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🚀 Moxie Pass launched Tuesday, September 15th

Since then, iterative user experience updates that have been implemented 

1. Ability to change your plan on Web

Coming Soon
 
1. Ability to change plans in App (iOS)
2. Ability to upgrade and have it be effective immediately 
3. Ability to change plan or start paid sub immediately when tickets run 

out (in class reservation flow) 

IMPLEMENTATION 

STATUS



1. Better understand people who were taking classes with Moxie Pass
2. Who are they? What are their goals? Switch behavior and pains? 
3. And ultimately identify strategies for how we might reproduce them

RESEARCH 

GOALS



Who we talked to*

1. Majority of the outreach was people who signed up for Moxie 
Pass and took classes

2. One round of outreach for people who signed up for Moxie 
Pass and cancelled

*Extremely cognizant of duplicate communication

15 total interviews conducted

OUTREACH



KEY TAKEAWAYS



Kidnapped

Blind allegiance to favorite 
instructor

Shepherded onto Moxie

Never shopped for a solution

Will recommend the instructor 
before recommending Moxie

Moxie does not provide a dramatic 
change to their fitness lifestyle 

Shoppers 

Interested in replicating past, 
making a change to present or 
starting new fitness routine

Familiar with online fitness, or at 
least willing to try or continue

Actively searching for a fitness 
solution

Does not require much convincing

Have an idea of what they want

More likely to see fitness ads 
because of their search behavior

How might we enable them to 
self-select Moxie as a solution by 
way of content or campaign? 

Non-Shoppers 

Traditional gyms proved to be a 
misfit

Unfamiliar with online fitness, 
skeptical

Achieving a fitness routine and 
lifestyle feels hopeless

Requires much more convincing or 
persuasion

Not actively looking for a solution

Less likely to see fitness ads 
because they gave up searching, 
ads are ignored

Highly influenced by what they want 
to avoid
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People who follow an instructor don’t seem to be reliable Moxie Pass adopters.

I only have two weeks, it was a no brainer to use the tickets towards my favorite 
instructor. Looking for something else feels time consuming.

I wish my favorite instructor had a certain type of subscription that better supported 
my needs, I thought that Moxie Pass might help me do this. 

I’m settled into my routine already, paying for classes via my instructor’s subscription 
feels more economical. 

I am interested in adding variety to my routine, however I’ve already formed an 
“emotional connection benchmark” with my favorite instructor. These intangible 
expectations make it feel too difficult to find someone else who could also be great. 

I want to have “shared memories” with my instructor, it feels difficult to do that online 
with someone new. If I do decide to take a class, the experience feels 
underwhelming.
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The breadth of Moxie Pass can be misinterpreted. 

I am not interested in taking particular methods of classes (i.e. virtual or on-demand, 
etc) offered with the Moxie Pass. Therefore the pass doesn’t feel like the right fit for 
my preferences and/or needs. It can also feel like I’m paying for options I will never 
use. 

I’m used to the way things were, I miss the subscription offerings I had access to in 
the past*. (*NextPhase/Moxie specific) 

  

ki
dn

ap
pe

d

sh
op

pe
rs



The Moxie marketplace conveys breadth, but that isn’t always well received. 

It’s difficult to feel like there is a possibility of connecting with any of these 
instructors, they’re all strangers to me. I find that browsing instructors and classes to 
be cumbersome, time consuming and overwhelming.

I prefer to find classes where someone else is signed up, I don’t want to be the only 
one in class. 

I want to differentiate the hobbyists from the professionals, I am open to both but it's 
helpful to know their intentions so that I may set my expectations appropriately. 

I relied on word of mouth in the gyms and studios to find my favorite instructor, 
reading reviews would be incredibly helpful for me to navigate and inform my 
decision-making.
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Fitness is aspirational. 

Upon signing up for the Moxie Pass free trial, I had big goals and ideas–these were 
probably too unrealistic in the end. If I didn’t end up fulfilling these goals, I end up 
questioning if the Moxie Pass was a good fit/if I will use it enough.

I arrive to Moxie with big goals. Help me form stronger habits during the free trial. 
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Fitness is multidimensional. Many seek to enhance and/or complement their 
fitness routine. Either adding something completely new to their to their favorite 
parts, sprinkling in more of their favorite, or filling gaps that exist. 

Based on my needs, the monthly subscription for Moxie Pass feels like a larger 
financial commitment than I’m willing to make at this time.

It would be extremely ideal if I could purchase a bundle of tickets and use them on 
my own time. Moxie would be able to provide flexibility, convenience and cost 
savings for me and my fitness routine. 

Based on my ideal fitness routine, I typically prefer to take classes a certain way 
(virtual, on-demand, or in-person). It can feel like I’m paying for types of classes I will 
never use. If I’m happy with a certain part of my solution, I am not open to 
switching.)
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The amount of accessible options can influence behavior. 

Based on where I live, my geographical environment can either present an 
abundance of options, or very few. Noticeable small town vs. big city differences.
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Not enough tickets to complete the task can create barriers and delays. 

I’m not sure how to reconcile the economics, I will resort to what I was doing before 
Moxie Pass, promise myself to come back later, or give up altogether. 

In these moments, it’s not clear to me how much money I’m saving. It feels 
confusing and counterintuitive. 

  

sh
op

pe
rs



Kidnapped Shoppers Non-Shoppers 

Prior to Moxie Pass we had an abundance of “kidnapped” and “non-shoppers” users, our aim was to attract new 
“shoppers” to the platform. 

Moxie Pass is geared towards helping solve real pains or gaps for people so that they can feel supported and 
successful navigating their personal fitness journey. 



Kidnapped Shoppers Non-Shoppers 



“I was looking for a platform that had varied workouts—HIIT but also like 

different instructors, mobility. People that focused on strength, different parts of 

the body, all about your ankles. Focus on things I'd never done before.” 

- CaseyCasey | Atlanta, Georgia

🌈 Moxie is helping support and solve Casey’s 
unique fitness goals and needs. 



BUT WAIT, LETS CHAT!



STRATEGY SUGGESTIONS



Product Suggestions

What conclusions can made? 
What type of product improvements 
should we explore?

1. Calculator that would show which 
MP will save you $$ based on your 
behavior/classes you want to take

2. Bundles
3. Making the upgrade more 

accessible
4. Pause subscription or monthly fee 

to pause 
5. Consumer reviews  

Marketing Suggestions

What conclusions can made? 
What type of audiences should we 
target?

1. Targeting locations which don’t 
have many in-person options

2. Targeting specific needs
a. Mental models (i.e. 

HIIT+cardio+flexibility)
3. Search terms like

a. Modifications
b. Injuries
c. Mental health, energy


