Review of exercise class — thrive members’ survey
outcomes

What our customers told us

What's working well

Members are highly engaged, with the majority attending classes regularly — almost 90%
take part at least once or twice a week.

The biggest drivers for attendance are improving fithess (90%) and physical health
(74%), alongside mental wellbeing and social benefits.

There is also very strong satisfaction with:
¢ Instructors and staff, who are seen as knowledgeable, friendly and supportive
¢ The social atmosphere, with many valuing the sense of community and routine
¢ Value for money, with over 80% satisfied with membership costs

These positives are echoed in comments highlighting the importance of instructor-led
sessions, both for motivation and for supporting people with health conditions or
different ability levels.

Key challenges for members

Despite strong satisfaction overall, around half of members feel the current programme
does not meet their needs.

The most common issues are:

¢ Difficulty booking classes, with high demand and technical issues making
access stressful

¢ Notenough classes or spaces, particularly for popular sessions

¢ Timings that don’t suit working people, with limited evening and weekend
options

e Reduced variety, including the loss of well-liked classes such as
yoga, Pilates and dance

o Astrong preference for instructor-led sessions, with virtual classes seen as less
effective.



Exercise class surveys - what all of this feedback means for us

Across both users and non-users, a consistent picture is emerging. To grow
participation and improve experience, our focus should be on:

¢ Increasing capacity and availability of popular classes

¢ Improving booking systems and access

¢ Expanding evening and weekend provision

e Providing more variety and targeted sessions for different needs

e Strengthening communication, especially for non-users

e Continuing to invest in high-quality instructors and in-person delivery

Moving forward...

The surveys confirm that our exercise classes and pool programmes deliver real
benefits and are highly valued by those who attend. However, they also highlight clear
barriers that are limiting access and growth.

By addressing these challenges, we have a strong opportunity to:
e« Improve the experience for existing members
e Attract new audiences

¢ Make our programme more inclusive, accessible and sustainable.



