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Growing Your Business
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Your Business (even if you are an employee) 
is Up and Running. Now What?
•Retention and Attrition
•Retention: keeping your members/clients
•Attrition: the loss of members/clients
• It takes more time and money to gain new members 

than it does to keep existing ones. So, it makes 
economic sense to work hard at keeping your 
current members/clients
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Your Business is Up and Running. Now What?

•Retention and Attrition
•Track your attrition numbers not just current 

member numbers. If you just look at how many 
members you have, you won’t see the whole 
picture. 
•Do exit interviews to find out why members left to 

find out what you might do to prevent it in the 
future.
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Attrition Causes and Solutions

• Found it too expensive: Sometimes this is true, and 
they can’t afford it, but sometimes it’s that the value is 
not there for them. (This is why exit interviews are 
important.) If it is too much for them, what else might 
you be able to do for them? i.e. live streaming or on 
demand?
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Attrition Causes and Solutions

•Didn’t feel like they belonged: Everyone wants to feel at 
home, comfortable, known and appreciated. (Cheers) 
Always greet members by name and with a smile when 
you see them. Introduce members to other staff and 
other members. Engage more with the reserved 
members than the outgoing ones.   
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Attrition Causes and Solutions

•Had unrealistic expectations: This should have been 
addressed either in the initial meeting with the sales 
team or in the first meeting with a trainer. Always work 
with individuals on understanding what is realistic and 
what is not. Also, if XYZ gym promises a 20-pound 
weight loss in the first week, don’t try to match it. Let 
them be the one that breaks their promise to their 
members. 
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Attrition Causes and Solutions

•Didn’t know what to do: If this is someone that did not 
get an initial consultation with a personal trainer, now 
would be a great time to set one up. If they did and just 
didn’t remember the details of it, set up another one. 
Remember, it’s easier and less costly to retain an 
existing member than acquire a new one.
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Attrition Causes and Solutions

•Didn’t really use their membership: Inquire as to what 
was getting in their way of using it offer to help them 
problem solve a way to get in the activity that they 
need. Most club/studio software will help you find out 
who hasn’t been in lately. You should set an alert to give 
you the heads up on them and reach out to them to 
find a way to get them back in before they lose the 
habit.
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Referrals, Recommendations, and Rewards

•Referrals are when someone has had a positive 
experience and reach out to someone they know and 
specifically give your (or your club’s) name as a 
resource to solve their needs. 
•Recommendations and testimonials are when 

someone has had a positive experience and makes it 
known to whoever is listening (maybe it’s a social 
media post or on the company’s website.
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Referrals, Recommendations, and Rewards

•Referrals, recommendations, and testimonials are all 
social proof or having someone other than the 
business or employees say positive things about it. 
Social proof carries a lot of weight with potential 
members/clients because they can relate to the person 
making the claim as “people like me”. 
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Referrals, Recommendations, and Rewards

•Why would someone refer or recommend your 
business?
• “Remarkable is really a cool word, because we think 

it just means neat. But it also means worth making a 
remark about.” – Seth Godin
• “Outstanding” = stands out from the average
• “Exceptional” = is an exception from the average
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Referrals, Recommendations, and Rewards

•How do you get someone to refer or recommend your 
business?
•Member/client evangelists are not only happy to 

provide recommendations, but they also actively try 
to recruit others to join in. 
•Create your evangelists by first being remarkable, 

engaging them, and expressing thankfulness for 
their praise. They like playing that role.
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Referrals, Recommendations, and Rewards

•Many people would be more than happy to refer or  
recommend others but may not know how to do it or they 
may simply forget to do it.
•Ask for referrals and recommendations when they 

express feeling good about you and/or the club.
•Ask for referrals and recommendations through game 

formats. i.e. Bingo
•Teach them how to make referrals and recommendations 
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What About Rewards for Referrals? 

•Many trainers and clubs offer rewards for referrals. i.e.
• Free training session
• Free month of membership
• Free T-shirt, etc.

• Sets an expectation (which is then less appreciated)
• “Buys” the referral (a simple transaction)
• Lessens the perceived value of referring to evangelists
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What About Rewards for Referrals? 

•Host occasional referral events (bring a guest to open 
house) with drawings for prizes (donated by local 
businesses). Maybe one raffle ticket for bringing a 
guest and five additional if they join.
• Include referrals into games. i.e. Bingo
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Increasing Your Reach Through Networking

Networking:
You may have heard, 
“It’s not what you know, it’s who you know.”
But more so, “It’s not who you know, it’s who knows 
you.”
To take it one step farther…It’s not who knows you, it’s 
who knows, likes, and trusts you. 

Networking is building relationships. (marketing)
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Increasing Your Reach Through Networking

•Get out into your community.
•Go to events
• Join organizations 
•Volunteer
•Create events that benefit a charity
•Get involved!
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NSN: Never Stop Networking

•Networking is part of your job.
• It is a lead generator.
• It can be FUN!
•NSN!
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Grow By Offering New Programs and Services

• You never want to start with a lot of programs and 
services. Keep it simple. However, as you evaluate your 
members/clients, ask yourself, “What else might they 
benefit from?” 
•Remember, don’t simply add something that fits into 

the “it would be nice” category. It needs to generate 
money. 
• Feel free to test programs for interest and success.
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Upselling: Selling More to Current Clients

“Would you like to supersize that?”
•Typical add-on services that add to income can include:
•Towel services
• Locker rental
• Juice bar
•Monthly massage
•Etc.
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Upselling: Selling More to Current Clients

•Other add-on services and programs might include:
•Diet counselling 
•Wellness coaching
• Fitness assessment packages
•Etc.
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Intellectual Property Products

Something that can continue to be of benefit to others 
and increase income once it is created.
•Written = books, articles, white papers, workout journals, 

exercise diagrams, etc.
•Visual = recorded lectures, exercise videos, online 

courses, video podcasts
•Auditory = recorded lectures, podcasts, workout 

motivation or instruction
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Summary: Growing Your Business

•Track Retention/Attrition
•Get referrals and recommendations
•Never Stop Networking (NSN)
•Offer new programs and services when appropriate 
•Upsell when it will benefit the member/client
•Add intellectual property to the offerings
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Growing Your Business

Oh, and

ALWAYS serve your members/clients
to the best of your ability.
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Upcoming Discussions: Learning & Applying 
Business Skills 
•Communicating With Clients, Businesses, and the 

Community ✓
• Identifying Options for Outsourcing Your Tasks ✓
•Growing Your Business ✓

•Next… Exam prep and what you need to know
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