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Overview

As the need to gain and retain customers with as little as much spend as possible becomes
even more important, we must look to ensure that our processes allow us to actively follow a
customer’s progression with our business and not let them get lost in the ‘system’.

Retention is a unique module of Links Modular Solutions that allows users to setup step by step
programs that are applied to a customer either at fime of enquiry, or time of sale. That sale
may be the purchase of a memberships, visit pass or even a booking into a class i.e. swim
lesson.

The unique setup will alleviate the need for external programs outside links to track and
manage enquiries. It also ensures that regular contact can be maintained with customers
and their contact tracked and managed throughout their fime as a customer with the
business.

Prospect Programs

Retention allows you to setup types of programs that will be applied to prospects as they are
entered into the database. Mandatory fields can be set for collection so that no prospect
can be saved without the application of information such as Source of Enquiry and Type of

Enquiry.

Depending on the prospect program you design, the system could prompt users to follow up
enquiries with a phone call, two days after their centre tour, or to send a letter if they sfill
haven't joined after three weeks for example.

The automatic application of a prospect to the program you design will ensure that provided
a prospect is entered into the database with at least their first name and surname, there is no
way they can fall through the cracks.

Retention Programs

It is no secret that it is much cheaper to retain an existing customer than to gain a new one.
However due to the manual work involved up until now, our retention strategies have often
been limited by what we can offer based on our balance or staffing costs to retention
financial gains. The retention programs within the retention module allow users to setup a
specific order of steps that are followed by the customer throughout their time with your
business. Whether follow up reminders are set for Fitness Consultations or Programs Shows, or it
is simply a phone call to see how they are enjoying their time with you, the retention program
allows you to have automatic confrol and not be reliant upon manual systems.

Retention User Guide January 2013 3
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Setting up your Prospect Programs

Prospect programs are designed to allow users to automatically set follow up reminders for
prospective customers. It will also allow management to report on at what stage prospects
are being converted to customers, and therefore to frack which processes are effective.

Program Settings
Admin> Retention> Retention Program Setup

1. The screen will open with the Program Code & Name fields available

Fetention Frogram Setup

Fetention Settings l

Program Code; J

Program Mame: |

2. Enter a code and description to activate the remainder of the screen
For example
e CODE =NEWENQ
e DESCRIPTION = NEW ENQUIRY

3. Select that the program is a PROSPECT PROGRAM

Retention Program Setup ‘ Retention Settings

Program Code: |NEWENGD J v Active
* Prospect

Default
Program Mame: |NEW’ EMGLIRY [ Retention " Retention

Program

4. You can now begin to enter the steps that relate to the program

5. Enter a step description

Step #: |1 Step Mame:  |Centre Tour

6. Enter the staff member or team that will complete the task. If sales staff is selected
then when a customer is assigned to a program, it will ask the user which staff
member the steps should be assigned to.

= Sales Staff (+ BuRale | ﬂ
Lifeguard
Achion: Swirm Teacher_
Customer Service

Retention User Guide January 2013 4
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7. Enter the action type for the step

Action: | ﬂ

Appointment
E rmail

In Perzon
Letter
Phone Call
Sezsion
ShS

Startup Pack

The options available for each action will vary depending on the action type selected.

Appointment

Either the appointments scheduler in the POS module or facility can be used for retention
step appointments. The benefits vary depending on the outcome required. The
appointments scheduler is simple and basic to use, but has no biling opfions. The facility
bookings module requires more setup but can have multiple facilities (or frainers) viewed at
any one time and charges can be applied if required.

At each step level, you can choose which ‘appointment’ is selected. This will enable the
users when actioning a customer’s step access the correct appointment/facility type
automatically.

{* Appointroent | j

" Facility |

Note - For the appointment type to show up the in the drop menu you must have selected
Sales Reporting in the appointment type setup.

Email

An email template can be applied to the step, by the same manner that it is applied to a
non aftendance reminder. See the system seftings section of this user guide for further
information.

Action; | E il j

Drescription: || Edit

E rmail -

Retention User Guide January 2013 5
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In Person

An action type of In Person is available; however it is assumed that this action type will be
used when manual follow up is required.

&chion: |n Persan

Letter

A letter template can be applied to the step provided it has been setup in the Letter
Templates screen. See the system settings section of this user guide for further information.

. : Find
Description: |F|etent|nn Template

Letter
Pathi arne: |I:: W zershmichaelahDesktophFiles\TEMPLATES \AI_Cuzto

Phone Call

If the action type is phone call, then there are no templates or automation required.

Actian: SRR

Session

You may wish to have a step that is a session for example;
e Trial a group exercise class
e Trial the Living Longer Living Stronger program

As the user is not yet a member, then a guest pass it allocated to the prospect so that they
can access the session. You can choose a number of days that this guest past stays valid for
from the step date. For example the step is 7 days in the prospects program, and you want
the pass to be valid for a further 7 days, in case it fakes them another week to attend a
session.

Action:

Set Mbr D ayps Yald for, from this step date -

Retention User Guide January 2013 6
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SMS

You can assign an SMS femplate to the step. See the system settings section of this user guide
for further information.

petior: [E

Dezcription: | Edit

SM5 -

Start Up Pack

This action type may not be so relevant to prospects however it can be used if required. The
startup pack step will notify the user at Point of Sale when an attendance is recorded for the
prospect/customer. Further information is discussed in the retention program setup section of
this document.

Achion;

8. Enter the date confrol for this step

There are 5 date options available

fe days from start date £ days fram :l
= "within days from start date { days fram ] completion date

" wfithin ko days from start date

e # days from start date
This will make the step due at a number of days for example

o Programis started on July 1sf
o Date control for step is 7 days from start date
o The step becomes due on July 8t

e # days from a Step
This will make the step due the set number of days after the selected step.
e Within # days from start date

If this option is selected the step will show as due for all the days between the start of
the program and the final day it is due. For example;

o Program starts on July 1st
o Date control for step is within 7 days from start date

Retention User Guide January 2013 7
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o The step shows as due on;
o July ]STI 2ndl 3rdl 4thl 6Thl 7th & 8th

e # days from a Step Completion Date

This will make the step due the set number of days after the selected step is
completed.

e Within # to # days from start date

This will allow the step to display similar to within # days from start however the first
date is not from the start of the program. For example within 7 to 14 days of the
program start date.

9. Enter a description for the step if required. You may to for example enter what should
be said in a phone call for this step. The description will show in the customers tracking
screen so that staff can see what is required from the step.

Description: n

. . &dd Step ‘
10. Once all of the details of the step have been entered, click on the

button
11. You are now ready to add the next step of your program

Save Program
12. Continue until all steps are completed and the click on the button

Retention User Guide January 2013 8
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Setting up your Retention Programs

Retention programs may vary depending on the customer groups that you have attend your
facility. For example you may have 8 different retention programes;

e New Full Access Members
e  Existing Full Access Members
e New PT Members
e Existing PT Members
e New Swim School Students
e Existing Swim School Students
¢ New Aquatic Members
e Existing Aquatic Members
Retention programs can be restricted by customer groups
o  Members
e Visit Pass Holders
¢ Students
Within those groups membership/visit pass types and also class types can be limited.

