


Introduction

Are you a health club owner who is struggling to collect dues from members? It’s 
common for many health club owners to face this problem. You may be asking 
yourself, “Why aren’t my members paying?” There could be many reasons, from 
financial hardships to pricing, which is why  member feedback is critical. Maybe it’s 
time to review how frequently they attend your club, or ask for feedback and review 
accounts with late payments to determine how you can resolve these issues.

Do you know what your attrition rate is? And do you have a way to track it? Obtaining 
reports and studying metrics on how your members interact with your gym can help 
you determine this. 

Health club member attendance and retention go hand-in-hand. If a health club 
member receives value from their membership investment, they’re likely to stick 
around. Essentially, attendance indicates that they want change or have seen a 
positive change and will continue to  attend. If a member stops going to your facility, 
then that’s a strong sign that your club isn’t meeting their needs or expectations.

According to the Fitness Industry Association, 
members who attended the health club 12+ times per 
month dropped 20.9% after 1 month, members who 
attended 12+ times per month after 3 months 
dropped to 14.2% and after 6 months dropped to 
13.4%.  

So why does attendance steadily drop? Communication 
with your members is key to learning why they leave and 
why they stay. It is critical to follow up with members to 
ensure they’re happy and reaching their goals or you may 
begin to see a decline in memberships.

Research shows that it is anywhere from five to 
twenty-five times more expensive to attract a new 
member than it is to retain an existing one. Building new 
member relationships and retaining existing member 
relationships should be a top priority for gym owners. 
Below you’ll find tips to solve health club member 
payment and retention challenges.



Make a good first impression with 
an onboarding program. 

It is often easy to forget how intimidating joining a new health club can be. Making a 

good first impression is critical. A few of the items listed below could potentially 

damage a first impression: 

• Members are not greeted right away

• Bathrooms are dirty

• Classes are cancelled because the instructor is sick

(find a substitute!)

• Equipment is broken or dirty

Your health club can create a great first impression in two ways: creating an 

onboarding program and offering a 1 :1 session to first time members. Do you have 

employees walking around offering tips to new members on how to use the 

equipment? This is a helpful way to introduce new members to the gym and make 

them feel comfortable during their workout. You can keep members engaged by 

helping them create 

S.M.A.R.T goals. These goals are specific, measurable, attainable, realistic and 

timely. Setting attainable goals and following up to ensure accountability of reaching 

these goals will make sure they get the most out of their membership. 

Examples of attainable goals for a new member include: 

• Go to the health club 30 mins a day 3 days a week

• Lose 10 pounds in 12 weeks

• Attend 2 group exercise classes a month

abc 
FINANCIAL 



Creating an onboarding program for new members is crucial to reducing churn. 

You would never walk into a new job and start working on day one without training, 

so allowing a member to skip orientation when joining a new health club should not 

be optional. Members need to become familiar with where things like group fitness 

rooms, personal training rooms and bathrooms are located in your facility to become 

comfortable in this new environment. To ensure members attend an onboarding 

session, you should schedule it when they sign up for their membership. Onboarding 

sessions can include a walk-through of how to use specific equipment, perform a 

fitness assessment, or provide a wellness coach to occasionally check in with the 

new member. 

Ask for feedback 

Creating a culture that fosters member feedback is crucial. Making sure you always 

know how your members feel shows them you value their opinion. Greeting members 

by their name and asking them friendly questions show that you care about them. 

Below you'll find a couple of tips to get feedback from your members: 

• Conduct quarterly customer satisfaction surveys

• Set up a general feedback or comment box to solicit suggestions

Questions to include in these types of surveys: 

• Do our class times work for you? Do you suggest any 

other days/times?

• What is your favorite thing about coming to our gym?

• What is your least favorite thing about coming to our 

gym?

• What improvement would you like to see us make?

• What is one piece of equipment you would like to see that 

we don't have?

• Do you feel our facility is clean and sanitized?

• Do you feel our price is too low, too high or just right?
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These types of surveys can be sent to your members 

using gym membership management software. With the 

right technology, you can easily set it up to receive daily 

automated reports that contain member information 

needed to survey your members. Say goodbye to your 

members as they leave your health club just as you'd 

greet them when they arrive. Asking when you'll see 

them again will create a sense of belonging and 

encourage your members to return soon. 

Surveys can also be utilized through a customer experience management system 

available to your health club. 

Short 2-3 questions surveys achieve a 30-50% response rate from consumers. Keep 

your surveys short, relevant and convenient. Members are likely taking surveys on their 

smartphone, so ensuring the surveys are accessible on a mobile device is imperative. 

