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Abstract 
The fitness industry is rapidly growing with digital technology for operation and 

engagement with clients. This thesis explores how value creation is impacted by the use of IT 

Systems in the fitness industry. It also gathers insights how IT Systems are used for 

productive and efficient management operations, customer management/interactions, and 

strategic planning in context of different value dimensions. In our thesis we use qualitative 

research methods, including semi-structured interviews with fitness facilities in different 

countries. The research identifies key challenges and benefits of IT Systems. Finally, the 

research identifies how IT Systems could improve operational efficiency and strategic 

planning. The study emphasizes the importance of aligning IT Systems with broader 

business strategies to achieve competitive advantages and enhanced customer engagement. 

Finally, the research explores how the IT Systems affects the Fitness industry and how the 

value creation through IT Systems could be provided. 

 

Keywords: IT Systems, value creation, fitness facilities 

1. Introduction 

1.1 Background 

Fitness facilities play an immense role in the daily life of modern societies. The fitness sector, 

a dynamic component of the global sports industry, has experienced significant growth in both 

the number of facilities and their economic contributions. In 2023, 22% of the 18–64-year-old 

Swedish people owned a gym membership, and 29% spent money on any fitness or health 

service in general (Statista, 2023). 

 This expansion also resulted in a growing need for digitalization to manage and support to 

satisfy the new number of customers properly (García-Fernández, Valcarce-Torrente, Gálvez-

Ruiz, & Mohammadi, 2022). In the United States, it is usual for fitness facilities to contract 

third-party companies to manage several operational tasks, such as billing management, 

member services, customer support etc. (Anderson, Bo, Zhao & Zhang, 2022).  

Due to the Covid-19 Pandemic, fitness facilities were forced to create new business models 

to adapt to the new unique situation. Hence, digital solutions have been developed and 

implemented, to maintain a competitive position. These digital tools are used to motivate 

customers to engage in their facility, manage these facilities and to increase the relationship of 

the gym and the customers (Widawska-Stanisz, 2023). Although there is a rise in the usage of 

digital services in the fitness sector during the past few years, there are still significant 

differences in the speed of implementation within the industry (García-Fernández et al., 

2022). Therefore, this research could enhance the potential of the operational performance of 

fitness facilities but also contribute to the broader discourse on the integration of technology 

in promoting health and wellness in our present society. 
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Within all the opportunities and advantages regarding using digital services to enhance 

value, there are also several challenges that occasionally occur when transforming a company 

or even a whole industry. As described in the work of Shahi & Sinha (2020), companies often 

lack a clear vision of digital transformation, which makes it challenging to properly identify 

proper measures to guide themselves within the journey. It is also mentioned that change 

management plays a crucial role. The mindset of employees is often set in learned habits and 

structures that need to be changed when developing measures for future digital improvements. 

Adding on, many companies show a lack of feasible infrastructure, existing teams are working 

in silos and data security issues are not addressed in a proper manner (Shahi & Sinha, 2020). 

Therefore, it is necessary to identify the challenges of introducing and implementing digital 

features in the context of the fitness industry in order to address them. Moreover, current 

benefits of IT Systems in terms of value creation could be identified for fitness facilities. With 

research within this topic, the chances of successfully conducting an enhancement of value 

creation while using digital features will likely increase and allow companies to focus on their 

main business. Therefore, our aim is to identify the main factors in which IT Systems support 

fitness facilities, to create value for their business in an either direct or indirect way and to spot 

possible future demands for them. 

The integration of Information Technology (IT) systems in the fitness industry is not just 

about keeping pace with technological advancements; it's about leveraging these tools to create 

substantial value. IT systems can enhance operational efficiency, improve customer 

engagement, and support strategic planning. By addressing the challenges of digital 

transformation, fitness facilities can unlock significant benefits, such as improved decision-

making, cost reductions, and innovative business models. 

