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What are your primary reasons for ending your gym membership?
(N = 1092)

Reasons to leave the gym

The Gym was not conveniently located

I moved house / work  and the gym was no longer convenient   

The gyms were not clean

The equipment was old and run-down

The staff were rude

I did not like the ambiance / atmosphere of the gym

The gym was too noisy

The gym was too crowded

I feel uncomfortable at Gym

They don’t have the type of equipment I want

The subscription / payment options don’t match my needs

They don’t have the classes I want

The opening hours don’t suit me

I didn’t know how to use the gym

Lack of gender specific areas within the gym

Personal reasons, nothing to do with the gym
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The Gym was too expensive
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Source: OC&C study (2022)

Pricing, however, is the biggest reason to leave a gym, when excluding personal reasons 
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PureGym Feedback loop
Collection of feedback from 

PureGym members
A member checks in to a gym using their 

membership card. Date, time, and 
location of check-in is registered in our 

system. 

Immediately after check-in, the member 
enters a randomized sampling of 

participants for the PureGym feedback 
survey.

If selected, the member receives an e-
mail invite to participate in the survey 90 

minutes after check-in.

When responding to the survey, the 
member is asked to review the visited 

club on likelihood to recommend (NPS), 
as well as eight other metrics related to 
their visit. Furthermore, the member is 

invited to leave written feedback.

After completion, the review is 
registered and stored in the PureGym 

feedback platform, where it will appear 
in real-time. 

Once a review is registered, the local 
Gym Manager receives a notification via 

mobile or desktop with a request to 
assess and react if the feedback is in 

need of a response, in which case the 
Gym Manager will reply to the member.

All feedback is accumulated and 
visualized in the Gym Managers’ 

individual feedback dashboards, where 
they are able to track and analyze their 

performance.

Member feedback is used by local Field 
staff to act and make club-level changes 

accordingly, while the overall 
operational performance is used to 

guide strategic decisions for the 
PureGym Group in DK.
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Once the member receives a survey 
invite, they enter a 30-day quarantine, 
during which they will not be eligible 

for selection again.

The alarm system is 
configured to be triggered 
based on a set of criteria 
related to sentiment and 

ratings. 

Data is also extracted and 
merged with behavioral 
data for ad hoc analysis 

and modelling.  

Correlation and beta coefficients 
are instantly calculated on an 
aggregated level, while an ML 

language model is used to identify 
and categorize emerging topics 

and themes in the feedback. 

Members are randomly sampled in 
order to be representative of the 
DK PureGym estate and member 

base, while avoiding overall survey 
fatigue.
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