturer to ensure I've got the right equipment mix for the
fitness suites. Over recent years I have found this method increasing
unsatisfactory and inaccurate with member complaints regarding equipment
wait times at all time highs. 

With all six of our fitness suites due to have new equipment installed over the
next 3 years (at a cost of £1.4million) and 3 new fitness suites being built as
part of our £40million facility redevelopment plan I knew that I had to find a
solution. I had find a way to ensure that Renfrewshire Leisure’s investment in
new equipment would give our 9,000 (and counting) members the equipment
they want in the right quantities to avoid long wait times yet ensure
Renfrewshire Leisure didn’t invest in equipment that was being underutilised.

Whilst discussing this problem with a friend in the industry he recommended
Rory and GYMetrix. Within five minutes of meeting Rory I knew that I had to
use GYMetrix as it would provide me with EXACTLY the information I needed. 

I asked Rory to run a study at our busiest gym and the equipment usage
results were astounding. Even more astounding was Rory’s recommendation.
Rather than increase the numbers of all of the CV equipment (as I would
have guessed) Rory’s recommendation was to add just 4 treadmills. Acting
on Rory’s advice has seen our promoter score shoot up from 40% to 57%
and net promoter score increase from 27% to 47%. Feedback from members
has been really positive and we’ve seen a significant increase in our member
retention. We’ve subsequently acted on Rory’s second recommendation to
add 2 adjustable benches in our free weights area and I’m confident that this
will see our promoter and net promoter scores increase once more. 

I’m confident that using Rory’s GYMetrix system will ensure that Renfrewshire
Leisure will achieve maximum value when investing in new equipment and
our members will enjoy fitness suites that contain the equipment they want in
the quantities they need. 

I’ll never refurbish, change or re-equip another fitness suite without
undertaking a GYMetrix study first.

Mark Tokeley

Operations Manager

The impact adding 4 treadmills had on the Net Promoter Score

Lagoon NPS - Before Lagoon NPS - After

Promoters NPS

20%

10%

0

30%

40%

60%

50%

Detractors Promoters NPS

20%

10%

0

30%

40%

60%

50%

Detractors

Added 4
more

treadmills

A 20 point
jump in Net
Promoter

Score!

40%

27%

13%

57%

47%

10%

Lagoon Case Study Alt  1/11/11  09:10  Page 2



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