For example, the New Full Access Members retention program only applies to Full Access
Membership Types and not Aquatic Only Membership types.

Retention User Guide January 2013 9
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Adding a Retention Program

Program Settings
Admin> Retention> Retention Program Setup

1. The screen will open with only the Program Code and Name fields available

Fetention Program Setup

Fetention Settings l

Program Code; J

Frogram Mame: |

2. Enter a code and description to activate the remainder of the screen
For example

e CODE = NEWFAMEM

e DESCRIPTION = NEW FULL ACCESS MEMBER

3. Select that the program is a RETENTION PROGRAM

4. Select which customer group/s it is relevant to

[ For Students

" Prospect

(* Retent ..
ST ESRon [ For izt Paszes

Wigw kemberzhips /WP

5 Click on the Yiew kemberships /WP

fo include all types

button to isolate certain membership types or leave

6. You can now begin to enter the steps that relate to the program

7. Enter a step description

Step#t: |1 Step Mame:  |Health Assessment

8. Enter the staff member or team that will complete the task. If sales staff is selected
then when a customer is assigned to a program, it will ask the user which staff
member the steps should be assigned to.

= Sales Staff (+ BuRale | ﬂ
Lifeguard
Achion: Swirm Teacher_
Customer Service

Retention User Guide January 2013 10
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9. Enter the action type for the step

Action: | ﬂ

Appointment
E rmail

In Perzon
Letter
Phone Call
Sezsion
ShS

Startup Pack

The options available for each action will vary depending on the action type selected.
Below will show and explain each of the options available

Appointment

Either the appointments scheduler in the Point of Sale module or Facility can be used for
retention step appointments. The benefits vary depending on the outcome required. The
appointments scheduler is simple and basic to use, but has no billing opfions. The facility
bookings module requires more setup but can have multiple facilities (or trainers) viewed at
any one time and charges can be applied if required.

At each step level, you can choose which ‘appointment’ is selected. This will enable the
users when actioning a customer’s step access the correct appointment/facility type
automatically.

Actian: |.-’-'-.ppu::intment j

" Appaointment | J J
 Facilty |HEﬁLTH CLUB

Email

An email template can be applied to the step, by the same manner that it is applied to a
non atftendance reminder. See the System Seftings section of this user guide for further
information.

Action; | Ernail j

Description; || Edit

E rmail p

Retention User Guide January 2013 11
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In Person

An action type of In Person is available; however it is assumed that this action type will be
used when manual follow up is required.

&chion: |n Persan

Letter

A letter template can be applied to the step provided it has been setup in the Letter
Templates screen. See the System Settings section of this user guide for further information.

. : Find
Description: |F|etent|nn Template

Letter
Pathi arne: |I:: W zershmichaelahDesktophFiles\TEMPLATES \AI_Cuzto

Phone Call

If the action type is phone call, then there are no templates or automation required.

Actian: SRR

Session
You may wish to have a step that is a session for example;

e Trial a group exercise class
e Trial the Living Longer Living Stronger program

As the user is not necessarily a member that is valid to go that session, then a guest pass it
allocated to the customer so that they can access the session. You can choose a number of
days that this guest past stays valid for from the step date. For example the step is 7 days in
the prospects program, and you want the pass to be valid for a further 7 days, in case it
takes them another week to attend a session.

Action:

Set Mbr D ayps YYalid for, from this step date :

Retention User Guide January 2013 12
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SMS

You can assign an SMS template to the step. See the System Settings section of this user
guide for further information.

petior: [E

Dezcription: | Edit

SM5 -

Start Up Pack

The start up pack step is designed so that if you wish to give a pack to a customer either
when they first join or after sometime of being a customer then this step can be assigned with
the relevant date. Quite often start up or joining packs are made up of physical items that
can run out. If at the time of the start up pack being due to be handed out items is not
available this step can be postponed until a later date. When the step is then due again this
will show through card swipe, (customer attendance).

Action: (SN
10. Enter the date control for this step
11. There are 5 date options available

There are 5 date options available:

fe days from start date £ days fram :l
= "within days from start date { days fram ] completion date

" wfithin ko days from start date

e # days from start date
This will make the step due at a number of days for example

o Program is started on July 1s!
o Date control for step is 7 days from start date
o The step becomes due on July 8t

e # days from a Step
This will make the step due the set number of days after the selected step.
e Within # days from start date

If this option is selected the step will show as due for all the days between the start of

the program and the final day it is due. For example;
Retention User Guide January 2013 13
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o Program starts on July 1st
o Date control for step is within 7 days from start date
o The step shows as due on;

o JU|y ]STI 2ndl 3rdl 4Thl 6Thl 7th & 8Th

o # days from a Step Completion Date

This will make the step due the set number of days after the selected step is
completed.

e Within # to # days from start date

This will allow the step to display similar to within # days from start however the first
date is not from the start of the program. For example within 7 to 14 days of the
program start date.

12. Enter a description for the step if required. You may to for example enter what should
be said in a phone call for this step. The description will show in the customers tracking
screen so that staff can see what is required from the step.

Description: n

Add St
13. Once all of the details of the step have been entered, click on the =

button
14. You are now ready fo add the next step of your program

) ) ) Save Program
15. Continue until all steps are completed and the click on the button

Retention User Guide January 2013 14
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System Settings

Admin> Retentfion> Retention Program Setup

There are some system settings that can be applied by location to the retention programs.
These include non attendance reminders and general tasks to do.

Salesperson is Mandatory on all Contracts

If this option is selected a membership contract cannot be sold unless a sales person ID is
assigned to the sale. The field will show as mandatory in the contract sales screen and the
user will be prompted to complete this field before the membership can be processed.

v Salesperson is Mandatory on all Conbracts

1
Detailz

Date Started: |6 AUG 2008 ﬂ
E wpirr

Cansulkant: |1 |TF|.-’-‘-.INING,TH.-’-¥.INING

Fief: |

Sales Perzon: | J|

Setting the Templates

To assist automation of follow ups, users can set a template for a range of follow up methods
including SMS, Emails & Letters.

