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Goal 
 
The goal of the webinar is to demonstrate the various member communication tools that Club 
OS offers.  

 
Outline: 
 

1. Login: Log into anytime.club-os.com. Click here to learn more about browsers that are 
currently supported. 

2. Follow-up 
2.1. Overview and Purpose of the Follow-up Window 

2.1.1. Overview  
 

The follow-up window displays information about prospects (orange 
icon) and members (pink icon) that need to be contacted for follow-ups. 
Follow-ups are not sent automatically and need to be completed 
manually. When an employee comes to work, this follow-up window will 
provide a list of individuals that need to be contacted for follow-ups by 
that employee.  
 

 
 

2.1.1.1. Viewing Follow-ups 
 

● Viewing as Club Admin/Location Manager 
As a manager you will be able to see your own 
follow-ups as well as the whole club’s follow-ups. 

 
● Viewing as Salesperson 

As a salesperson, you can only view your own 
follow-ups.  
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2.1.1.2. Filtering Follow-ups 
 
To view follow-ups for a specific employee/location/membership 
status use the filter option available in the follow-up window. 
Filtering allows you to narrow down the follow-up display list. For 
instance, if you filter by location, you can view all follow-ups that 
are scheduled for that location. 

 

 
 

You can also filter by membership status. For instance, if you 
filter by ‘Web Lead’, the follow-up window will display all 
follow-ups that are scheduled for Web Leads.  

 

 
 

 
 

2.1.2. Goal of the Follow-Up Window 
 
The purpose of the follow-up window is to provide users with an easy 
way to complete follow-ups with members and prospects. Each day, a 
list of follow-ups that need to be completed will display in the window. 
These follow-ups are supposed to be completed by the employee by the 
end of their shift. Any follow-ups that are left will roll over to the next day 
and will be considered overdue (marked by red color ). The goal is to 
avoid any red overdue follow-ups so that each day a fresh list of 
follow-ups (purple) are displayed in the window. 
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Note: 
 

If an employee is not available on a certain date, it is advisable to mark 
their availability as ‘off’ so that any follow-ups for that day can be 
pushed over to the next working day. Vacations are also handled in a 
similar manner ensuring that follow-ups do not display in the employee’s 
absence. 

 
2.2. Procedure for Completing Follow-Up 

 
 

 
 
 

Step 1: Select the member/prospect to follow-up with and then click on the 
‘follow-up’ button next to their name. This will open up the follow-up window. 
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Step 2: Examine the follow-up window for useful information as discussed 
below: 

 
● Notes: Read the notes on the right of the window to gather 

important information about the follow-up being performed. 
Notes appear on the right side of the follow-up window and will 
help with personalizing follow-ups 

 
● Email Campaigns: A list of email campaigns currently being sent 

to the member/prospect will display under the section marked 
‘email campaigns’. This will help in further personalizing the 
message and being aware of what correspondence has already 
taken place with the member/prospect. 

 
Step 3: Choose the method of communication. System allows for three types of 
communication as explained below. 

● Call 
○ To complete a follow-up by phone, simply click on the call tab on 

the left side of the window. The outcome of the call needs to be 
marked by clicking on the outcome drop down menu. Also, 
ensure that any important notes are captured. These notes will 
then display on the follow-up window in the notes section. 

● Email  
○ To complete a follow-up by email, click on the email tab on the 

follow-up window. If an email script was saved, it will display on 
clicking the email tab. If dynamic content was used while 
creating the script, the email will be customized automatically. 
For instance, if dynamic content was used to write the recipient's 
first name, then the first name will be displayed automatically on 
clicking the email tab.  

 
Tip: Browse the AF blog regularly and include links to interesting 
articles to members in emails. 

● Text 
○ To complete follow-ups by text, click on the tab marked ‘text’. It 

is advisable to keep the length of the text short. Longer 
messages can be sent via emails. 

