24 Hour Fitness/Member Services Dept.,

I am a recent new member to 24 Hour Fitness on 1200 Van Ness with previous experience of three different gyms and personal trainers from the past few years. While I am overall satisfied with the facilities and services provided by 24 Hour Fitness, there are three issues, all related to your marketing strategies that I would like to address in order to express my dissatisfaction and perhaps help you improve your customer service.

In my experience, 24 Hour Fitness personnel is pushy in trying to make customers to purchase your products or services. It makes me uncomfortable to the point that I would rather work out at a mall.

First, I was notified by a female personal trainer about a one-day offer on vitamins, which she considered crucial to my diet. As I was not prepared to purchase anything on my first visit, I inquired whether the vitamins would be on sale the next day. The answer was negative, this was strictly for one day only. However, during the following weeks there has been an on-going “one-day special” for said vitamins. In fact, there is now a full campaign with a special table for these vitamins, on sale for the same price as the first day. One day sale, indeed.

If an employee is not certain about the duration of a sale on a particular product, I would suggest that they become informed rather than provide false information to customers. I cannot help but think that the personal trainer was trying to make me buy these essential vitamins under the pretense of the sale being “one-day only”. 

At the same time, the one-hour session with the personal trainer included in the membership fee clearly consisted of nothing more but preparation for expected future personal-training sessions. Taking measurements, body fat and asking specific questions about my work-out history and expectations did not benefit me in any way as I was not given any advice, statistics on paper or anything else useful. The cd I was given did not work. I would much rather have spent the hour going through the gym facilities, learning about the specific mechanical details of the machines, for instance. In short, this hour was a waste of my time and I am sorry I even went.

Second, I was told by the personal trainer that the weights in the group exercise room are not for use outside group classes. However, the space itself is free to use outside class time. Yet, these weights, with perfect sizes for a smaller-sized female strength trainer, are locked in their rack (dumbells) or without holding clips (bars and their weights) and thus both unusable. The weights are even marked with kilograms, an added bonus for a European! Instead, the personal trainer “helpfully” took me upstairs to the free weights section and presented me with a 20 lbs barbell to exercise with. My other options in this area, jam-packed with large-weights-lifting male patrons, was to use either the 5 lbs or 10 lbs dumbells – or go up from there. Doing squats or deadlifts with these limited options in the small weights range is hardly motivating, particularly as all of the very limited mirror and floor space is claimed by a large number of male lifters, which makes me awkward and uncomfortable.While at the same time the group exercise room weights, with precisely the kind of options I need for my work out (the possibility to alternate weights with small raises of as little as 3-4 lbs at a time), remains off limits. 

When I asked the personal trainer whether it would be possible to use the group room weights in order to do my exercise comfortably with more space, mirrors and weight options, she said no. They are only meant for use in class. This was the only explanation I was given along with the comment that people would leave those weights lying around. Whereas in my understanding, putting the weights back after use is simply common gym courtesy and something that everybody knows. How hard would it be to simply put a note next to the weights advising to put them back?

Third, I really did not appreciate the pushy sales pitch and inquisitive cross-examination by one of your fitness consultants upon entering the gym yesterday. As he saw my temporary new gym card, he muttered something undecipherable about a personal trainer and then blurted out an inquisitive “what are your goals?” question in a very blunt manner. Confused, I gave him a provisional, confused answer to such an unexpected, prying question from a complete stranger: I want to gain muscle. He proceeded to question my work-out routine, at each answer refuting my response with his own, “better” information. I felt I was held stupid. If your marketing strategy is to make people buy things by showing them their inadequacy, it is not working. The consultant also asked whether I knew how to use the machines, to which I replied yes, but that I used free weights. Why is it necessary to always start from the presupposition that young female trainers use machines for their work-out? Furthermore, do you always consider a new member to be a completely out-of-shape, unknowledgeable beginner in exercising? 

When the consultant asked whether I do aerobic exercise, I replied that I use it for warm-up and morning exercise at a fat-burning rate. His comeback was priceless: I was not doing the right thing, as aerobic exercise “deteriorates muscle”. Therefore, I would need a personal trainer to help me gain muscle. I was in no mood to elaborate on or validate my work-out program, goals and ideas to a nosy, pushy and undermining complete stranger. He then proceeded to misquote me saying that I had previously said to him that I “already know everything”, which, as anyone who has ever worked out at all, knows is completely silly and something which would be nothing but foolhardy to venture claiming. I never said that I knew everything. I am not stupid.

These experiences have made my frequenting 24 Hour Fitness considerably less enjoyable than I was expecting. In fact, I almost regret buying the membership. I would appreciate if you could get back to me on the issue of whether there is anything that you are planning to do help me enjoy my work-out at your gym. If I had my choice, the solution would be to make the smaller weights in the group exercise room available for female exercisers and to educate your employees to have more tact in offering services and products to your already-paying customers.

Yours truly,

Pikkukarhu.

