GUIDE TO EFFECTIVE
CLIENT INTERACTIONS

2020 INSTRUCTOR REPORT

WHAT WE LEARNED
FROM HALF A MILLION
INSTRUCTOR MESSAGES
At FitGrid, we think a lot about what makes a good message—we’re an engagement and
communication platform for studios, after all. So at the end of 2019 we decided to dig into
the data and find out what we could learn.
It was a lot of data—nearly half a million messages to be exact, sent by instructors at some
of the biggest brands in the fitness industry as well as smaller independent studios.
We already knew that increasing follow-up messages can impact client retention rates up
to 60 percent overall. What we wanted to find out is what specifically made some
instructors more successful at communication than others. And by more successful we
mean their messages got higher response rates and engagement from clients. So we
compared messages sent by the top 10 percent of instructors to those sent by the bottom
10 percent of instructors.
What follows are our findings assembled in a way that we hope will be helpful and easy to
use for studio owners and instructors alike. There’s no time like the present to dive in and
start making improvements to your own client-facing communications, one powerful,
personalized message at a time.
—Ntiedo “Nt” Etuk, Founder and CEO of FitGrid
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USE THESE 3 WORDS IN
YOUR EMAIL SUBJECT LINES
Here are the three most common words used in the subject
lines of top-performing FitGrid follow-up messages based on
our analysis of instructor messages:

1. MEET
"It was awesome to meet you today! Hope to see you in class
again next week."
"Meet" is a relationship word, because it implies that a bond has
been created. It's very different from just saying "thanks for
coming." Most loyal clients start off as one-time visitors, which is
why it’s so important to make a great first impression.

2. WORK

"Amazing work today! Looking forward to that same energy in
our next class"
Nothing satisfies a client like having their hard work
acknowledged. In a room full of students, a good instructor takes
the time to make sure everyone feels engaged and motivated,
praising each individual on a job well done and pushing them to
give their all. Recognizing the work clients have put in in your
follow-up messages is like giving a virtual high-five.

3. LOVE

"We love seeing you in the studio every week!"
Acknowledging someone’s commitment to their fitness goals and
expressing appreciation for their effort is a surefire way to instill
loyalty both at your studio as a whole and within individual
classes. Simply thanking them for their business is another smart
approach to building long-term relationships.

PRO TIP

DO YOU ASK ENOUGH QUESTIONS?

Instructors who use question marks in the body of their messages
get dramatically higher response rates—35 percent higher, in fact.

THE
SCIENCE
OF
EMOJIS

Emojis are more than just cute
symbols we add to our text
messages. They’re a unique way
to express ideas and emotions
and, according to Forbes, they’re
an essential tool for innovative
business communication.
So we looked at the data, and
what we found is that instructors
who use an emoji or two in their
follow-up messages have deeper
connections and exchange more
messages with clients.
In fact, the instructors with the
highest message open rates on
FitGrid use emojis to customize
their follow-up messages. And
higher open rates mean deeper
connections and a stronger
likelihood that a client will keep
coming back to your classes.

PRO TIP

SO WHICH EMOJIS
WORK BEST?
Instructors with the highest retention rates
use these three emojis the most in their
follow-up messages:

1.
2.
3.
Clients crave casual, personal messages.
Including emojis is one way to meet that need.
Try including a few emojis in the subject line of
your messages for a more immediate impact!
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We all receive tons of emails, automated messages, and notifications from businesses
all day, every day. There’s a lot of noise out there, so to set your studio apart and truly
capture your clients’ attention, speak to them as individuals, not as a group of
customers. That means no generic messaging like 'nice job in class!' Instead, try to be
specific: Comment on the cool shoes they wore to class or their excellent form, for
example. And then take things a step further by asking about their fitness goals so
you can learn more about how to help them succeed in class. In the process, you'll be
ensuring the conversation keeps going, too.
We all want to be remembered and valued as individuals and not seen as just another
face. For this kind of personalized messaging to work, you’ll need to be extra
observant of each and every client during your workout sessions so that you have
something relevant to include in your follow-up messages.

PRO TIP

TAKE NOTES ON YOUR CLIENTS
Make it a habit to write down notes about your clients including important details
about each. Then reference these notes so you can customize messages. FYI,
FitGrid’s instructor app makes it easy to attach notes to specific attendees.
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IT REALLY MATTERS
WHAT WORDS YOU USE
We’ll let you in on a little secret: Not
only do the specific words you use
matter, but the right ones can also have
a huge impact. Using certain keywords
is the key to driving engagement in
your client communications.

Top-performing messages:
Used creative, interesting, and
evocative language to convey specific
feelings and ideas. For example, strong
action words like “fire,” “rock,” “crush,”
“burn,” “kill,” and “power” perform well,
as do softer words like “fan,” “lovely,”
and “sweet.”
Low-performing messages:
Sounded generic and were filled with
cliché words like “great” and “amazing.”

PRO TIP

GET PERSONALIZED
Take the time to be more poetic, specific,
thoughtful, stylish, and inspiring. Your
clients will be more likely to get respond.

CUSTOMIZE
SO YOUR
PERSONALITY
SHINES THROUGH

Everyone has a secret favorite
instructor at their usual studio—in
fact, it's one of the best things about
working out. And what makes those
instructors so special? Most of the
time, it’s the way they interact with
the class—a personal touch they add,
whether through their playlist
selections or their trademark
motivational phrases.

That same personal touch can go a
long way in an instructor’s digital
interactions with clients as well.

Our analysis found that 55
percent of the topperforming follow-up
messages were customized
specifically for each
recipient.
When you send messages to clients
between visits, don’t be afraid to let
your own personality shine through!
Add some emojis, as discussed above,
or find a way to add your own spin to
the studio’s general messaging.
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FITNESS MESSAGING
BENCHMARKS,
BY THE NUMBERS
An analysis of nearly 500K messages sent via FitGrid in 2019

418,203

29.5%

total follow-up messages sent via fitness
instructors using FitGrid Pro in 2019

average follow-up message response rate

123,540
total follow-up messages sent in 2019
that received replies

72,152

39.9%
average message response rate for
followup messages that ask questions

55%

total follow-up messages sent in 2019
with a question mark ("?") in the body

the percent of the top-performing followup messages sent in 2019 that were
customized specifically for each recipient

28,793

20-60%

total follow-up messages sent in 2019
with a question mark ("?") in the body
that received replies

the percent increase followup messaging
sent via FitGrid can have on improving
client retention rates

PRO TIP

LET TECHNOLOGY DO MORE OF THE WORK
Your relationships with your clients don’t stop when they walk out of the studio door. When
you remember to treat people as individuals—instead of customers—you’re giving clients a
reason to commit to a long-term relationship with your studio. By implementing the
communication strategies in this guide, you can expect studio retention to rise.
To take things a step further, start leveraging the right technology. FitGrid's smart, easy-touse platform is proven to strengthen relationships through better communication. That's why
we're trusted by such leading brands as Lagree West, F45, The Bar Method, and many more.
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Task List

Retention
Tracking

Client
Feedback

MEET OUR INSTRUCTOR APP
FitGrid's follow-up messages
boost client retention by up to 60
percent. It's a proven way to get
clients back for the next class.
The people platform for fitness

To learn more about how FitGrid can
improve the way you connect with your
clients, check out our support articles or
shoot us a note–we’re always here to help!

support.fitgrid.com • team@fitgrid.com • (833) 348-4743

