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Welcome Email
CTA: Download and 
sign up for our app

Sign up Doesn’t sign up

Don’t forget 
to sign up

Sign up Doesn’t sign up

Remember to 
download 

and sign up
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Call to escalate

Call back if didn’t
 pick up

Sign up Doesn’t sign up

Repeat the process 4 
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Day 4

Well done! 
CTA: Time to book 

your first class

Day 2/5

Books class

Doesn’t book 

Reminder of class

New class alert!
Day 2

Class attended Not attended

We miss you!
CTA: Book another!

Well done! How did you 
find it? (NPS)

Class booked Not booked

Reminder of a class Call

Doesn’t book 

How to book
Day 3

Books class Doesn’t book

Call

Call

Books class Doesn’t book

Repeat the process 4 
times

Step 2
Book a class

Day 5

Move into Flow 3

Goes into class 
attended flow

Repeats the process



Day 5

Day 6

Day 7

Day 12

Day 7

Day 30

If member has not 
attended

Call

Doesn’t pick up

Email

Doesn’t book class

Email

Call

Doesn’t book class

Repeat this process 3 
times if no attendance

If no attendance, mark 
as sleeping dog

If member has 
attended

First week 
congratulations

Milestone: 
Attended 3 times

Milestone: 
Attended 5 times

Milestone: 
Attended 10 times

Milestone: 
Attended 20 times

First month 
congratulations

Step 3
Consistent attendance

Move into Flow 4

If member attends



7 days
later

2 days
later

2 days
later

2 days
later

7 days
later

2 days 
later

7 days
later

NPS email

Answered Not 
answered

Send NPS again

Answered Not 
answered

Route to other 
flows depending 

on the score

Call

If not answered 
repeat the 

process again

If member has attended 
more than 4 times

Submitted 8 
or above

Submitted  7 
or below

Call

If not 
answered

Call

If not answered 
repeat the 

process again

Step 4
New member feedback

Referral offer

Refers
Doesn’t 

refer

Send  PT offer
Send referral 

email again

If doesn’t 
refer 

PT offer

Move into 
milestone 
campaign

Move into 
milestone 
campaign



Thank you for 
registering! Book a 

trial

Attended + 
Signed up Didn’t attend

Golden Sales Process

Trial booked

Yes No

Thanks for booking! 
Here is info about 

the trial

If booked <3 days 
from enquiry

If booked >3 days 
from enquiry

Reminder Countdown

Reminder

Reminder

Trial 

Attended + 
Didn’t sign up

Enter New Member 
Journey flow

Hi there, would you 
like to book a trial?

No

Hi there, would you 
like to book a trial?

No

Call
(Automated call list 

generated and sent via 
email)

If booked
Enter Flow 1 

If not booked
Enter Flow 2

Thank you for 
registering! Our 

membership plans

Do you want to join 
us? (Online sign up)

Do you want to join 
us? (Online sign up)

Have you joined 
another club?

If completed AND 
engaged with one 
piece of content, 

enter Long Winback 
flow

Flow 1

Flow 2

Rebook trial Reason?



Rebook trial Price

Rebook trial

Rebook trial

Operational issue No reason given

If no response after 8 
days OR rebooks trial, 
enter back into start of 

Medium Sales Flow

Day 1: Show full 
membership plan 

options (Email)

Day 2: Discount 
offer for 5 days only 

(Email) 

Day 3: Have you 
changed your mind? 

(Call)

Day 4: Reminder of 
% discount (SMS)

Day 6: Last chance 
(Email /SMS)

Day 7: Call

Send down 
low score flow 

for week 2

If completed AND 
engaged with one 
piece of content, 

enter  Long Win 
Back flow (Flow 3)

If sign up during any 
of these stages: 

route to NMJ

Day 1: We’re sorry 
you didn’t sign up 

Email)

Day 2: 
Full membership 

plans, features and 
benefits (Email)

Day 3: Have you 
changed your mind? 

(Call)

Day 5: 24 hour flash 
sale (SMS)

Day 6: Last chance 
(Email /SMS)

Day 7: Call

Send down
 low score flow 

for week 2

If completed AND 
engaged with one 
piece of content, 

enter  Long Win 
Back flow (Flow 3)

Day 1: NPS

Reply Yes Reply No

Send them down 
relevant flow price 

or Opps 

Day 2:
Offer retrial, try to 
gain reason (Call)

No pick up Yes pick up

Call again
Book retrial or send 
down issue specific 

flow

Identified as a time 
waster

Week 1: 
Send down 

Low score flow 
for 1 week

Once completed if 
engaged with one 

piece of content, go 
down long win back  

(Flow 3)
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