IMPORTANT

Although we never want to see a member cancel it will happen from time to time.
Your team will work with you to help prevent cancellations in all aspects of your

job but this section is designed to teach you how to cancel a membership. This

is extremely important and must be done PERFECTLY ALL THE TIME.

This is one of the biggest complaints about the fitness industry in general.
Cancellations always get messed up. This will not happen with us if everyone
does their job. We do not want to make the member cancellation process difficult
in any way. We do ask that members come to the club and fill out a quick
cancellation form so that they have a receipt for their records.

Why do they have to fill out a form? Unfortunately over the years we have found
that from time to time people are untruthful about things when they do not want
to pay for something. We will get calls from time to time from people saying that
they canceled their membership and are still getting billed. If everyone does their
job, this is impossible but if mistakes happen we do want a backup plan. That is
the cancellation form. If the member did in fact cancel they will have a copy of
the form and we would refund immediately.

Where do you come into the equation? You are on the front line. You will be the
one who helps them fill out the cancellation form.



When can someone cancel? As long as a member is out of agreement, meaning
any membership they have is past its 12 month anniversary, their membership
can be canceled with this form. If the membership is still under contract they can
still cancel by paying an $89 fee. We offer this as a courtesy buyout for those
who wish to cancel early.

Why: If members inquire why they have to come in for cancellation, it is because
we want to be sure we get it right. If we have many different ways to cancel, there
are chances some things will fall through the cracks. They will also receive a
receipt of cancellation which you will strongly encourage them to keep for their
records. If they do not want to come in we ask they send it certified mail to one
specific location so we know it is received by the correct person and the member
also has a record from the post office. Let them know we understand that coming
to the club may be an extra step for them but we set this system up so that we
can reach for perfection in processing all cancellations correctly and on time.



FRONT DESK CANCELATION PROCEDURE

1. Find Correct Member (Make Sure this is the Correct Member by rechecking
Picture/Home Address or Phone Number and or DOB

2. Go to AGREEMENTS

3. Check agreement term

You will see either of these 3 options - Installments, Cash, Open

OPEN - They are not in a contract which means they can give us 30 days notice
INSTALLMENTS - They are in a Contract Agreement

CASH - (Paid in full) the members contract will end on the specified Expiration date
4. Services - Checking to see if the member has a Personal Training Agreement

If they don’t you move onto the next step but if they do you will need to look at the
Personal Training Contract to determine when they can cancel.

STEPS FOR CHECKING PERSONAL TRAINING AGREEMENT

Go to DOCUMENTS

Hit dropdown and highlight | MAGE SYSTEM then hit SEARCH

Then Click on the PT agreement to view image.

Look to see when the agreement term begin and if they are passed that term

then they are ok to cancel with a 30 days notice along with their Membership
Agreement.

If they are still in a PT agreement they will not be able to cancel their membership
agreement.

5. Go to INVOICES



Then hit drop down for ABC HISTORY (If there is nothing Red in the far right column
they are up to date in regards to their club membership) If they are not up to date
then they can not cancel until they are caught up with their payments

6. Go to DOCUMENTS

Then MEMBER DOCUMENTS

CREATE MEMBER DOCUMENTS

Then hit drop down at the top right side that says SELECT ONE

Then highlight the appropriate option.

The Member should sign and agree that they are responsible for the next 30 days of
payments from Club 24.

Add the members name to the cancel section of the daily log.