Given the critical role of IT systems in modernizing fitness facilities, this research aims to 

identify the key factors through which IT systems support value creation. This includes 

understanding how IT systems can enhance operational efficiency, customer management, 

and strategic planning. By exploring these dimensions, the research will provide valuable 

insights for fitness facilities looking to maximize the benefits of digital transformation. 

 

1.2 Problem Area 
The successful incorporation of digital advancements into the environment of fitness facilities 

represents a significant evolution in the operational dynamics and customer interaction 

methodologies of the fitness industry. The widespread adoption of digital modalities, 

extending from the management of memberships to the provision of customer assistance and 

more, reflects a broader shift towards digitalization across the present economic landscape. 

Nonetheless, this transition is accompanied by a spectrum of obstacles. The area of concern, 

which necessitates the identification and mitigation barriers within fitness centers, holds 

substantial importance from both a scholarly and practical standpoint for multiple reasons. 

This problem area touches on economic considerations, customer engagement, operational 

efficiency, data security, and organizational culture, all of which are fundamental to the 

successful integration of digital technologies in fitness facilities. Research in this field can 
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provide valuable strategies and insights for the industry, promoting growth, innovation, and a 

better understanding of the process of creating value through the use of IT Systems. 

Specifically, this research will focus on investigating the value creation of IT Systems in fitness 

facilities. It will explore how these systems can enhance value within different dimensions for 

fitness facilities. 

1.3 Research Question 
RQ: How do IT Systems contribute to value creation in Fitness Facilities? 

2. Related Research 

There are indeed several definitions of how value creation in terms of IT Systems could be 

described. Töhönen, Kauppinen, Männistö & Itälä (2020) differentiate between three different 

types, in which an IT System can contribute value. The value can be measured in direct 

independent economic performances, such as net present value (NPV), Return of Investment 

(ROI), an increase of sales or cost reduction. However, it is also stated that value can be a 

bundle of immeasurable benefits. This could be seen in process cost efficiency, employee 

productivity and perceived usefulness (Töhönen et al., 2020).  

Qiao, Ju, Dong & Tiong (2024) describe value as a social or economic benefit that is created 

by business activities. The work also states that the use of digital tools is mainly motivated by 

value creation. Furthermore, these value creation processes should not only be limited by 

internal processes and participants (such as direct suppliers, producers, retailers etc.) but also 

include the customers as active participants in the supply chain and therefore in the value 

creation (Qiao et al., 2024).  

Informational Value 

(Elia, Polimeno, Solazzo 
& Passiante, 2020) 

Transactional Value 

(Elia et al., 2020) 

Transformation
al Value 

(Elia et al., 2020) 

Strategic 
Value 

(Elia et al., 
2020) 

- Information is more 
valuable when it is 
provided quickly. 

- Timely information is 
crucial for making 
certain decisions. 

- Information should be 
readily available and 
understandable. 

- There should be no 
restrictions or additional 

- Reducing the supply 
chain management such 
as reducing associated 
with ordering, 

purchasing, and delivery. 

- Smooth transactions 
avoid unnecessary steps 
during the operations. 
Then it will save time and 

money.  

- Avoid unnecessary 
communication during 
the transaction. Then it 

- Generating or 
developing new 
skills and experts in 
the organizations 

- breaking the silos 
and fostering across 
the departments 

- implement the 
innovation tools 
and systems to 
improve efficiency 
in the organization.  

- Develop 
innovative 
products and 
increase 
efficiency. The 
benefits are 
going to the 
customers. 

- In the agile 
methodology, 
the process 
allows us to 
respond to the 
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efforts needed to access 
it. 

- Information should be 
valuable for making 
strategic decisions. 

- Information should be 
stored in a clear and 
readable format. 

will reduce errors and 
rework, saving time and 
money. 

- When optimizing 
transactions, it will 
improve the payment 
terms, and lead to a 
better return on the 
investments. 

