With Towel Tracker, high tech towel service becomes an add-on that elevates
member experience while maximizing towel retention
Headquartered in Manhattan, Blink Fitness is a value brand that
provides 400,000+ members with a premium gym experience at a
budget friendly price. Blink has over 80 locations across New York,
New Jersey, Pennsylvania, and California, another 25 locations in
development, and 300 total gyms projected within the next
several years. Every Blink gym provides a warm, friendly, and
ultraclean “Mood Above Muscle” workout environment that
incorporates “Mood Lifter” employees, bright and colorful
interior design, upbeat music, and easy-to-use technology.

The Towel Situation

Blink Fitness previously did not offer towel service to members. David Collignon, Senior Vice President of Operations,
explained: “We’re a value brand… it was just too expensive for us from a capital standpoint.” As a result, members
wanting to use towels at the gym either brought their own from home or purchased them from the front desk.
However, many of these members really preferred the convenience of towel service. “We received hundreds and
hundreds of surveys every month, in Manhattan specifically,” explained Collignon. “They’d say, ‘Hey, we get it, I
understand it’s hard for you to offer towels, but it would be great if you had them.’” He added, “Frankly, I was one of
those people. I live in North Jersey, come into Manhattan every day and work out with one of our trainers, and I had to
lug towels back and forth. After forgetting towels and buying about 25 of them, I realized that something like this
would be such a huge value for us.”

The Solution

Blink Fitness’ interest in Towel Tracker began at a conference and expanded from there. According to Collignon, “We
explored it, we spent some time understanding it, and then ultimately moved to a pilot to try it at a few gyms.” After
Towel Trackers were installed at two bustling Manhattan locations, Collignon kept a watchful eye on their performance.
He specifically wanted to determine exactly how Towel Tracker would work at both locations, whether the overall
process could be managed to Blink’s expectations, and whether members actually wanted Towel Tracker towel service
and felt it added value to their experience. “We found clearly after two gyms that it did,” stated Collignon. “So then we
rolled it out to an additional 9 locations. And just recently we have rolled Towel Tracker out to 3 more locations, to test it
in both suburban and urban locations.”

Benefits
Following are benefits that Blink Fitness has experienced in locations where Towel Trackers are deployed:
• Enables Blink to offer towel service as an add-on
Collignon explained, “If I want to opt into towel service and I
believe this adds value for me, I can opt into it. So we offer it
as a recurring add-on, something that you will be billed for
every month, just like you will be billed for your monthly
membership. It’ll show up as a separate line item so that
you’re clear on what’s actually hitting your monthly billing.”
He added, “I think people see it as a great value.”

Benefits (continued):
• Maximizes towel retention
With Towel Tracker, Blink Fitness club managers know exactly which members have
taken towels home, either accidentally or otherwise. These members receive an
automatically generated email that politely reminds them to return the towels.
Collignon elaborated: “We’re happy to give you 48 hours to return that towel, no
problem. If there’s a reason why you can’t, no big deal. Just let us know, shoot back
an email, and we’ll extend it… but if they don’t return it, they will be billed. I’m happy
to say that 98-99% of towels are returned within 48 hours.”
• Strong acceptance and adoption among urban commuters
With numerous Blink Fitness gyms located in Manhattan and in other large cities,
Collignon recognized a strong need to offer towel service to commuters. He
explained, “Towel Tracker has a very strong acceptance and adoption among these
members, because many people who come to the city are commuting from
suburban markets, and they don’t want to carry a towel back and forth with them.
So for us, Towel Tracker was a no-brainer. It adds really great value for our members
to be able to just come in, grab as many clean, fresh towels as they need, drop them
back in the bin when they’re done, and not have to carry them with them all day. It’s
a great experience for our members.”
• Maximizes square footage
“Using our space efficiently is really, really important,” stated Collignon, particularly
in Blink’s urban locations, where square footage comes at a premium. He
elaborated, “People come to a gym because they want to work out, they want
equipment, and they want it to be available. So getting as much exercise equipment
into a space and making it a good experience is critical. That’s where Towel Tracker
has worked well for us.”

“At Blink Fitness, we use
technology like Towel
Tracker to make our
members’ experience
better, simple, and easier
to transact with. I would
recommend looking into
Towel Tracker, I would
absolutely recommend
piloting it… it’s been a
great product for us.”
David Collignon
Senior Vice President,
Operations

• Contributes to overall cleanliness
Keeping gyms sparkling clean is a core company value for Blink Fitness. With Towel Tracker, Blink gyms continue to be
as spotless as ever, because members do not leave used towels on fitness equipment, on the floor, or scattered
throughout locker rooms. Instead, they place them in Towel Tracker’s return bin, because they know their towels are
being tracked.
• Requires minimal labor hours
With Towel Tracker, Blink locations can provide towel service without a dramatic shift in employee work priorities or
productivity. “It just requires receiving towel deliveries from our laundry service during the day, getting the towels
ready, putting them in the machines, and keeping it maintained,” explained Collignon. “Employees don’t have to do
too much other than manage the drop-offs and the pickups.” Collignon added that since Blink employees are not
involved in the tedious process of checking out, picking up, washing, and folding hundreds of towels every day, “This
allows our employees to continue talking to our members. They can walk over and say, ‘Hey, let me show you how to
use this piece of equipment. What else can I do to make your experience better?’”

Summary

Describing the overall implementation of Towel Tracker, Blink’s Senior Vice President of Operations David Collignon
stated, “I was very adamant about wanting to bring in a turnkey solution, and Towel Tracker was willing to do that. They
really worked with us on making it turnkey.” He added, “At Blink Fitness, we use technology like Towel Tracker to make
our members’ experience better, simple, and easier to transact with. I would recommend looking into Towel Tracker, I
would absolutely recommend piloting it. I’d pilot it and give it a whirl. It’s been a great product for us.”

