
 
Frequently Asked Questions 
 
New Class Cancellation Policy – Effective 1 May 2018 
 
Why do we need a new cancellation policy? 
Last week alone (w/c 9 April) we had 303 no shows for group fitness classes and 1,662 
cancellations. 192 customers cancelled up to 6 classes each. With 25% of cancellations being made 
only a few hours before classes start, it’s difficult for us to contact customers on the waiting list 
quickly enough.  We want to make sure that everyone has the opportunity to enjoy our group fitness 
programme and that classes do not run with empty spaces due to late cancellations or no shows. 
 
What if unforeseen circumstances come up? 
We realise that this can happen which is why you will only receive a suspension on your pre-booking 
rights and a £6 charge after three strikes in any 30-day period. This means that persistent no-show 
offenders will need to re-assess their booking patterns to make sure that they are booking classes 
they can usually attend and that, if you do need to cancel at late notice on the odd occasion or even 
if you don’t have time to cancel and are a no show, you will not be penalised as long as this is not a 
regular occurrence (defined as three times in 30 days).  If you do incur a £6 charge, your pre-booking 
privileges will be re-instated as soon as it is paid, otherwise you can only book on the day. 
 
How will I know if I’ve had a strike on my account? 
You will receive a notification by email so that you are kept informed of any strikes on your account. 
If you have an online account you will be advised during your booking stage. 
 
What about mitigating circumstances? 
We still have an appeals process.  If you have read the terms and conditions of the cancellation 
policy and still feel circumstances you have grounds for appeal you can email 
customerservices@activeluton.org.uk  
 
How do I pay the £6 charge for three strikes? 
On line or in centre. 
 
Is the 30-day period from beginning to the end of each calendar month? 
No, it’s on a rolling basis.  For example, if you have a strike on the 15th and 29th of the month and 
then on the 15th of the following month it will only be 2 strikes. 
 
I never get a call when I’m on the waitlist. 
We do try very hard to contact our customers but when cancellations come in very late we can’t 
always contact other customers in time at the moment.   The 8 hour rule will help with this. As soon 
as a space becomes available we will contact the waitlist to offer free spaces.  If you are not available 
to take the call we will remove you from the waitlist and call the next person. In the past we have 
waited for customers to return our call to accept a space and if they don’t call back this prevents us 
from freeing up opportunities for other people wanting to attend the class. 
 
What happens if I want the space but have been removed from the waitlist? 
We will contact people on the waiting list as described above.  However, if you miss our call we 
advise you to continue checking the website or call the centre to book a space. With cancellations 
coming in earlier and the waitlist becoming more manageable we are confident it will free spaces up 
in plenty time for the customers that can attend. 
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I have a suspension on my account but I pay a membership and want to attend classes, if I don’t 
book 8 days in advance will I get on a class? 
This is precisely why we have introduced the new policy.   We think the 8 hour rule and better 
management of our waitlist will ensure  that every customer will have the opportunity to book and 
attend classes on the day much more easily than before - whether it’s by calling into the centre or 
booking online. 
 
If you have any further questions about the new cancellation policy please email 
customerservices@activeluton.org.uk 
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