1. Chose the follow up method

Action: Template:

|Email ~|
Lett
b [

Sh5 |

2. Click on the J button to apply a template

3. The follow screen will appear depending on the action type selected

Retention User Guide January 2013 15
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Email

Description: I

Email Text

Merge Fields Delete | [u]:8 | Cancel |

1. Enter an Email Template Description i.e. 30 day follow up email

2. Entfer the text of the email template

terge Fields
a. Merge fields can also be included by selecting the 4| button

b. Arange of fields are available

[ Retention Template Merge Fields -

Field Mame

Customer |d

Customer Firsth ame
Customer Lazt Mame
Cusgtomer Title
Cusgtomer Date of Birth
Cuztomer Sddress
Customer Suburb
Cuztormer State
Customer Postcode
Cugtomer Home Phone
Cusgtomer ‘work, Phaone
Customer Mobile Phone
Cusgtomer Email

3. Click on OK to save the template

4. The template will now show as set

Retention User Guide January 2013
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SMS
s s I ==

rSMS T

Diescription: I _I

SMS Text Characters Remaining: 160

# SM5 Meszages cannot be longer than 160 characters

Merge Fields Delete |

1. Enter a SMS Template Description i.e. 60 day follow up SMS

2. Enter the text of the SMS template

terge Fields
a. Merge fields can also be included by selecting the 4| button

b. Arange of fields are available

5. Retention Template Merge Fields -

r Select the Field pou wizh to inzert into you

Field Mame

Cuztomer |d

Cuztormer Firsth ame
Customer Last Mame
Cuztomer Title
Cuztormer Date of Birth
Cuztomer Address
Cuztomer Suburb
Customer State
Cuztomer Pogtocode
Cuztomer Home Phone
Cuztomer Work, Phone
Cuztomer Mobile Phone
Cuztorner Email

3. Click on OK to save the template

4. The template will now show as set

Retention User Guide January 2013
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Letter

When you select the letter option the letfters that have been pre assigned fo the retention
data source will be viewable. See the Letter Templates section of this user guide for further
information.

r —_— . ]
[ Sales Letter Temp[ate— ﬁ

Dezcription Filename

R etention C:hUzershmichaela\D esklophFiles \TEMPLATES A ...

Adding Lefter Templates

Before letter templates can be assigned to steps or non attendance reminders, they must first
be setup in the letter templates screen. This screen is found in Admin> Letters> Templates. The
data source for these is Retention. If you are unsure how to setup letter templates, please see
the Admin user guide for further information.

Setting Tasks to do Reminders

To avoid the missing of standard tasks, follow up reminders can be set for staff to mark that
they have completed them. These may include items such;

e Empty Lead Boxes
e Hand out 7 day passes in the gym
e Contact Expired Members

You can also select to set reminders on reports so that they are not missed in either being
printed or a mail merge sent from them.

Choose either a Report or enter a Custom follow up reminder

Select the frequency — Daily, Weekly, Fortnightly or On a Set Day of the Month
Enter the day (applicable for weekly and fortnightly)

Enter an action i.e. Print, Email, Mail Merge, Call or N/A these are setup as contact
methods and can be added to as required

5. [If thisis only a short term task then a Cease Date can be entered, this may be
applicable to tasks that are only valid for certain promotions

Awbd -

" Repott .. ||

& Custom IEmpl_l,l Lead Boxes

Frequency: I'W'eekl_',' =] Day IW’ed =

Action: IN.-’A j |
Ceaze Date: || il

Add | Clear |

Retention User Guide January 2013 18
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Non Attendance Reminders
Admin> Retenfion> Retention Settings

To avoid the need to ensure that staff members are running reports to follow up on non
aftendance of membership holders these reminder parameters can be used to display
customers on the sales management screen.

The criteria for the non attendance is that no aftendance has been recorded against their
membership confract are as many days as specified. The customer will continue to show until
they have either attended or been marked as contacted. You can have 12 non attendance
steps.

Action; Template: Template Set;
13t Contact: ’30_ days |5MS ﬂ Y
2nd Contact: |60 days |F'hcune Call j N/a
3rd Contact: |90 days |Letter j "

For example;

Settings are for 30 days, 60 days and 90 days

A customer has not visited for 30 days
e They display in the 1st period of non attendance follow-ups

The customer is then contacted but doesn't attend
e They are removed from the 30 days contact list

The customer then doesn’t attend for a further 30 days so now 60 days in total

e The customer again appears on the 60 day follow up list and will be contacted
again by the action set

Retention User Guide January 2013 19
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Finalisation of Settings
. . Save |
Once dll settings have been entered you must click on the button to ensure that
all settings are saved into the system.
Example Settings Screen

Retention Frogram Setup Ratention Satings

[ Salesparzan is Mandaton on &l Membarship Contracts
Mo Sae Retun Trneframe: Hre |U j Mins: [gg j
Mumber of Daps between membership contracts o be conziderad 2n ongoing mermbes: |7
Hon-Altendance Hew Membership -
Action Templale: Templale Sel: & Show Customer Screen
Tzt Comtack: |14 days SHS - v 7 Shaw Prospect Screen
2nd Contact; |21 days Prane Cal o= . WAL rHew Visit Pass
# Show Custamer Scieen
Zid Cortact: |60 days Fhane Cal - M " Show Prospect Scieen
rfudd Tazk To Do Reminde
S e | Type | Deseription | Fiequency | Action
% Fepoit | Custon Clezning the sales presentation srea “wieekly [Fii] Mk,
Repait Cuirent Corkiacts “wfeekly (Maon) Fiirit
€ Custom | FAepart Mem/Vp Holdars Dally
Frequency: | =] pan | |
Actiaty, -]
Ceaze Date: ﬂ
Asign o Bole | (40 Fcles) -
A | Cleai ‘
4 11 | +
Save |
Canical | << Back | Neut | Firish |

Sales Managers and Sales Staff Members
Admin> Security> Staff Members
There are certain functions that can only be completed by sales managers, for example;

e Viewing the entire workload
¢ Removing steps from a customer’s program

To mark a staff member as a sales manager, check the option as sales manager.

sswrser T

Staff Code: |1 _I Mext Mo. [T Inactive
Perzan: |1

F'ersnnall I:l:untactl Security | Skills&TrainingI By ailability

¥ Sales IEI 4

¥ Sales Manager

[T Teacher
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Assigning a Customer to a Program

Prospects, Members, Visit Pass Holders and Students can be assigned to a prospect or
retention program as a part of their customer setup or sale. Any other customer group can
also be assigned to a program manually. The drop down menus available for selection are
automatically populated with the default program if a default is setup in the retention
program setup screen.

Assigning Prospects to a Program
Point of Sale> Customers> Prospects

When you enter a prospect the prospect programs drop down will only be populated with
those programs that are set for Prospects. This drop down is viewable in the bottom left and
corner of the Personal Details tab. The prospect screen is designed to work from left to right.
The final tab is the tracking tab, whereby you can view the steps that are a part of the
program you have selected. See managing customers for further information on the view of
these steps.

IO S

ProspectID:  [102735 L] 5,
Perzonal Details l Contact Details I b arketing I Other ] Appointments ]

Personal Details

Last Mame: |BLAEK

First Mame: |JENMY

Title: -
) Male
(@ Female
Home Phone: |
Mabile Phone: |
E-mal. |
D ate of Birth: ﬂ Referr
Age: Date Cr

( : Retention Program : |NEW’ EMGQUIRY ZI L&

If the program you have selected has steps that are assigned to an individual sales staff
member then the following screen will appear where you can select which staff member you
wish the steps to be assigned to.
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S e T =

Select the Staff Member you want these
Retention Program Steps assigned to:

St erbers: | - |

v OK

Assigning Members to a Program

Point of Sale> Customers> Customers> Marketing or when selling the membership

When you sell a membership contract the retention program drop down list is available in the
bottom right hand corner of the screen. Again the default program will be listed here if one
is setup as a default.

