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Hans Muench, profile
• Canadian born, German passport
• Worked / lived in 7 countries on 3 continents
• Based in Switzerland since 2014
• MBA International Business
• IHRSA Director for 12 years (Intl., Europe)
• Worked on club (single, chain) and 

supplier sides (Life Fitness, Nautilus, Virtuagym
• Education company experience - lectured 5 

years in the MBA program of the German 
University for Health and Prevention; NASM

• Public Speaker
• Author trade articles in several markets 

(DE, IT, ES, US, CH, AT)
• Happy Traveller



Learnings from Covid

•Digital transformation: temporary or permanent changes 
of habits?

•Sales and retention processes

•Staffing: tasks, responsibilities, interaction with clients

•Innovation (services outside the club)

•Dividing the membership as a whole into subsets, based 
on interest and needs (also on ability and interest to pay)



Self-critical examination of strengths and 
weaknesses during Covid-19 and after re-opening

•NPS (members)

•Staff Survey

•Client outreach and interaction

•Pricing 

•New products, services and offers aimed at target groups 
(segmentation of current, former and potential members)

•Data and evidence-based changes to the product and delivery



Benchmarking

• Digital transformation,  including AI (in Sales and retention processes)

• Programming (Fitness Club Success, UK)

• PT and variations (SGPT), Gymternships (NASM)

• Examples leading edge around the world

• Software systems, compatability

• Hybrid membership models (streaming, at home, on demand / live, outdoor)

• Unbundling, club in club i.e. boxing, Martial Arts, EMS

• Nutrition (add-on programs, including food and counseling)

• Recovery (Cryotherapy, massage-live and devices i.e. Kreuzritter, Hyperice)

• Examples Sats (Mirror), Lifetime-Apple Fitness+ tie up, BasicFit

•Online shop

• Community/ies (Conqueror, MyVirtualMission - New Zealand)



Henrik Gockel

Co-Founder, Prime Time Fitness
IHRSA European Council member



CEO Panel

Annie Faltman
Juan Del Rio
MAS
Patrick Mazerot
Martin Seibold



Bryan 
O‘Rourke 
Keynote 
Presentatio
n

Bryan‘s full 
presentation:
https://lnkd.in/djJTQg6n 



Example 
Golds Gym, 
Berlin 
Energy 
Self-Sufficie
ncy



Macro 
Perspective:

- Globalism
-Demographic
s
- Prosumers
-Technologies
- Economics



How does 
this affect 
your… 

- product
- marketing
- staff
- customer 
  journey
- customer
  interaction



Where is 
Enjoy?



Do you know 
your customer 
expectations?



Behaviour 
and Digital 
Consumers 
across 
- devices 
- social 
media 
- financial 
products



One reason 
clients 
come to us 
in person 
vs. online



Speed,  
Empathy 
and 
Channels



Which of 
these 
Fitness 
Consumer 
types are 
in your 
clubs, and 
at which 
levels?



Which 
future  
opportunities 
are you 
addressing?



Trends 
(Source 
Welltodo, 
UK/Asia



Compare 
our sector 
to real 
estate 
(dispersion)



UX:

- Hyper-
  Personal
- Frictionless
- Strategic
- Omni-
   Channel



The Trust 
Factor, 
User 
Journey 
and Value 
chain



Two 
Examples 
of Micro 
and 
Macro 
Omni 
Channels



Should 
this be 
part of our 
product 
delivery?



Silos are 
not the 
future



Trust and 
loyalty
- also a 
focus of 
Jon 
Nasta‘s 
Retention 
concepts



The MUNE 
Model
- Mindset
- UX
- New 
Economies
- Execution 
Engines



How has 
Enjoy 
used the 
Pandemic 
to 
automate 
processes?