Reporting & Metrics 

By tracking metrics, you can dramatically improve your member payment and 

retention challenges. Use a club reporting system to create automated reports. This 

will make it easy to track specific metrics related to payment and retention. These 

metrics allow you to monitor your members and track how they pay, whether or not 

they're past due, or if they've canceled. A couple of these specific reports to help you 

manage member churn include: 

• Daily Production Report - new members vs. canceled/expired members

• Account Reconciliation - the difference between the number of

accounts in the beginning of the month vs. number of accounts at

the end of the month

• Attrition - the total negative impact divided by the average of the total

number of accounts

• Agreement Entry/Exit- the financial impact of member churn
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What kind of reports can help you track down delinquent members? You'll find the 4 

reports below very useful when it comes to tracking members for delinquent payments. 

• 1st payment default- list of members who are delinquent for their

first payment

• Daily Delinquency - a list of past due members

• Delinquent Account Activity - a list of all members who are at least

one day past due

• Collections by Age - all member billing invoices collections within the

selected date range, along with the total number of days taken to

satisfy each invoice

Maybe one of the reports listed above isn't exactly what you need. That's okay, with 

gym management software you can customize almost any report with the exact 

information you need and have it automatically emailed at the frequency you need. 

Once you understand the metrics, create an action plan to track and resolve any 

member retention and payment challenges you may face. Use a club management 

software that provides an easy-to-read, customizable dashboard to best track your 

metrics on a daily, weekly or monthly basis. 

Train your employees 

-

A correlation exists between employee turnover and member retention. Employee 

turnover causes a host of problems, including class cancellations and delays. Make 

sure your employees are happy and committed to improving your health club. 

Create an environment that makes your employees want to stay and provide the best 

customer service to your members. It's important to create a culture of appreciation - 

a simple thank you and recognition of success goes a long way. Try organizing events 

for your team to make them feel as they are part of the family. Ensure they're involved 

and updated on what's going on within the company so your team members feel 

welcome. Holding weekly or monthly team meetings and discuss goals for the gym and 

the employees will keep everyone involved, informed and motivated to work hard. 

Rewarding your employees for their exceptional customer service and new member 

sales will make them feel appreciated. 
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Below are three ways to reward your employees: 

• Prizes - movie tickets, fitness products or free lunch

• Time off - half day or even a full day

• Promotion/Bonus - extra cash always incentivizes for an employee

to work harder

Increasing new member sales can be difficult, but by offering incentives to employees 

who bring in the most members can increase your health club sales. 

Create classes and schedules that 
work for members 
If your health club hours or class times are not convenient, members will seek other 

options. A great way to retain members is by offering flexible times. Everyone is busy, 

but if you take the time to learn when is the best time for your members to get to the 

gym, you'll find they will be there more often and stay longer. Here are a few ways to 

determine what works best for your members: 

• Survey members via email

• Have instructors ask members prior to a class

• Analyze data to find trends on when members are coming - did you 

hold a convenient class time and remove it? Did you see a decline in 

members coming back?

Automate billing & payment 
-

If you're having difficulty getting members to pay consistently, then it's time to change 

up the process. Member payments should be effortless. Maybe you've ran some of 

the delinquency reports previously mentioned and realized 

that most of your delinquent payments come from those who 

pay by cash. If this is the case, then switching to automated 

payments will improve the collection of monthly dues. 

Automated payments also improve retention because it takes 

the monthly payment decision point away from your members. 

If members are paying month-by-month, they will have the 

decision to renew or may even forget to pay. 
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Automated billing is as simple as using EFT to process secure payments through 

an e-billing system. Using a club management software and payment processing 

solution will allow you to collect more dues from members. You won't have to worry 

about manually collecting payments at your front desk, which will free up time for this 

employee to focus on quality service to your members. 

How ABC Financial can solve your challenges 

ABC Financial is the nation's leading health club management software and payment 

processing provider. The health club management software tool, DataTrak, can help 

you solve member payment and retention challenges by offering these features: 

• Ability to freeze a membership - rather than members simply canceling

• Ability to switch their membership to a lower price tier instead of 

canceling

• Email automation to survey members and determine what they

like and want to see in the health club

• A calendar of classes easily accessible to members through a 

member portal

• Automatic payments

• Automatic credit card updates

• Ability to prohibit gym entry to those who haven't paid - flag accounts 

with notifications - block check in access - provide a grace period for the 

member to pay

Using a health club management software and payment processing system that 

provides detailed reporting and metrics is the complete solution for health club 

management challenges that owners may face. 

Want to take a look at what health club 
management software can do for you? 

Sign up for a demo of ABC Financial's software, DataTrak. 

Request a Demo 

https://hubs.ly/H0b0cnZ0