S vy )
CustomerlD: |102?35 BLACK, JENNY Gender: IF ‘

—Mew Contract Details
Hiztamy »» | Tem: IE—IW Details ... |

Mame: |

M'shp:  |M101
GOLD B MOMTHS

_P p I
Details
DateStated: [6AUG 2008 D Edit Link »> | [uPFRONT _|
Expiry: |5 FEE 2003
Conzultant: |1 ITHAlNING,THAlNINE .
Price : §(194.00
Ret: I
Contract Price: $ [194.00 Digcount: ID %
Sales Person: |1 ;"TFIAINING,TFIAINING
Dizzount Ressor:
‘ Farnily »» |
—Joining Fee R
Amount: § [0.00 r Total Contract Price —Due How
. Iterm | Amount,$| Ibern | Amount,:{;l
p Contract: § |0.00
[ Pay On Exi Contract Fee 194.00 Contract Fee 194.00
I— Amourt: $ [0.00 Total 154.00 Total 154.00
[ Pay On Exi Contract: % [0.00
~Suszpension Fee L Pay Mow:
Amourt: § [000 Contract § [0.00 -
Digeaunt: |0 4 Sales Program :
Discount Reasor: I Ty
Setup Letter | Letter | Marketing | v 0K | X Cancel Apply |

If the program you have selected has steps that are assigned to an individual sales staff
member then the following screen will appear where you can select which staff member you
wish the steps to be assigned to.

Retention User Guide

e

Select the Staff Member you want these
Retention Program Steps assigned to:

Sttt enbers [ -

¥ OK
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In the case where a customer was already on a prospect program this program will be
stopped by the purchase of a membership

S —
Rentention Prospect Program(s) Stopped for Customer : JENNY BLACK (102.. [

@ This Customer has now become a Member.

The following Retention PROSPECT Program(s) have now been
STOPPED:

Program MName : NEW FULL ACCESS MEMEBER
MNEW ENQUIRY

Assigning Visit Pass Holders to a Program

Point of Sale> Customers> Customers> Marketing or when selling the Visit Pass

A separate screen is displayed when a customer is sold a visit pass that is allocated to a sales
program. This screen will not be displayed unless the visit pass type is assigned to a particular
sales program. This screen is displayed after the transaction is finalised.

S posFenen oo e

Customer: IJEIHN BLALCK

Select the Retention Program you wizh this Customer to join:

Fetention Program: — [E SR RE RS =

v Ok X, Cancel

Then this screen displays

Are you sure you want 'JOHMN BLACK' to join the Retention Program: NEW
CUSTOMER?
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If the program you have selected has steps that are assigned to an individual sales staff
member then the following screen will appear where you can select which staff member you
wish the steps to be assigned to.

S soecsoinene T =

Seffemoer: [ - |

v OK

Assigning Students to a Program
Point of Sale> Customers> Customers> Marketing or when signing the Student up to a class

Students like members or visit pass holders can be assigned to a program. There may be a
different program for students and this is depicted by the class types and settings that are
assigned to the program in its initial setup. If you only have one program that is allocated to
students then only this one program will be shown in the booking screen. The drop down is
available from the bottom left hand side of the create student booking screen.

,

r Class Details

Class Lewvel: IMINNDW’ Dran: IWednesda_l,J Start Time: |1U;UUAM

Teacher: IUNCDNFIHMED UMNCOMFIRMEL :
0 End Timne: |1D:SDAM
Area ILF"I

r Booking Tvpe
O Tem [X Direct debit
® Perpetual
1 Makeup 1 Cazual

r Student Details Booking Details

Student No: 102747 Age: |25 dmths Fiom:  [5AUG 2008 D |

Name:  |BLACK, MITCHELL

Responsible .
Persor: IBLACK. JOHN Consultant: |'I |TFIAINING,TF|AINING
rFees :
r Discounts/Conc: (53 Joining fee: $ [0.00 Fee per class § [E5.00
Di k: I 4 _
e L +Frorata: § |2BD.DD il [ Include nest pericd

[firgt child, first class) .
- Discount: 0,00 Mest Period 01 Jun 2005

Pay nove |

=Dwe: $|260.00 Family Credit: % [0.00

INEW CUSTOMER 5 -[ Arnaunt in Credit:| Amaunt ta pay: § |0.00

o
’i&u Au Ay Au Se Se Se Se Oc Oc Oc Oc Oc No Mo Mo Mo De De De De De Ja Ja Ja Ja Fe Fe Fe

[ Concession

ales Program :

6 132027 3 1017 24 1 8 152223 5 121926 3 1017 24 31 7 14 21 28 4 11 18

=Vacancy [0 =Fully Booked
=acancy Filled by Make Up = Public Haliday

v OK X Cancel
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Managing your Programs

Steps Due Today

When you setup a program any steps that are due on that day or due within a number of
days from the start date, will pop up on the screen for you to action immediately. For
example, a centre tour is the first item booked for a prospect. As soon as the prospect is
entered and the record is saved the following screen appears:

B3 Sales Program Step for Customer: JENNY BLACK (102735) _ _ [E=NEER e

step staus:. INiOT Completed Step Due: 13 Aug 2008
Prragramn Marne: |NEW ENOUIRY

Date Started: IBAUG 2008 [}

Step #: I‘I _l

Date Due:  [13AL15 2008 il

Step Name: ITour

* Sales Staff
i ByRale

Action: IAppointment - I

Assign To: [TRAINING, TRANING ~]

No Appointrent Booking has been made.

" Appointment I LI
@ Faciiy "HEALTH CLUE

Description: Date Created: |5 AUG 2008

Created By [TRAINING TRAINING
Comments: 7
Book p
e Delete Step Skip Step Complete Step ak. | Cancel

At anytime that you open the prospect or customer marketing screen, if a step is due today
or from today onwards it will display as requiring action. You can either make a comment on
this screen or click OK to complete it at another stage or action the step at the tfime.

Booking Appointments from the Steps Screen

Book,
. Appointment | . )
Clicking on the button will take you through to the appointments screen or

the facility booking search screen depending on the appointment type setup. You will see
below that this takes you through to the facility search screen where dates/times can be
selected to narrow your search.
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[ Visual Scheduler Filters

Available il

(- Centre Facilities

DEMO LEIE1| DEMD LDE2| DEMO LDE3| DEMO LEIE4| |

Apply the following filkers ta the search: |

Selected Facility Mame

33 DEMO LOC 1 » Personal Trainers

<<

L

—Fil
Filter

Betweer:  [10.JAN 2013 il and: | ﬂl
Between: I and: I

Apply |

Dray
I~ al I~ Monday | Tuesday [ Wednesday
I~ Thursday [ Friday [~ Saturday [ Sunday
¥ Calculate OffPeak Charge
— Result
Facility | [ate | From Time | To Time |

Book Selected |

== Double click on Facility will add to list

Close |

e —

—— ot

1. Enter available times to and from

2. Click on ﬂl

3. The times available will be displayed in the results pane

4. Click on the booking fime you wish to accept and click on

Book Selected

Facility I D ate I Fram Time I To Time I
1 Perzonal Trainers Thu 10Jan 2013 09:00 Ak 09:15 Ak
[] Personal Trainers Thu10Jan 2013 0315 AM 0930 Ak
[[] Perzonal Trainers Thu10Jan 2013 0330 Ak 0945 Ak
1 Perzonal Trainers Thu10Jan 2013 09:45 Ak 10:00 Ak
Retention User Guide January 2013
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Not Completed Steps

When a step has had no action made against it, and it is not yet overdue its status will be not

completed.