 
Step 4: Use other options on the follow-up window as explained below: 

 
● Override date 
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○ Setting an override date allows you to customize the next 
follow-up touch point. This can be very useful in certain 
situations. For instance, if you spoke to a member at your gym 
and found out he is going for vacations, you can override his 
next follow-up date to coincide with his return. If the override 
option is not used then the member will be contacted for their 
next touch point according to the follow-up schedule. 

 
● Other 

 
○ In the other tab, you can mark the member/prospect as: 

■ Not interested: If the member is not interested in any 
further follow-ups 

■ Override: override the next follow-up date if needed. For 
instance, if you already met a member earlier in the day 
and would like to override their follow-up, the system will 
allow you to do that. 

■ Transfer: This option allows the follow-up to be 
transferred to another staff member if needed. 

 
To learn more about completing follow-ups, click here.  

 
2.3. Direct Follow-Ups and Capturing Notes 

 
Direct follow-up is a feature within Club OS that allows the staff member to 
contact the member/prospect directly without waiting for the scheduled 
follow-up to show in the follow-up window. The purpose of this is to allow staff 
members to handle situations where contact is made with the member/prospect 
outside of the typical follow-up schedule. For instance, if a staff member meets 
a gym member and is informed that he/she is leaving on holiday for 4th of July, 
this information can be recorded using the direct follow-up method. To capture 
this information, complete the following steps: 
 
Step 1: Search for the member/prospect’s name and navigate to their profile. 
 
Step 2: Click the ‘Send Message’ widget, located in the banner across the top 
of the member/prospect’s page. This will open the follow-up window.  
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Step 3: Send a text/email to the member if needed to follow-up. A call can also 
be made if needed.  
 
Step 4: If a follow-up is not needed, and only useful information needs to be 
recorded as notes, then navigate to Prospecting → General . Scroll down to the 
section marked ‘Lead Notes’. Any useful information about the employee can 
be recorded here. Lead notes sync with club hub and so information will also 
be transferred to club Hub. These notes will show up on the right side of the 
follow-up window the next time you follow-up with the same member. This 
allows you to offer a special customized service to your members. 
 
Step 5: Determine if  an override date needs to be set up. To set an override 
date, navigate to Prospecting → Follow-Up  and then set the override date. 
 

2.4. Follow-Up Schedule & Script 
 

The follow-up schedule outlines how often follow-ups will be made for different 
statuses within Club OS. The schedule and script for the follow-up is provided 
by corporate but can be edited if needed. To request the ability to edit, contact 
the Club OS customer success team. 
To access the follow-up schedule navigate to My Club → Follow-Up . You can 
view the follow-up schedule for any of your locations. 
 

 
 

Editing/Inserting/Deleting Scripts 
 
The software allows you to use scripts as needed. Scripts can be inserted for 
emails and texts. You can also add dynamic content. It is recommended to 
have scripts in place for each of your scheduled follow ups. A green box 
indicates that a script is available, whereas a red box indicates the 
unavailability of a script. 
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 Deleting scripts  
Scripts can be deleted by clicking on the letter ‘x’ next to them. 

 
Inserting scripts 
To insert a script, click on the text labeled ‘script’. Next, customize it as needed 
by using pictures and dynamic content. This email script will display in the 
follow-up window when following up with a member/prospect. A separate script 
can be inserted for, text, email or call follow-ups. 

 
 
2.5. Follow-up Schedule Logic 

 
The follow-up schedule defines how often members/prospects in different 
statuses are scheduled for follow-ups. The value in each box defines the 
number of days from the last follow-up that the next follow-up will be scheduled. 
The last box contains a value that will be repeated until the status changes or 
the member is marked as ‘not interested’. 
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Green box = follow-up script is available 
Red box = follow-up script is not available 

 
To learn more about the follow-up logic, click here. 

 
Member Movement and Change of Status: 
 
Members move through the follow-up schedule based on their statuses. Each time a 
status changes, the follow-up schedule halts at that point and is reset according to the 
new follow-up status that the member is in.  
 

