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Executive summary
This current report highlights the emerging challenges in China fitness industry. Based on the case scenario of BEST gym it has been found that the fitness industry is currently focusing on attracting new customers to cover their cost. This leaves negative impact on their retention power. However, the rate of re-purchase has been decreased and the profit margin is also affected. The recommendation section shows the importance of reward and customer loyalty program in attracting and retaining employees in China fitness sector. 
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[bookmark: _Toc8141188]Introduction
This study highlights the role and importance of an organizational consultant in expanding the customer base of a business. The entire study is based on the scenario of a gym, known as BEST. The aim of the organizational consultant is to expand the customer base and retain them in this health club. It aims to show how to enhance Customer base of the organisation and retain the existing customers which shall be achieved with proper leadership skills of the management consultant.
The issues in this study reveal that retention of old members is a big challenge in China healthcare industry. Maximum health clubs focus on attracting new member that results in losing the regular as well as the old members. For this reason, the re-purchase rate is low in China healthcare industry (Tanet al. 2013). In order to deal with this challenge the business consultant has took the case of BEST and involved in conducting a vast research for making possible solution. 
Several reasons exist for choosing this project. The very first one highlights competition in fitness industry which is quite tough and is becoming loss for old members. Job hopping rate is quite high and personal coaches seem to be mobile. This is a second reason because with the job change of the coach some customers shall get lost. My third reason for choosing the project is because often follow up services become insufficient and not helpful for the members to develop some exercise habits which results in the unsatisfactory customer retention rates.  It is quite difficult to come up with exact market Trends such as yoga as well as belly dancing. Conducting a proper market research and holding the trend going in the market is necessary. If it is missed then a hell lot of customers can be lost.
Focus of the project is to attract new customers and retain the existing ones. Therefore, identifying the reasons and removing dilemma of losing regular customers is quite important in the project. It is beneficial for the fitness organisations like best gym to identify the loopholes and drawbacks in its provision of services. Second benefit that will be coming from the project is determining the way of expanding the customer base and market share for best gym. It has already portrayed the ways in which market potential it can be increased. On the quantitative side communicating with customers is vital and this project it shall happen which will definitely increase the count of positive feedbacks. 

Research Method
Research methodology is a crucial aspect of any research. Based on it the entire data is collected in a research. Based on the nature of research methodology a researcher can decide whether he or she will get the reliable data of not.
Research Objectives:
	Objective
	Specific
	Measurable
	Achievable
	Realistic
	Timely

	1. To conduct a market research on best gym
	It is specific because without the market research,  feedback of existing customers of BEST shall not be known
	 It can be measured through the swot analysis
	 it is achievable if  worked properly on the research
	 it is realistic because it is achievable
	 This objective can be month within 10 15 days



2. 
	Objective
	Specific
	Measurable
	Achievable
	Realistic
	Timely

	2. To analyse the responsibilities of the fitness professionals for improving and retaining customer base
	 Analysing responsibilities and roles is necessary for coping up with customer Expectations and therefore it is specific
	 This can be measured from the feedbacks gained from customers
	 It is achievable by communicating with customers and noticing their demands
	 Realistic because achievable
	 It can be achieved within 5 to 6 months



3. 
	Objective
	Specific
	Measurable
	Achievable
	Realistic
	Timely

	3. To recommend possible solutions for improving deficiencies at the best gym
	This is specific in nature because recognising solutions is important for retaining the customer base
	It shall be measured through customer feedbacks
	It can be achieved easily by finding solutions for the deficiencies
	 Realistic because achievable
	 the time span to achieve this objective can be between 3 to 4 months