3 Sales Program Step for Customer: JENNY BELACK ilDETEEi I

Frogram Mame: |NEW EHALIRY

Step #: |2

Step Mame: IFirst

Pending Steps

Faollows Up Call

When an appointment is booked, but the appointment is in the future, the status is marked as

pending.

——
B9 Sales Program Step for Customer: JENNY BLACK (10273 (=B ]

Step Status: Pend i ng

Program Name: |NEW’ ENQUIRY

Step #: I‘I

Step Mame: ITour

Date Startet [6 ALIG 2008 il
DateDue: [1340G 2008 D |
12

46

& Sales Staff
" ByRale

Azzign To:

ITHAINING,THA\NING

Actior: IAppointment hd l

—Action : Appointment Booking

_ Facility Booking
® azmlinert | =] |Booking Name: HEALTH ASSESSMENT
Date: 07 Aug 2008 Time: 8:00:00 AM

@ Faciity "HEALTH CLUB Attended: No

Description: Date Created:  [5.AUG 2008

Created By [TRAINING TRAINING
Comments: | s
Delete Step Skip Step Complete Step QK Cancel
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Missed Appointment Steps

If an appointment has been booked against a step but then the appointment is then not
attended the status will be automatically changed to Missed Appointment. These steps will
then show as Missed Appointments in the Management screen.

il - — bl
B Sales Program Step for Customer: JENNY BLACK (102?35)- “ [PE
sep staus: MISSed Appt

Pragram Mame:  [NEWFAMEM

Step #t: |1

Step Mame: |Health Agsezsment

Date Started:. 134G 2008 ﬂ
Date Due:  [13A0G 2008 ﬂ

(" Sales Staff
" By Role

Assign To: [TRAINING, TRAINING ]

Action: | Apprintment <

Facility Booking

" Appointment | J BOOKiﬂg Narne:
Date: 06 Aug 2008 Tirme: 8:00:00 AM
@ Facliy _ |[HEALTH CLUE Aftended: No

Appointment has been Missed

Description: Date Created: |5 ALG 2008

Created By: | TRAINING TRAINING

Camments: ||

Delete Step Skip Step ‘ Complete Step ok, ‘ Cancel ‘

Rebooking Missed Appointment

To rebook a missed appointment, go into appointments or facility bookings and cancel and
rebook the appointment without leaving the screen. The missed appointment will disappear
from the missed appointment list and the step the appointment is linked to will be updated.

Skipping steps

In some cases steps will not be required, for example a customer does not want to complete
a program show as they have been a regular trainer for a long time, but would still like a
program written for them.

Skip Step
To skip astep clickonthe | bufton at the bottom of the step for a customer
screen
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The status will now show as skipped

- : S =
3 Sales Program Step for Customer: JENNY BLACK {1!]2?35]_1

Step Status: Sk| p

Frogram M ame: |NEW EHQUIRY

StepH: |3

Deleting steps

There may be cases where a step is deleted. In this case you must be a sales manager to
delete a step. A deleted step will be removed; however the action of the deletion will be
tfrapped in the customer changes log for the program. See System Settings section for
marking staff as sales managers.

Authorisation required @

Staff Code: ||

Paszward: |

v 0K | X, Cancel |

Delete Step Skip Step ‘ Cor

Completing steps

In some cases a step will be completed automatically, for example when a SMS or letter is
sent the step is marked as completed, or when an appointment is attended. For In Person,
Phone Call and Start up Pack type steps, the complete step button will need to be used to
complete the step.

Note: This is also done in bulk through the management screen

5 Sales Program Step for Customer: JENNY BLACK (102735) I

Step Status: KM p leted
Frogram Marme: |NEW EMALIRY

Step |2

Step Mame: |First Follow Lip Call
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Editing Steps

Once a step has been completed it can be edited if required. Any changes to the step are
frapped in the changes log. Editing the step removes any previous completion or skipping,
and returns the status back to Not Completed.

Edit Step
By clicking on the —I the status will be returned to Not Completed.

Adding a Step

You can manually add a step for an individual customer. This will affect only the customer it is
set for. This is complete from either the prospect or customer marketing screen.

’7 Retertion Program: (=0 ENESfal o= = Add Mew Program Add Mew Step Stop Program

. Add Mew Step . .
1. Clickon The steps screen will now be displayed

2. Complete the fields as you would for sefting up a step for the entire program
3. You will need to select the position the step takes based on which step it follows
4. A description cannot be entered for a step entered on the fly only comments

5. An example of such a step may be an extra follow up call or extra free program show

[ Sales Program Step for Customer: JENNY BLACK {102?35_ (e s e |
Program Name:  [NEW CUSTOMER New Step
Diate Started: I il
Step # I ’7 & After Step I vl ©~ First Step Date Due: Ii ﬂ
Step Mame: |
— " Sales Staff | ;I
" By Rale
Action I vl
Description: D ate Created: I
Cicated By: | TRAIMING, TRAIMING
Comments: N
oK Cancel
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Stopping a Program

Prospect programs will be stopped when that customer is sold a membership. You can also
choose to manually stop a program, for example the prospect turns to a dead lead.

To stop a program click on the stop Frogram button above the displayed steps. You will see

that the first cell is now displaying the programs status

Note: You must be a sales manager to stop a program manually

Retention Program: |NEW ENQUIRY ﬂ
Progam Stopped Ste
p1
bPTLi‘::I“L%E Appointment

on 06 Aua 2008

by 1370852008

Step 2
Phone Call
by 15/08/2008

Step 3
Phone Call
by 20/0872008

Mat Completed Pending Skip
Mizzed Appt

Wiew History
Completed

Completing a Program

Whenever the last step in the program is actioned, either completed or skipped you will be
asked if you wish to complete the program. The internal status for reporting is different
between completed and stopped. Completed means that everything that was required to
be done is considered done, whereas stopped shows that certain parts of the program
where forgone.

Upon actioning of the last step the following message will be displayed

" b
Foint of Sale ‘ ﬁ

You have completed the last step of this Retention Program, would you now like
to 'Complete’ this Retention Program?

T ——— T ———————————————

If you click YES the program will be marked as completed. Selecting NO will leave it as
uncompleted and even though all steps may be completed, it will not be seen as
completed from a reporting point of view.

Progam Completed
by TRAINING
TRAINING
on 06 Aua 2008

Step 1 Step 2 Step 3
Appointment : Phone Call Phone Call
by 13/082008 by 15/08/2008 by 20/08/2008

Retention User Guide January 2013 31



=z Links

MODULAR SOLUTIONS

Reactivating a Program

In some cases a program may have been accidently stopped or completed. If a staff
member has the appropriate rights (Sales Manager), they can click on the white Program
Completed Button and the following screen will appear. Click on the Re-Activate Program
button to activate.

5 e e e O

Retention Program Stopped

Program Code: [NEW ENQUIRY Program Name: [\EW ENGUIFY
Customer |d: [102735 Customer Name: IJENNY BLACK.

