Team MindBody announcement —
27 March 2025

Recently | let you know that we are going to switch from Zen Planner to MindBody. | am
going to be announcing this to our members tomorrow, and wanted to give you a bit more
information first. This will mean you’re able to answer questions, and even more
importantly, help create a positive vibe in the studio about the switch and get members
onboard.

Ill also put a copy of this document in the Team Facebook group. You’'ll be able to
download it from the Files tab of the group (see screenshot)
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Outline of client communication

I will:

e send an email to our member and subscriber mailing lists (so all clients, whether
members of dropins have the information)

e Postin the closed Facebook group

e Add information on our website

e Organise posters and fliers in the studio

It would be great for you to talk to people in class. | have already spoken with some of
those in my classes, and their initial response was ‘not again’, but when | spoke about the
benefits, they were enthusiastic. So please, make sure you know the benefits to clients (see
below).



Background

History of our membership

It began as a year membership that could be cancelled anytime after the first 12 weeks,
and auto-renewed at the end of the 12 months.

Payments were in 4 week cycles, and all unused classes expired at the end of 4 weeks.
We wanted to give members more time and flexibility to use their classes, so we
changed to the current structure of 12 week cycle.

Problem with current structure

A bit complicated and a lot of people have trouble understanding how it works
Members find it difficult to keep track of when their 12 weeks ends

Instead of seeing the 12 weeks as extra time to use their classes, some people see it as
not enough time to use their classes.

The payment processor associated with Zen Planner charges clients $14.80 every time a
payment fails (something we can’t do anything about, but which clients sometimes
believe is our fault)

How we will set it up in MindBody

Revert to the 12 month membership that can be cancelled after 12 weeks (important for
people to know they will not be locked in), with 4 weekly payments, and auto-renewal at
end of 12 months.

Class allocations will be issued every 4 weeks, and will be available for use for a full 8
weeks. This means there won’t be a hard cutoff date where all unused classes expire.
When classes are booked, MindBody will use the oldest class allocations before using
the more recently issued ones.

| considered giving them 12 weeks, but this would create an extra layer of complication
and we are trying to simplify, and | have found the more we give, the more is expected.

Communication to clients

Key points for speaking to clients in class

Simpler membership | ¢  We’ve listened to people’s challenges with our current membership
structure structure and problems they are having with Zen Planner.

e The new membership structure will be simpler to understand

Flexibility e They won’t be locked into a year, and can still cancel after 12 weeks

e They don’t have to keep track of both payment dates and the end of the
12 week cycle

e They will have an additional 4 weeks to use ALL class allocations, which
will give them more flexibility / time to use class allocations than the
current structure

No failed payment e If a payment fails (eg due to insufficient funds) the payment processor
fees will not charge them anything (the Zen Planner payment processor




charges $14.80)

Communication and
support

There will be two way texting functionality

There will be an online chat bot that will help you with common
problems, and a userfriendly support system

We will be working to provide additional client support and training as
we make the transition.

Improved user
experience

MindBody is well established and an industry leader, so we believe it will
be more reliable with less glitches

Timeline overview

We are expected to go live mid May (I can’t give you the exact date yet).

Phases of transition

e Early to mid April — pre-migration (setting up MindBody, communication, preparing

training materials

e Late April / early may — migration (data migration, manual data entry of non-
transferable items, testing and verification, staff training, final client communications

e Mid May — go live (system launch, intensive support period, monitor and trouble shoot)

e Late May — post implementation (troubleshooting common issues, success stories,
support contact details).




