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Why are loyal
members so
important?



2X Higher Business Growth Rate

Businesses with the highest loyalty and NPS scores in their industry segments
grow at more than twice the rate of their competitors.
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SX More Expensive

Attracting new members will cost your company 5 times more
than keeping an existing member.



Ultimately, a loyal member...

* Spends more

* Buys more often

* |s less price sensitive

e Stays longer

* |s less costly to market to

e Tells their friends



25% to 125% Higher Profits

A 5 percent increase in member retention can yield a 25 percent
to 125 percent improvement in profits.



Health & Fitness
Industry Study



Background on the study

e @ 000+ reviews
* 61 Fitness and Health businesses
« 6-month period of time

* Large fitness, Small fitness, Yoga/Pilates,
Salon/Boutique, Dance, Children’s programs

* Touchpoints (places and processes)

* Attributes (qualities or characteristics)



Barriers

* Barriers are minimal expectations

* They dissatisfy members if performed
poorly, but don't have a positive effect
on member loyalty if they are
performed well

* Example: clean bathroom facilities







Delighters

« “"Wow factors” that are not expected
by members

* They improve member loyalty when
performed well, but if they are absent
or not performed well, there is no
damage done

* Example: an unexpected giveaway
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Key Drivers

* Key Drivers work both ways

* When they are not performed well, H
members will be dissatisfied, and
when they are performed well, U
customer loyalty will increase

« Example: the quality of a group
exercise class



C Top Five Fitness Key Drivers
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What gets
measured
gets done






lconic brands as NPS loyalty leaders

COSTCco % amazon
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The Ultimate Question:

“On a scale of 0 to 10, how likely would
you be to recommend our service to a
friend or business associate?”

Open-ended follow up question:

“Tell us why you feel the way you do?”



“How likely would you be to recommend...?"

Detractors Passives Promoters

Not Likely Very Likely

Net Promoter Score® % Promoters % Detractors



Benefits of NPS

e Predictive measure
* High response rates
e Ease of use

e Evidence that it works

» Adaptability



Net Promoter Scores by profit

Top 25% Profit ADs Typical AD Bottom 25% Profit ADs



Range of Health and Fitness NPS

100

+High NPS

®| ow NPS

80

®Avg. NPS



What we believe

Profitable, sustainable organic growth
occurs most often when customers and
employees enjoy their business
relationship with a company, and
willingly sing its praises to neighbors,
friends and colleagues.
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