Stopped By: ITHA\NING TREINING

Stopped Date: |0 Aug 2008
Date of Last Completed Step
% Steps Completed:

Comments:

Re-Activate Program

X Cancel

Viewing Programs on an Individual Basis

Programs can be viewed in both the Customer Marketing and Prospect screens. The most
active program will be displayed by default and then you can switch to other programs if
required. For example a customer is now a member but was in the past a prospect. Their
prospect program is sfill viewable by changing the drop down, however by default their
membership retention program is displayed.

['S Customer Marketing Details 7/ Customer 1D - 10273 )

CustomerId: ~ [102735 o] Nare: [BLACK [JENNY GETT
Infol Markelingl Dtherl EHtras' Appoirtmants | Guest Pass | Referral I Childrenl
Delz I I Showy Contacts Show Sales Steps
Staff: I
MNew Mext Previous
Fieagon: I
- Export # Print
ethod:
I Frarm: I £|
Show
Comment: - I H
— Retention Programs
Retention Program: INEW’ CUSTOMER . Add Mew ngram Add Mew Step Stop Frogram |
oo ey Mot Completed - F'er.1d|ng Appt Skip << 5
Completed Mizzed Appt 13
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Each of the steps can be viewed for further information or actioning by clicking on the
button.

For example, by clicking on Step 3 SMS the following screen will appear:

B Sales Program Step for Customer: JENNY BLACK (102735)_‘ “ (o o e |
Step Status: Not Com pleted
Program Mame: |NEW CUSTOMER H . 1
DaleStared: [6SEP2008 D | Hint: ClIF:k on SMS fo
sept 3 bweowe [FEFEH 0| send this SMS
StepName:  [30 dey M manually. If the
o | saeo ‘/ mobile number is ng’r
O ByRoe | PANING, TRAINING = . here, you can add it
pcion [ - and it will update to
the customer profile.
[Drescription |BD DAY 5MS Edit
SM5: [Hello << CustFirsthames >, -

"r'ou've made 30 days!! Congratulations

Mabile: Send SMS

Description: Date Created: |6 AUG 2008

Created By [TRAINING TRAINING

Comments: E
Delete Step Skip Step ‘ Camplete Step [1]:4 ‘ Cancel ‘

If you choose not to send an SMS you can select any of the buttons with the action you
would like to do.

Viewing Past Actions

Once steps are actioned and completed, the details are displayed in the top section of the
fracking screen. The show contfacts and show sales steps buttons switch between manual
actions created and those that are contacts based on the steps of a retention program.

You can see in the below screen that a contact log entry for swim lessons discussions is
displayed.

Info] Marketing] Dther] E:-:tras] f-‘«ppnintments] Guest F'ass] Referral - Tracking | Ehildren]

Date; |29:’D?‘:’2EIDF" |4:32:nn P

‘ Show Sales Steps

Staff: |THAINING,THAINING

Reaszon: |Eoncerned about childs development

tdethod: |phgne

Spoke to Jenny as her daighter does lessons with SaraJane =
and wash't happy with the level of development. | explained =

Comment:
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Show Salez Steps
If you then click on the button you will see now that the past completed
steps are displayed.

Infol Marketingl Dtherl E:-:tra&l Appointmentsl Guest Passl Feferral  Tracking I Childrenl
r Sales Program: NEW EMOQUIRY  Step Hbr: 3
Date Due: |20/08/2008

Show Sales Steps

Show Contacts

Staff: |BLAEKJENNY

Mew

Hest | Fresious

Step Mame: |2nd Fallow Up Call
Export / Print

From: | _| ﬂl

Comment: I - To :

Action: IF'hnne Call

Exporting & Printing History of Contacts
You can export and print the contact logs and sales steps as required.

1. Click on the Show button

Export £ Print

Fraom: I— il
—

2. The following screen will display

[ Export / Print Contacts or Sales Ste M

First Hame: IJENNY Last Mame: IBLAEK
Refresh [
From Date: I il To Date: I il

Contact Log:

Date | Time | Staff | Reazon | I ethad | Comment
29407 /2007 4:32:00 P TRAIMNING, TRAINING Concerned about childs devel...  phone Spoke to Jenny as her daighter does lessons with Sa

<

Sales Program Steps: Sales Pragram:

Sales Program | Step Nbrl Step Name | Date Due | Status | Step Action | Staff | Date Created I SleE Origin I Comments
1

MEwW CUSTOMER 3 day fallaw up call 9/08/2008  Mat Completed Phone Call TRAIMING,TR... B/08/2008 Sales Pragram

MEw CUSTOMER 7 day letter 13408/2008 Mot Completed Email TRAIMING,TR... 6/08/2008 Sales Program
MEW CUSTOMER 30 day SMS 8/09/2008  MotCompleted  SMS TRAIMING.TR... B/08/2008 Sales Program
MEwW CUSTOMER Session 14/08/2008 Mot Completed Session TRAIMING,TR... B/08/2008 Sales Pragram
MEW CUSTOMER 180 Loyaly Letter 2/02/2003 Mot Completed Letter TRAIMING,TR... B/08/2008 Sales Program

<

~Contact Log———— Sales Program Steps —————— All [Contact Log and Sales Steps]

E=port Contact Log Frint Contact Log Export Sales Steps Frint Sales Steps E=port &ll Print &ll | Cloze [
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3. Choose your filter options if required
4. Choose the Retention program if required
5. Choose one of the export or print opfions

Viewing History of Program Changes

Anyfime a step is actioned, deleted, skipped or steps are added this is recorded in the

Wiew Hiztary

changes log. This log is viewable from the button left of the seen steps

Add Wew Program Ade

Retention Program:

ME'w EMGLIR

Program Code: |MEW EMOUIRY
Customer |d: |102735

Program Name: INEW' ENQUIRY

Customer Name |JENNY BLACK.

Comments

E.

5 INING u ted
5530

Progam Stopped Step 1
by TRAINING Abooin
ppomntment
THHEA!' "'"EEH 08 by 13/08/2008
e Mot Completed - F'er.m:llng Appt Skip
Completed kizzed Appt
[ B3 Retention Pro_g;ram History u
12

06 Awg 2008 0 P INING  Facility Appaintment Booked 1 Appaintment
06 Aug 2008 55800 PM  TRAIMNING TRAINING  Facility Appointrent Booked 1 Tour Appaintment
0B Aug 2008 G:0S:00PM TRAIMING TRAINING  Step Added 3 2nd Follow Up Call Phone Call
06 Aug 2008 G:07.00PM  TRAINING TRAINING  Step Skipped 3 2nd Follow Up Call Phone Call
0B Aug 2008 G:09:00PM  TRAINING TRAINING  Step Added 4 Last chance SMS SMS

06 Aug 2008 6:24:00PM  TRAINING TRAINING  Step Deleted 4 Last chance SMS SMS

06 Aug 2008 E:24:00PM  TRAIMIMNG TRAINING  Step Completed 2 First Follow Up Call  Phane Cal
0B Aug 2008 B:25:00PM  TRAIMING TRAINING  Step Edited 2 First Falow Up Cal  Phone Call
0B Aug 2008 E:28:00PM  TRAIMNING TRAINING  Program Stopped