● Lead → Active guest: If a lead takes a tour of the gym and activates the 
guest pass, the status changes to active guest.  

● Lead → Member: If a lead takes a tour and then buys a membership the 
status changes from lead → member. 

● Web Lead → Active guest → Expired guest: If a web lead, Mark, fills out 
the form, he will be considered a web lead. If he comes into the gym and 
activate his guest pass, he will become an active guest. If the guest pass 
expires, then the status will change to expired guest pass. 

● Lead → Missed guest: If someone takes a tour of the location but does not 
buy the membership or guest pass then that person will move in the missed 
guest queue. 

 
For a detailed description of the follow-up statuses, click here. 
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3. Email Campaigns 
 
There are two types of email campaigns (automatic and blast ) that can be set up  
through Club OS. These campaigns are defined and covered in detail below. 

 
3.1. Automatic Campaign 

 
Automatic campaigns run in the background and automatically send campaign 
emails when prospects/members achieve different statuses. Eg- you can set up 
an automatic campaign to send emails every time a new member joins the 
gym. These campaigns have the power to reduce the number of manual 
follow-ups that need to be completed (through the follow-up window). 

 
Viewing Active/Draft /Inactive Campaigns: 

 
To view a list of active, draft, and inactive campaigns, navigate to  
Marketing  → Automatic Campaigns . 
 

 
3.2. Adding an Automatic Campaign 
 

To set up an automatic campaign, navigate to ‘Club Emails’ and then select 
‘Automatic Campaigns’. Next, select ‘add automatic campaign’ to add the 
campaign. Fill out the required fields as needed. 

  
   Club Emails → Automatic Campaigns → Add Automatic Campaign 

 

11 



 
 

There are four sections (setup, recipient, content, send ) in this part that need to 
be completed. 

 
3.2.1. Setup 

 
 

3.2.1.1. Name: This is the name of your campaign for your own records 
only. The client does not see this. It is recommended to choose 
a brief appropriate name for campaigns. The name of the 
campaign will appear in the follow-up window under campaign 
names. 
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3.2.1.2. Subject Line: This is what the client will see as the subject of 
your email. You can personalize it with dynamic content. In the 
example shown below, first name has been added as dynamic 
content. When the email is sent first name will be replaced with 
the name of the member. This feature is highly beneficial for its 
customizing capabilities. 
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3.2.1.3. Campaign Type: You can set the status type here.There are 
six different types of automatic campaigns that can be set up. 
These are defined below: 
 

Campaign Types Decription 

Status Drip Status Drip campaigns are sent after a 
recipient becomes a certain status. For 
example, when a new lead is added or a 
guest pass expires. Status drip campaigns 
can be created to reduce manual follow-ups. 
It is recommended to create separate email 
campaigns for each of the separate statuses 
so manual follow-ups can be reduced (if 
needed). Some of the statuses that these 
campaigns can be created for are  

● Lead 
● Weblead 
● Referral 
● Appt booked 
● Appt no show 
● Active guest 
● Expired guest 
● Missed guest 

 

No Check-In Drip No Check-In campaigns are sent when a 
member hasn’t checked in for a selected 
number of days. 

Member Join 
Response 

This is sent out as soon as a member joins 
the club. 

New Prospect 
Response 

This is sent out as soon as a new prospect 
is added to the system from an external 
source. 

Birthday This type of email campaign is triggered by 
a member’s birthday and it sends them an 
email. Please note that this will only work if 
the member’s birthday was stored in the 
system. 
 

Successful referral drip Successful referral drip campaigns will send 
an email to a referring member when one of 
their referrals joins the club. 
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3.2.1.4. Send From: You have the option to choose which email your 

campaign is being sent from. Campaign emails 1 & 2 are set up 
through My club-->Location settings. 