Bryan 
O‘Rourke‘s 
Quadrant 
Model and 
the 
importance 
of culture



Jon Nasta Presentation Post Covid strategies





Example 
Conqueror 

Events 
(New 

Zealand)

 

• 90% complete 
their 
challenges

• 130.000 
strong 
Facebook 
Community

• B2B2C channel 
– seeking POC 
partners



Hans Muench 
presenting 
Business 
Models 
Post-Pandemic



Sponsor Urban Sports Club (Benjamin Roth)



Valerie 
Bures-Boenstrom

Flow
VAHA
Founder Mrs. Sporty



Communities

• Joining people with like interests

•Motivation and platform for sharing, encouragement

•Encouraging interaction 
(vs. working out in their own home / outside)

• Individual (The Conqueror), Groups (My Virtual Mission)



 

The traditional fitness industry will blend with #FitTech and #HealthTech in the years to come, with 
technology being used to:

✅ generate more data insights, 
✅ create healthy habits,
✅ engage the users in unprecedented ways (memorable and remarkable-Victor Brick) . 

Will the customers get back to traditional gyms? In the short term, many will (at least out of habit and 
sense of belonging). 

Still, gyms need to embrace #HomeFitness and other digital ways to connect to their (potential) 
customers whenever those are. 
I also believe gyms need to think about hybrid solutions to make sure they are not being replaced by a 
pure home fitness player offering a better experience for the same price. 

Natalia Karbasova 
Founder of FitTech Summit

Munich, Germany

https://www.linkedin.com/feed/hashtag/?keywords=fittech&highlightedUpdateUrns=urn%3Ali%3Aactivity%3A6835878579801214978
https://www.linkedin.com/feed/hashtag/?keywords=healthtech&highlightedUpdateUrns=urn%3Ali%3Aactivity%3A6835878579801214978
https://www.linkedin.com/feed/hashtag/?keywords=homefitness&highlightedUpdateUrns=urn%3Ali%3Aactivity%3A6835878579801214978
https://www.linkedin.com/in/karbasova?miniProfileUrn=urn%3Ali%3Afs_miniProfile%3AACoAAAdSJmYBAv7MeSoCf4Z_2Mh30jCKDVYTmhg


Pillars of Club Management, Henrik Gockel
Prime Time Fitness, Germany – 9 clubs



Selling in 
the (post) 
Covid era: 
Example 
Prime Time 
Fitness

PTF now 
entering 
Switzerland



Personal 
Training 
focus and 
results
 
Prime 
Time 
Fitness



Prime Time Fitness: 
Free content and 
selling online PT
- also a tool for 
membership 
retention
- out of necessity 
now a „virtue“ 
(here to stay)



It all 
begins by 
defining 

our 
purpose, 

vision 
and 

strategy



Adapting and embracing technology into 
sales



Data-based 
management 
and decision 

making: 
Example 
tracking 

leads (Alan 
Leach, 

Ireland)



Example 
Solinca 
Fitness: 
segmen-t
ation



Customer 
Journey
Mapping: 
SC Fitness



Training 
Teams is 
Essential



Customer 
Journey 
and 
Retention



Induction of 
new 
members
- higher 
retention 
occurs when 
habits are 
established 
within the 
first 42 days
- Duncan Green 
Webinar 30.11.21



Rating 
Customers
by churn 
risk and 
health risk 
factors: 
interaction 
factor



Insights 
and 
Action



Fact-base
d 
customer 
lifetime 
value



Segment- 
ation of 
members 
based on 
usage



Insights from Bernardo Novo



Churn 
Prediction 
(Gonzalo 
Artiach, 
Decidata- 
Spain)



Keynote 
speaker 
Cate 
Trotter 
(London)

A shift 
from-to



Guy Griffiths, 
GG Fit

Introducing 
New 
membership 
models…
Fitness Club 
vs. 
Health Club



Predictor 
of
Longer 
staying 
members 
and their 
spending 
habits



Research 
supports 
increased 
health 
focus



Mind Body 
Research 
pre-Omnicrom / 
4th wave

Spain at 31%!



Extending 
the 
membership 
benefits to 
outside the 
club as 
well…the 
implied 
membership 
contract



The 
Retention 
Cycle
and 
activities 
broken 
down by 
membership 
usage  
„types“



Member 
Journey 
mapping:

High tech or 
lower tech 
(example 360 
Fitness, 
Sweden‘s 
Text message 
system)



Next steps

Reflect

Share / Brainstorm

Prioritize

Get Team behind change

Don‘t be afraid to make mistakes

Celebrate wins