0B Aug 2008 G:31:00PM  TRAINING TRAINING  Program Re-Activated

06 Aug 2008 &:31:00PM  TRAINING TRAINING  Step Edited 3 2nd Follow Up Cal Phone Call
06 Aug 2008 E:31:00 P TRAIMIMG TRAINING  Step Completed 3 2nd Follow Up Cal  Phone Call
0B Aug 2008 E:33:00PM  TRAIMING TRAINING  Program Completed

0B Aug 2008 E:35:00PM  TRAIMIMNG TRAINING  Program Re-Activated

06 Aug 2008 E:38:00PM  TRAIMING TRAINING  Program Stopped Prospect Program STOPPED, customer has be

4

m
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Customer Correspondence

If a customer does not want to receive emails or SMS's then the steps assigned with those
actions will be automatically skipped.

j Add Mew Program Add Mew Step Stop Program

Retertion Program: |NEW CUSTOMER

Step 1
Phone Call
by 9/08/2008

Step 2
Email

by 13/08/2008

by 870952008

Yiew Higtom

To set this go info the customer’s marketing details, select

Mot Completed

Completed

Pending Sppt Skip
izsed Appt

Step 4
Seszzion
by 1470872008

Step 5
Letter
by 2/02/2009

which will fake you the

customer set up screen. There select tab ‘Others’ and then mark the correspondence the
customer wishes to receive.

Comespondence

[ Al Correzpondence

[ Linkz Emailz
[ Links Sk5
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Daily Management from the Management Screen

Marking items as completed

On the bottom left hand corner of the Retention management screen is Tasks To Do. In this
screen any tasks that have been set will show up here.

Tasks To Do

Tazks Lizt
Drate Taszk Type Completed
18/10/2008 Cleaning checklizt compl... In person
15/10/2008 Mizzed gym appointment... Phone Call
1441042008 Mizzed gy appointment... Phone Call

L]

If an item is highlighted in red that ‘Task To Do’ is overdue.

To complete a task click the completed box next to the task and it will be deleted from the
screen. The same task may pop up again if it is a reoccurring task. E.g. weekly, fortnightly etc

Non-Attendance

The Non-Attendance screen is also in the Retention Management screen. It will show
members who have not attended for the number of days specified.

E.g. In this example, at 30 days non attendance a phone is the action required.

Mon-Attendance

30 days [708) 90 dayz [E32) 180 days [5033)
Hon Attendance - Phone Call

M ame Complete Haome Phone Lagt Wizt
[ 3 ) B 0425842600 02/08/ 21

ABDULLAHI-MOHAM. .. L 0434447068 25/08/20

ABDULLAHI-MOHAM. .. ; <Moo Phone Humb... 14/08/2(

AGGETT, CHRISTOR. .. L | 98963023 28007120

AHAMED AL kLA L | 0450451630 22087020

AHMED, AHMED [] 0424630996 01,/09/20

AITKEM, HEATHER ; 93934315 28707720

AL-BOUTHABET. ALI L | 0422 610 726 0708720 o

£ >

Once a person has been contacted by the action required, by clicking the complete box
next to their name their name will disappear off the list.
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Bulk E-Mails, SMS and Letters

If an email, SMS or letter is set for any of the non attendance, these options can be actioned
in bulk.

E.g. In this example, at 90 days non aftendance an email is the action required. By selecting
the whole list everyone in the list who has an email will receive an email.

Mon-Attendance

30 days [F0OR) 90 days [632] 180 days [B098]
Maon Attendance - Email

Hame Send E -t ail -
| [ orbolo, FEMEE <Ma Emall &ddrezs:

* MATTHEW <Moo Email Addresss

ABDO, OmMAR <Mo Email Address:

ABERI. TERRI <Mo Email Address:

ABOU-ZEID, MOHAKM. . <Mao Email Address:

ABRAHAKMSOM, JESS <Mao Email Addressy b

< ¥

E rnail

Viewing Customer Records

In the retention management screen if you would like to view a customer’s record you can
right click on the customer’s name and select ‘Show marketing details’ which will take you to
their profile.

Appointments to book, Calls to make, Letters, Emails and SMS'’s to send

App to Book [0 Letters [0] E mailz [0] Sk5 (0]

These tabs appear across the top of the management screen. By selecting a tab any
appointments, calls, letters, emails or SMS’s that need to be actioned will show up in the
screen. By viewing the due date next to the name, you will see when the action is due.

Current and Missed Appointments

By selecting either:

* Show Mizzed Appointments " Show Today's Appointments

It will either show missed appointments or that day's appointments.

To rebook a missed appointment, right click on the person’s name, view the customer’s
appointment details, from there go into the appointment screen and drag the person’s
appointment info an available timeslot. Missed appointments can only be moved within the
week displayed. Doing this changes the appointment status to pending again. In the
booking is a facility booking then you can change the details in the booking screen.
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Reporting> Retention

Sales Report

This report will show you the amount of sales a staff member has made.

Step Analysis Report

Allows you to gather raw data on where people are at with their steps.

Average Time as a Member

This report prints a list of current memberships, showing the length of time for each
membership. If the membership has been renewed within the ‘Days between memberships’
then those days are included in the length of time. This report also shows the average length
of fime for memberships shown by membership types.

In the selection criteria enter the date that you would like the report to run up to, i.e. it will
show members who started before this date.

By selecting Show summary only the report will be refined to only show the membership type
and numbers.

You can choose how many days between memberships you would like to include in the
report.

Selection Cntena

Shove Members who started befare: ﬂ
Davz between Memberships: |0

[ Show Sumnmary anly

By selecting the Category and Type as shown below, you determine what memberships the
report will include.

Select Membership Typels]
PerpetualsT erm

o Al
" Perpetual only
" Termn Only
Cateqony: Type:
w| DD Code D'escription Pay Tup #
v 12GOLF 12 Month ALGC and BAYFIT Membership  UT
1804YM... 15 Dap Tnal Memberzhip T
28TRAIL 28 Day Trial T
[¥] 3MOMT...  Buy Three Months Get Three for Free ITFF
A0ADT anqua aerobicz 3 month pass T w
< >

Select Al
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Average Time of Cancelled Members

This report prints a list of cancelled memberships, showing the length of time for each
membership. Once again, if the membership has been renewed within the “Days between
memberships” then those days are included in the length of time. The report shows the

average length of time for memberships shown by membership types.

For information on how to run this report please see Average time as a Member.

Attendance Decrease Report

This report shows members who have had a decrease percentage from one period or
anofher. Used for showing people that are likely to become Non attendees so you can

target them before they stop coming to the centre.

p
[ Attendance Decrease Report

The report prints out a list of customers who have had less average weekly attendances in Period 2

than in Period 1. The Percentage Decrease entered by the uzer, identifies thoze customers who Print
have had a decreaze in their average weekly attendances between periods equal to or greater than
the percentage decrease value entered. Export

The Average ‘Weekly Attendance per period iz calculated uging the sum of attendances within the

reparting period, divided by the number of weeks for the reporting period. Graph

Location: [ R

el

Preview ..