 

 
 
 

3.2.2. Recipients 
 

3.2.2.1. Target Audience: This is where you will select the recipient of 
the email through the drop down menu. Additionally, built in 
filters can be used for setting further parameters for the 
recipient list. 

 
 

 
 

3.2.2.2. Gender: If you have a gender specific event, then you can 
select the gender in this option.  
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Note: when adding prospects, gender needs to be accurately 
selected for this filter to work correctly. If gender is not selected 
at the time of adding a prospect, it defaults to men. 

 
3.2.2.3. Age Range: If birthdays are entered in the system, you can 

filter campaigns by age range. 
 

3.2.3. Content: In this section, you will enter text in the body of the email. 
You can insert any dynamic content, links and pictures. Also, by utilizing 
the check box labeled ‘include logo in header’ you can include or 
exclude the Anytime Fitness specific logo. 
 

 
 
 

3.2.4. Send 
 

3.2.4.1. Save: At this step, you are required to send yourself a test email 
to preview what your email looks like before it is sent to the 
target audience. When this step is complete, you can send out 
your campaign email. 
All active campaigns are scheduled to send daily at 8:15 am 
EST. 

 
Note: Before building email campaigns to replace some of your manual 
follow-ups, connect with your Club OS account manager and make any 
necessary changes to your follow-up schedule. This will ensure that duplicate 
correspondences are not being sent to your members. 
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3.3. Blast Campaign 
 
A blast campaign is used for emails that are sent out once.After the campaign 
email is sent it becomes inactive. 
 
Viewing Active/Draft /Inactive/Templates Campaigns: 

 
To view a list of active, draft, template and inactive campaigns, navigate to  
Marketing → Blast Campaigns . 

 
Template campaigns are provided by the Anytime Fitness corporate team and 
can be utilized by your location. To use a template campaign, copy it by clicking 
on the copy icon. This will bring you to the email setup page which can be 
customized. 
 
 

 
 
 
To set a blast campaign navigate to ‘Marketing’ and then select ‘Blast 
Campaigns’. Next, click on ‘Add Blast Campaign’ to add the campaign. 
  
Marketing → Blast Campaigns → Add Blast Campaign 
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There are four sections in this part that need to be completed. 
 

Setup 
 

● Name:  This is the name of your campaign for your own records only. 
The client does not see this. It is recommended to choose a brief 
appropriate name for campaigns. The name of the campaign will appear 
in the follow-up window under campaign names. 

● Subject Line: This is what the client will see as the subject of your 
email. You can personalize it with dynamic content. 

● Campaign Type: You can set the status type here. Since this is a blast 
email, the email will be sent out only once. After the email is sent, the 
campaign will become inactive. You have the option to customize the 
date you are sending the blast campaign on 
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● Date: Choose the date you would like the email to go out. If you choose 
today’s date it will send immediately. If you choose a future date the 
email will send at 8:15 AM EST on the day selected. 

● Send From: It is recommended to select ‘assigned membership follow 
up email’ for this field. This will give the impression to the client that they 
are being contacted by a staff member they have previously interacted 
with. 

 
Recipients 

 
● Target Audience:  This is where you will select the recipient of the 

email. 
● Gender: If you have a gender specific event, then you can select the 

gender in this option. 
● Age Range: If birthdays are entered in the system, you can filter 

campaigns by age range. 
 

Content 
 

● Content: In this section, you will enter text in the body of the email. You 
can insert any dynamic content, links and pictures. 

 
Send 
 

● Save: At this step, you are required to send yourself a test email to 
preview what your email looks like before it is sent to the target 
audience. When this step is complete, you can send out your campaign 
email. 

 
Click here to learn more about sending blast campaign emails. 
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3.4. Campaign History 
 

This gives a breakdown of the emails sent, opened and clicked on. You also 
have the option to view past campaigns. By default, this page displays 
campaign history for the current month. 
 
Marketing → Campaign History 

 
 

 
 
 

Result: 
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