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Reporting for Retention 

• Reporting on membership retention shows: 

 

– Quality of fitness product 

 

– Level of customer satisfaction 

 

– Effectiveness of retention activities 
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Members vs Memberships 

• Member 

– a person attending your 
facilities  

– can have multiple 
memberships 

 

• Membership 

– an entry method to your 
facilities  

– has a value 

 

Report on memberships, retain members! 
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Solutions Document 
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Example Report 
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Definitions 

• Opening Memberships 

– Total memberships at the start of the month 

– Cascade, Live Memberships Report 

 

• Leavers 

– Total cancelled and expired memberships for the 
whole month 

– Cascade, Cancelled / Expired Report 
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Definitions 

• Attrition 

– Percentage of total membership that has cancelled 
in the last month 

– Cancellations ÷ Opening Memberships 

 

• New Members 

– New joiners for the month 

– Cascade , New Members Report 

 

 

http://www.dynamicsdanceandfitness.com/
http://www.proinsight.org/
http://www.fitlinxx.net/
http://www.omnicogroup.com/sectors/leisure
http://www.ukactive.com/


Basic Retention Report 
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Additional Metrics 
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Annual Attrition Rate 

• Percentage of total membership that has 
cancelled in the last 12 months 

 

• Sum of monthly attrition rates 
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Net Member Movement 

• The positive or negative movement of total 
members 

 

• The positive or negative movement of 
different membership types 

 

• Total members - cancellations + new members 
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Sleeper Rate 

• The % of members who have not visited in a 
set time period (6 weeks?) 

 

• Cascade3d Analytics – Live members report 
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Sleeper Rate Example 

• Example 

– Total Members = 9795 

– Inactive = 3691 

– Active = 6104 

– Sleeper = 38% 

 

2014 

2015 
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Average Length of Membership 

• The average number of months a member 
completes before ending their membership 

 

• Cascade – Cancelled / Expired Memberships 
Report 

 

• Look at last rolling 12 months 
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Average Visits 

• Average number of visits made by members 
during the current month 

 

• Cascade – Activity Participation Report 
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Induction Rates 

• The percentage of new members who have 
joined in a month that have completed a gym 
induction 

 

• Cascade – Booking Analysis / Manual records 
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Complete Retention Report 

Cascade Leisure Centre May-15 Jun-15 Jul-15 Aug-15 Sep-15 Oct-15

Opening Members 1090 1070 1045 1035 995 995

Leavers 70 65 40 50 60
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New Members 50 40 30 10 60
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CascadeOnline 
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