Positivism, interpretivist and realism are the major types of research philosophies. In this study the organizational consultant has taken positivism philosophy. The positivism philosophy is based on the factual knowledge, acquired through observation (Kumar 2019). This approach will help the consultant to make his findings quantifiable and observable. There are two types of research approaches include inductive and deductive approach. For this study, the business consultant has taken deductive approach as it will generate a research hypothesis based on the existing theory. In order to evaluate the data collection and findings descriptive design has been taken in this study. This design method helps the researcher to shed light on the customer retention problem in BEST and this research design describes the situation more completely. 
Sample size and sampling
Sample size and sampling are two major areas of research methodology. In this study, probability sampling technique has been considered. This sampling technique is effective to evaluate the sampling process effectively (Silverman 2016).  In order to conduct the survey for this research 30 members of BEST health club are selected as a sample. On the other hand, 2 managers are selected for the interview. 
[bookmark: _Toc8141189]Method of data collection
This current study includes both primary and secondary research methods to gather reliable data. It can be said that mixed research methodology has been used in this research study. For primary data collection both quantitative and qualitative analyses have been taken. As commented by Tayloret al.(2015), application of mixed research methodology is effective for every research to get a detailed and authentic data associated with any current issue. This study is mainly based on the current challenges of health clubs in China due to their poor retention power. For the quantitative analysis survey has been conducted and for the qualitative analysis interview has been conducted. For survey closed ended questionnaire has been provided and for interview open ended questionnaire has been provided. 
Apart from the above two methods the consultant has used data access method. This method helps him to gather data regarding the fitness industry from Chinese fitness network and fitness home. Field observation method is another vital method has resemblance to survey (Breslerand Stake 2017). In order to do this the consultant has visited the similar companies to understand the major issue that the health clubs of China are facing currently. A mathematical statistics is also used to analyze the data gathered from the survey and websites. A comparative analysis has been made to understand the characteristics of different fitness organization that given valuable data. This method is done in secondary analysis to understand the issue. Moreover, for secondary analysis many government websites and relevant articles of the fitness industry in China have been taken, which provide authentic information to the consultant. 
Research ethics
It is crucial for the researcher to comply with all the research ethics to avoid legal issues (Alvessonand Sköldberg 2017). In this study the organizational consultant has maintained the confidentiality while gathering information. Therefore, no personal question has been asked to the candidates that can affect their sentiment. Moreover, no manipulation has been done while representing the data. 
[bookmark: _Toc8141190]Data collection and data analysis
This section includes both primary and secondary data collection processes. 
Primary method:
A survey has been conducted between the members of BEST gym club and the sample size was 30.
Q1. How far do you satisfy with the service of BEST gym club?
	Criteria
	Total number of respondents
	Responded
	Percentage (%)

	Strongly satisfy
	30
	4
	13.33

	Satisfy
	30
	8
	26.66

	Neutral
	30
	1
	3.33

	Strongly Dissatisfied
	30
	7
	23.33

	Dissatisfied
	30
	10
	3.33



Table 1: Satisfaction level of BEST members
(Source: Researcher)


Figure 1: Customer satisfaction in BEST GYM
(Source: Researcher)

Analysis: From this analysis it has been clearly observed that 23% members are strongly dissatisfied with the service of BEST gym and 26% members are dissatisfied with their service. The data highlights that dissatisfaction rate is higher than the satisfaction rate in this organization, which ensures the customer retention challenges in BEST gym.
From the perspective of market indicators of retaining customers will include customer satisfaction from different services and the benefit of handling complaints. Satisfaction of customers results in customer loyalty and it is ultimately result of the organisation which can create benefit for the customers in order to increase the purchases from organisation.Best gym must focus on building loyalty among its customers by delivering satisfying and less expensive services. This can also give competition to other fitness centres in the market of China. The organisation must have focus on the present customers and have a clear target market. Interaction must be more to retain the customers and built close relationships with them. It is necessary to anticipate to the needs of customers as well as respond them before other fitness organisation does.Customer satisfaction fosters customer loyalty to an extent which becomes prerequisite to maintain the favourable attitude and recommend as well as join that particular gym centre.
Q2. What is the possible way to improve the deficiencies of BEST gym?
	Criteria
	Total respondents
	Responded
	Percentage (%)

	Unique service
	30
	5
	16.66

	Reward program
	30
	12
	40

	Taking feedback
	30
	5
	16.66

	Be credible 
	30
	7
	23.33



Table 2: Ways to improve the customer retention power in BEST GYM
(Source: Researcher)




Figure 2: Suggestion to improve the customer retention in BEST gym
(Source: Researcher)
Analysis: From the above data it has been found that 40% candidates support the reward program to improve the customer base in BEST gym. Based on the responses obtained from the majority it can be said that reward is the most effective way to reduce the deficiencies in BEST gym.
It is highly necessary for the fitness professionals to take care of the needs and demands of the customers each and every time the visit gym. Not only for retaining the existing customers but also for attracting the customers they must leave an attracting impression on the customers. The professionals must be well behaved and shall take feedback every time from the customers. It is necessary to provide unique services like Wi-Fi services and parking lots as some amenities for attracting customers. Also, it can provide services at a cheaper rate than its competitors in the Chinese Market. However from the analysis it can be seen that 40% of the candidate has approved reward programs which can include different rewards for employees depending on their sale of services. It can also indicate for leave approval on emergencies or on occasions so that the professionals can get some rest and relax their minds.


