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Analytics maturity curve with attrition use cases

Our final workout involves using data to fine-tune all the progress we’ve made 
with retention and engagement. By considering ease of implementation, value 

to the business, and your current capabilities, you can customize analytics 
workouts to your needs.

 Cooldown: Stretch your 
possibilities with a partner.

Type of workout: analytics and insights

Exercise 3: Data aerobics

Building on three intrinsic strengths is what makes 
the Total Wellness Ecosystem so effective. 

Total Wellness Ecosystem:  
A ‘digital workout’ for 
strengthening member 
engagement and retention 

Integration expands on your application’s fundamentals without having to 
develop functionality from scratch. By integrating existing technologies, 
fitness operators can create new experiences faster and at a lower cost. 
This can be done through a combination of APIs, middleware, low-code 

development tools, and more.

Main muscle groups:   

The Total Wellness Ecosystem is a digital workout to transform your business 
processes, channels, and platforms through integrations, app development, 

and data to reimagine the member journey.  

This workout targets two key muscle groups: 
engagement and retention, to maximize profitability. 

Both immediate and long-term! The trick is to create value 
through experiences along the member journey.

Warm-up: Know your strengths

Exercise 2:  Integration strength training

How long does it take to see results?

About the workout

Wearables 
Offer incentives, rewards, and 
encouragement based on 
members’ fitness tracker data.

Socials
Enable members to share 
their results on socials and 
access a community feed.

Marketplace and 
payment gateway 
Sell products and services 
with secure payment 
options from the app.

Membership tiers
Upsell perks such as 
tanning or personal trainer 
sessions, bundled together 
in attractive packages.

Loyalty 
Launch rewards 
programs based 
on number of visits 
or purchases.

A 5% increase in 
retention can increase 
profits by up to 95%.1

Compensating for the value 
of one lost customer can 
require the acquisition of 
three new customers.2

Lifting an application off the ground is the most challenging part of this 
routine, requiring significant resources and talent. However, completing this 

exercise is key to engaging members outside the club and is the building 
block for many other strengths.  

CLUB APPLICATION FUNDAMENTALS: 

Exercise 1: Application lifts

Who it’s for: 

Fitness and wellness operators looking to improve business outcomes.

Experience-led growth life cycle
Typical life cycle

Onboarding
Experiences

Customer 
value

Cross-selling Upselling Service Journeys Retention
Experiences

RetentionDevelopmentAcquisition Extension

“The sauna 
makes getting 
up every day at 
5:00 worth it.”

“You won’t 
taste the 

spinach in this 
smoothie.”

“One 
more rep!”

COMMUNITY
Clubs fulfill deeper human 
desires for connection, 
reinforcing a sense of 
belonging and motivation. 

SERVICES
From nutrition services 
to hot towels, people 
love going to your club 
for more reasons than 
just working out.

EXPERIENCES
Clubs offer experiences 
for a diversity of interests, 
including spas, classes, 
competitions, and many 
types of equipment.

Type of workout: development and enhancement 

CONTENT CENTER
Club rules, workout tips, and 

prepared written or video content

RESOURCE CENTER
Request support & 
provide feedback

SERVICE HUB
Check availability and 

schedule services

Type of workout: microservices architecture 

Stretching is key after a good workout, and benefits can be amplified 
when done with a partner. With Softtek, gain access to:

Unique integration capabilities & technology agnostic approach        quickly 
enable your choice of features at the right cost 

Near Shore® model       real-time collaboration, faster time to value 

Agile pod model        accelerated delivery through flexible, multidisciplinary teams  

 Adapted from McKinsey 3

Offers, events, and 
important updates

10:30

Your app + 3rd party 
features + SSO = A 
secure, efficient, and 
cost-effective way to 

deliver new experiences.

1 “Prescription for Cutting Costs.”
Bain & Company, October 25, 2001.

2 "Experience-Led Growth: A New Way to Create Value.”
McKinsey & Company, March 23, 2023. 

3 Ibid.

4 GoodFirms’ “Software Development Survey.”
Updated on June 26, 2023.

Techniques to identify 
patterns & correlations

DIAGNOSTIC 
ANALYTICS:

Advanced statistical & 
modelling techniques to 
forecast future events 

PREDICTIVE 
ANALYTICS:  

PRESCRIPTIVE 
ANALYTICS:  

Advanced algorithms & 
simulations to recommend 
how to archive an outcome

AI & machine learning to 
automate decision-making and 
continuously learn from data 

Basic reporting  & 
data visualization

 Attrition tracking:   
 Viewing current and 
historical attrition rates

Attrition cause model:
Understanding causes of 
attrition for existing and 
former members

Attrition prediction model: 
Identifying individual 
members at risk of quitting

Attrition prevention model:
Developing personalized 
outreach, offers, and 
incentives to prevent churn

Intelligent attrition prevention: 
Using AI to deliver personalized 
and timely communications, 
offers, and incentives that 
boost retention  

How can we 
make it happen?

How can AI and 
automation make it 

happen? 

What is likely
 to happen?

Why did 
it happen?

What 
happened?

DESCRIPTIVE 
ANALYTICS: 

COGNITIVE 
ANALYTICS:

YOUR 
ECOSYSTEM, 

YOUR WAY.

BIG ENOUGH TO 
DELIVER, SMALL 

ENOUGH TO CARE.

With a specific division for 
fitness and wellness, Softtek 

brings a wealth of industry 
expertise, process knowledge, 

services, talent, and a track 
record of success with fitness 
organizations, such as one of 

the leading fitness chains 
in the USA.

To make the Total Wellness 
Ecosystem work for you, we 

assess your current 
environment and co-create a 

customization roadmap focused 
on immediate and sustained 

value to the member and value 
to the business.

DIGITAL FITNESS HACK

Single sign-on (SSO) gives members one set of credentials to access 
all functionality in your ecosystem, whether it’s yours or a third party’s.

DIGITAL FITNESS TIP

77% of custom applications take longer than 4 months to complete. 4

Examples of functionality to integrate

Nutrition

Fitness 
tracking

Music
Sleep 

tracking

Meditation

For more information, 
connect with Victor 

Mastache on LinkedIn:

https://www.softtek.com/
https://www.linkedin.com/in/victor-mastache/
https://media.bain.com/Images/BB_Prescription_cutting_costs.pdf
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/experience-led-growth-a-new-way-to-create-value
https://www.goodfirms.co/resources/software-development-research