Iv Members Program Code Mame - Selp |
r Include Suzpended Mot on & Program Mail
Members [#] E30RETENTION E30RENTETION PROGRAM =

m_k.!fl.lDED IDRICs RACKDCD (D IDKICS
Meszage

-

Jv “isit Pass Holders

|

Cloze

Start 13t Period: ﬂ Start 2nd Period: ﬂ
# of Weeks: - # of Weeks:

End 1st Period: End 2nd Period:

Altendance Decrease of : |0 % of more v Male v Female

[~ New Members / VP between | ol te ‘ D
Advanced Criteria [T Use Advanced Criteria
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Aftendance Increase Report

This report shows members who have had an increase percentage from one period to
another. This is just the reverse of the attendance decrease so you can see if you target
people whose attendance is dropping off, then how effective your work is.

-

e X

]

B3 Attendance Increase

The repoit prints out a list of customers who have had a higher average weekly attendances in X
Period 2 than in Period 1. The Percentage Increase entered by the uzer, identifies those customers Frieit
who have had a increase in their average weekly attendances between periods equal to or greater
than the percentage increaze value entered

Export
The Average Weekly Attendance per peniod iz calculated using the sum of attendances within the 4
reparting period, divided by the number of week s far the reporting periad, -
Location: | Demo Location 1 ﬂ .
Preview ...
[v Members Program Code | Nare o Setup Mail |
Include Suspended Mot on & Program L
I Mail
Members [Vl E30RETENTION E30RENTETION PROGRAM
1 LCLDCD INIDKIES, WACLADC D IA1IDKICS M |
Iv “isit Pass Holders < [ » essage

|

Cloze

Start 15t Period: ﬂ Start 2nd Period ﬂ
# of Weeks: - B of Weeks:

End 15t Period: End 2nd Period:

Attendance |ncrease of 0 3 or more W tale v Female

[~ Mew Members / VP between ‘ ﬂ ® ‘ ﬂ
Advanoed Criteria ™ Use Advanced Criteria

Program Usage Analysis Report

This report looks at attendance of members and VP holders who are on a program so you
can track the increase in attendance you are getting from people that are on a program.

[3. Retention Program Usage Analysis Report

Lacation: | Dema Location 1 =

Selection Criteria

Tally By Export
& Day 7 Week " Fortnight  Month " Quarter
Membership
ftor Attendances between Graph
ﬂ and ﬂ Wigik Pass
Graph
Select to include Memberships and/or Yisit Passes
5 20 Preview ..
[7 Include Memberships ™ Include Visit Passes
Close
Categony: Type:
CORPORATE MEMBERSHI | Code Description Pay Type
DIRECT DEBIT
TERM
TERM &MD DD
TOTAL ACTWE COMPLIME
TOTAL STAFF MEMBERSH
1 3

Categony: Type:
THOUR BADMINTONC & Code | Description
1THOUR SQUASH CDUF|=|

1 HOUR TABLE TENMIE
10V ADULT AQUA CLAS
T00W ADULT Swiid, SPA
10V CONCESSION AGQU.
100 COMCESSION Swilt
200 ADUILT Swid <z

W Solect |

Select Al
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No Sale Return Report

This report shows the number of customers who did not purchase a membership within the
timeframe set by the business operator which is calculated from the end of a tour
appointment or the first appointment in a prospect program but do return to purchase a
membership. The report also shows the number of customers that purchased a membership
within the set fimeframe.

r Selection Criteria

—M5R TimeFrame Retention Setting Prirt

The 'Mo Sale Return Timeframe' iz the time in minutes fram completion of the first appointment within a Export
Prospect Program to zelling a Membership.

dud

Mo Sale Retum Timeframe:  Hrs: ID bing: |45 Graph

Preview ..

— Date Range for when Appointment Step was completed

Fram D ate: Ii il ToDate: Ii il

Cloze

d

Program Usage Analysis

This report shows by numbers of attendances in a specified date range which is displayed
either in a daily, weekly, fortnightly tally etc, members attending the cenfre who are on
retention program and which program that is and attendances for those members who are
not on a retention program.

Note this is for memberships and visit passes only.

[53. Retention Program Usage Analysis rt

r Selection Criteria
—Tally By

* Day  Weelk " Fortright " Month " Quarter

i

Export

r for Attendances betb

I ﬁ o I ﬂ embership

Graph

~Select to include Memberzhips and/or Visit Pazzes

Yisit Pass
[ Include Menmberships [ Include Visit Passes Iap

rSelect Membership Types Presview ...

Mz

Categary: Type:
[JDIRECT DEBIT FORTNIGH | Code | Description | Pay Type Close
[JRESULTS

[] TERM MEMBERSHIFS

rSelect Visit Passes
Categony: Type:

[ CASUAL VISIT PASS Code | Description |
[TIPERSONAL TRAINING
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Retention Prospect Conversion Performance

The step as part of a prospect program at which a prospect is converted to a member, visit
pass holder or booked into a class is shown in this report. Prospect programs can then be
reviewed for effectiveness and sales staff performance can also be reviewed as you have
the option to breakdown by sales staff.

- ey ey~
(59 Retention Prospect Conversion Performance Report

Thiz repart shows at which step in the Prospect Program the customer is converted to a Member /P holder Print
or student.
— Selection Criteria Export

—Date Range when Prospect Program was Stopped

Graph

Thisz iz the Date when the Prozspect Program hazs been stopped automatically by Linksz, as the Customer has )
purchased either a Memberzhip, Visit Pazz or Student Booking. Since the Customer iz no longer a Preview ..
Progpect, there iz no need to remain on a Retention Prozpect Pragram.

Fram [ ate: || ﬂ Ta Date: I il

— Breakdown by Staff

Cloze

[~ Breakdown by SalesPerson

Sales Person Performance Report

This report will show which steps were completed by each staff member as a tally for the
date range entered. The steps are reported on by action type and therefore the tally is
categorised by how many phone calls, appointments booked etc each staff member has
completed. Therefore overall staff performance can be measured and individual staff
members that are performing well can be given recognition.

[59 Retention 5ales Person Performance Report IE@IQ

— Selection Critena
— Date Range for completed Retention Steps
The Retention Steps selected far this report, are those steps that have a completion date Expart
which fall within thiz date range selected.
Graph
From D ate: I D | To Date: I 0] | Presdew ...
Cloze
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Glossary
Appointments
e Fitness Consultations

¢ An appoinfment where a member’s health and fitness is assessed and recorded by a
Gym Instructor

e Program Show
e An appointment where a member is shown through their personalised gym program
Retention

e Retention is simply the act of retaining something; using this retention program the
aim is to retain as many members as possible

Prospect
e A prospectis a potential member
Sales Appointments

e A prospect aftends an appointment at the centre at which they will be ftoured
through the centre and explained member prices and details

Sales Managers & Sales Staff Members

o Instaff set up if a person is checked under Sales Manager they have full access to the
retention program. To have access to the Management Screen you must have Sales
selected under Staff Members, Roles. In order a Sales Staff member to be assigned to
steps of a member’s program they must have Sales selected also.
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