Interview:
An interview has been conducted between the two managers of BEST gym.
	Questions
	First manager
	Second manager

	How far do you agree that poor customer retention impacts on BEST gym?
	“According to my viewpoint our health club has been facing severe issue due to loss of old members. Our gym has lost its profit, which is a big concern for today”
	“As per my opinion providing concentration on new customer is good however, our organization needs to value the old members otherwise the repeat purchase will be decreased” 

	What is the current strategy that your organization wants to take to solve this issue?
	“According to me, reward program will be the most effective way to retain the old members and attract the new members”
	“As per my viewpoint having a reward program and unique service offer will be beneficial to retain the old members”. 



Analysis: From the above table it has been observed that both managers of BEST gym have agreed that their customer base is poor due to low number of old members. Therefore, such current challenge has a negative impact on the profit margin of this gym. On the other hand, both managers support the reward program as a strategic tool to improve their customer base. However, the second manager gives special emphasis on delivering unique service to create trust in the old members. 

Secondary analysis via thematic analysis
Theme 1: Low customer retention impact more on the health clubs in China
As commented by Zopiatiset al.(2017), customer retention is a necessary aspect for every business. Studies show that fitness industry in China is growing rapidly and providing more attention to the new members rather than retaining the old members. This brings a big challenge for the fitness industries as their revenue has been decreasing day by day. As argued by Loyyland Kumar(2017), for an organization it is crucial to give effort on retaining old members besides attracting new members. Giving more and more attention to the new members leads this industry to face homogenous competition, which affects the business. Such marketing technique may provide short-term profit to the fitness industry but it will be detrimental for long term profit. 
Chinese urbanities include trading of designer handbags against the gym bags as well as stilettoes for the sneakers. With the increasing count of the Chinese consumers who are impressing more healthy and active lifestyle it is noticed that there spending nature are also moving beyond the customer products. Provided the expanding and affluent base of consumers in China considering the market of fitness and health a slight push from government can result in in a more effective Nation and slowdown of the fitness industry is as of now not a prediction. Therefore, loyal base of customer is highly important for best gym to increase and expand its business.
Theme 2: Role of fitness professionals in improving customer base in health clubs
The fitness professionals play an important role in promoting the customer base in fitness industry (Elkjaerand Brandi 2018). Nowadays, emerging competition and low customer base are the major challenges of fitness industries. To deal with these challenges the fitness professionals have taken their own responsibilities allowing them to motivate the old members. Such professionals are able to manage the customer expectation, which results in increasing the customer retention power. These fitness professionals have the ability to make an interpersonal relationship with the members while delivering them service. This creates value for the members and influences them to re-visit these organizations. 
Customers can often get upset when their expectations and needs are not fulfilled as they feel that the professionals are not responsible and accountable for their satisfaction level. It is necessary for making the customers and clients work out as much as they want to do and not spending time on gossiping with others. If any customer is satisfied through the services of gym club then he or she will definitely recommend it to other persons because fitness centres are some places which gets famous more for word of mouth marketing then and any other promotional technique. Since a huge market of fitness and health centres exist in China it is necessary for best gym to look out for the customers by providing cheap rates and also dieting experts. The role of professionals is not only to make them workout but also make them relaxed by counselling their minds true sharing thoughts and opinions. 

