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Getting 
Warmed Up



Pre-COVID Status
● Onsite, in-person in one physical location 

● Moments of recognition happened in-office, 
in-person for milestones and achievements

● As new flags were planted, Global Member Support 
followed (UK, DE)

● Locations operated as independently run teams

● Lack of documentation, guidelines and budget 
specifically for reward and recognition 

● Some managers reward for performance and 
birthdays (but needed to expense gifts)

● R enewed focus on integrating hourly culture with 
salaried



Connected Fitness Subscriptions



● Fast company growth and 
promotion from within meant 
Supervisors were new in role

● Lack of clarity and direction 
between GMS teams on what 
constituted success

● Team was heading into a 
historic, peak season

● Associates didn’t want one 
more ‘app to check’ to do daily 
functions

● Desire to mirror our brand 
promise with the experience 
our Members receive 



Unprecedented Growth? 
Member Services needed support.

Build alignment 
and parity 
between teams

Recognize how 
member support 
contributes to the 
Purpose and 
Values

Support flexible 
reward  
redemption 
(basics AND 
luxury options)

Standardize 
manual rewards 
for more 
consistent, global 
usage

Provide reporting 
dashboards for 
visibility between 
teams

Integrate with 
current tools 
seamlessly (Okta 
and Slack)



Hitting 
Our Stride









Amali, You are a Peloton Superstar. 
You continuously show so much hard 
work and dedication to Peloton and 
our Members. You have weeks of 
perfect CSAT Scores–I could go on 
and on about your work ethic. Bottom 
line, I truly enjoy being your lead and 
appreciate everything you do. Keep 
up the excellent work!!



Rupal, I appreciate what you do so 
much! Thank you for your work to 
facilitate our team’s ability to 
visualize and action the data your 
team is generating.

You are SO vital for both our current 
team and to creating the future here 
at Peloton we all envision!





The cool down





What is Next?
● Rollout Associate Scorecards to refine performance 

management

● Create a President’s Club Program to add levels to 
recognition

● Expand the platform to other field operations divisions