[bookmark: _Toc8141191]Findings
SWOT analysis
	Strengths
· Strong brand identity
· A wide range of fitness services
	Weaknesses
· Poor customer base
· Retention power is low 
· High operating cost

	Opportunities
· Development of peripheral product
· Improve the business quality
	Threats
· Extreme market competition
· Decreased number of old members 



Table 3: SWOT of BEST gym
(Source: Tanet al. 2018)
Analysis: From the above SWOT table it has been received that strong brand identity is the major strength of BEST gym. At present this organization has two branches and the actual brand is known as Wuhan Best Sports Development Co. Ltd. This brand identity makes this fitness company famous in China (Adizes et al. 2017). However, this organization offers a wide variety of services like sports fitness services. Nowadays, this fitness company has been facing challenges due to low customer base and poor retention power. However, due to their high opening cost such organization focuses more on new customers as a result, the old customers become disappointed. Such decreased number of old members and high competition are the major threats of this organization. Despite these challenges the organizational consultant has brought opportunities for this organization in terms of market expansion through peripheral products.
PEST analysis
	Factors
	Impacts

	Political
	Changing policy of Chain government
Legal framework for digitalization is in early stage

	Economic
	High GDP
High property price
Inflation rate is high

	Social 
	Changing demographics
Literacy rate is high

	Technological
	Unsafe online payment
Mobile telecommunication


Table 4: PESTanalysis of Fitness industry in China
(Source:Tanet al. 2018)
Analysis: From the above PEST model it has been identified that external forces have a huge impact on the fitness industry in China. Presently, the policy of China is favourable to run the business. But changing policy of China government may hamper the operation of a business. So, it is very good scope for the compny to expand their business network. However, the legal framework of digitalization is now at early stage, which hampers the flow of a business (Tanet al. 2018). Due to the complex legal framewoek of China, most of the company hesitate to invest in China. On the other hand, high GDP in China is suitable for BEST gym to invest more in their service as such GDP growth highlights the increased purchasing power of consumer. Besides this opportunity high inflation rate and property price also affects the business expansion of China fitness industry. On the other side, due to high inflation the company have scope to increase the price of service i.e, increase to sales revenue and profitability. China is a vast populated country. There are signicant chance for the company to enhance the customer base and enter into new market. However, the literacy rate is high in China that ensures the health consciousness of people, which is beneficial for fitness companies to enhance their customer base. The communication technology makes every business industry fast in China however, the unsafe online transaction often hamper the trust of consumers in business industry.  From the above findings it has been observed that retention of old member is the basic issue of each fitness company that needs to eradicate for organizational success. Several internal and external factors have a great impact on customer retention. In the context of BEST gym, the management has a tendency to cover their opening cost through selling the service. For this purpose they provided more attention to the new customers, which hampers the customer base. 
[bookmark: _Toc8141192]Strategic recommendations
Implementation of reward
Providing reward to the old as well as new customers will be an effective approach for BEST gym to retain its customer. However, the old members of any organization expect more from an organization that leads them to re-visit this organization. This reward strategy will help this fitness company to retain its regular customers besides attracting the new one.
Similarly, for the employees there must be some awards and recognitions on their efforts to be made over customers and making communications with them. 
Provide value to customers
The management of BEST gym needs to develop a customer community around its brand. This creates value for the customers. As a result, the organization will be able to make a close relationship with the customers. Moreover, the fitness professional of this organization needs to communicate with the old member and understand their choice and desire related to the service. This allows the customers to feel valuable in this organization. 
Customers can be often felt valuable by offering them membership and discounts on the count of visits the make. More the customer visits more shall be the membership reward or discount on annual payment. Seasonal discounts and offers can be provided such as “on occasions of Christmas, the first 50 joiners can get 50% cashback on their annual payment”.
Establishment of customer loyalty program
Introduction of a customer loyalty program would be beneficial for BEST gym to influence its regular customers. Such loyalty program boosts the trust of regular members and assists them to attach with this fitness club. Moreover, the fitness professional of this organization needs to align the expectations with their old members on a regular basis.  
[bookmark: _Toc8141193]Conclusion
This study deals with the current challenges of fitness industry in China. In order to cover the high opening cost BEST gym has provided more focus to new customer rather than satisfying their old customers. This hampers the strength of customer base as well as their retention power. It has been received that by applying reward, loyalty program and value creation this fitness company will able to mitigate its current risks associated with customer retention.
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SWOT of China fitness industry
S-Strong brand recognition
W-poor customer retention
O-high demand in the market
T-Huge competition 
PEST of China Fitness industry
[image: Image result for pest of china]
Figure 1: PEST of China Fitness Industry
(Source:Tanet al. 2018)



Percentage (%)	
Unique service	Reward program	Taking feedback	Be credible	Dissatisfied	13.33	26.66	3.33	23.33	3.33	



Unique service	Reward program	Taking feedback	Be credible	16.66	40	16.66	23.33	
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