- Initiative new 
revenues by 
identifying new 
market segments, 
and new customer 
needs  

- Use humans for 
high-value 
activities rather 
than repeated tasks. 

changes 
quickly.  

- The process 
should change 
accordingly 
through 
automation, 
real-time 
communicatio
n, and data 
analytics.  

- Using IT 
Systems, the 
organization 
can build up a 
strong 
relationship 
with 
customers 
such as CRM, 
Social media, 
and e-
commerce 
platforms 

Table 1 

In order to evaluate value creation in businesses with IT context, a model can be used to assess 

this matter and to give the value creation a better context within the used IT Systems of fitness 

facilities. Elia, et al., (2020) proposes a model in which value creation is defined into different 

dimensions. The Informational value describes the value which is gained by faster and easier 

access to information, which also could involve strategic planning and information in more 

coherent formats. Within IT Systems, there can also be Transactional Value gained. This 

contains cost reduction in communication and operations as well as more return on financial 

assets. Furthermore, value can also be created by more abstract concepts, described as in 

Transformational Value. This regards innovation in business models, reinforcement of 

organizational capabilities and efficiency in organizational structure and processes. IT 

Systems can also enhance the Strategic Value of an organization, such as an alignment between 

IT and business strategy, quicker response to change, a better customer relationship 

management and generally better services and products (Elia et al., 2020, p.623). 
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Value 
Dimension 

Examples of Value creation Benefits 

Informational 
Value 

Enhanced access to fitness 
programs and schedules, accessible 
fitness guidance through apps, 
simplified access to information 
through online platforms 
(Valantine et al., 2022). 

Commonly focuses on 
operational efficiencies and user-
facing enhancements. Often an 
initial step in digital integration 
(Elia et al., 2020). 

Transactional 
Value 

Efficiency in administrative tasks 
such as scheduling and 
registrations, reduction in overhead 
costs, automation of member 
check-ins and financial transactions 
(Menconi & Molesi, 2022). 

Addresses immediate 
operational efficiencies, crucial 
for reducing costs and 
streamlining day-to-day 
operations (Elia et al., 2020). 

Transformational 
Value 

Introduction of virtual fitness 
spaces, innovation in business 
models through digital 
technologies, collaboration with 
software companies to create 
tailored fitness apps, pioneering 
new engagement methods using 
VR, AI, and big data (Zhou & Tuo; 
Watanabe & Takahashi; Mathew & 
George, 2022) 

Indicates a trend towards 
fundamental business model 
innovations. Transformational 
strategies are aimed at long-term 
competitive advantages and are a 
key focus of newer research (Elia 
et al., 2020). 

Strategic Value Alignment of IT and business 
strategies, improved customer 
relationship management, 
enhanced brand recognition, 
integration of digital strategies with 
core business objectives for market 
expansion and customer experience 
improvement (Algar & Griffiths, 
2022). 

Often involves deeper integration 
of IT with core business 
processes. Reflects a shift 
towards leveraging digital 
technologies for strategic 
alignment and market leadership 
(Elia et al., 2020). 

Table 2 

Table 2 provides a comprehensive analysis of value creation in fitness facilities using IT 

systems, categorized into four dimensions: informational, transactional, transformational, 

and strategic values (Elia et al., 2020). IT systems could significantly enhance operational 

efficiencies and customer engagement in fitness facilities. For instance, informational value 

could be achieved through improved access to fitness programs and schedules via apps and 

online platforms, which simplifies information dissemination and decision-making processes. 

https://www.emerald.com/insight/search?q=Ray%20Algar
https://www.emerald.com/insight/search?q=Guy%20Griffiths
https://www.emerald.com/insight/search?q=Guy%20Griffiths
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Transactional value is realized through the automation of administrative tasks such as member 

check-ins and financial transactions, leading to reduced overhead costs and streamlined 

operations. Transformational value is observed in the introduction of virtual fitness spaces and 

innovative business models, driven by digital technologies like VR, AI, and big data. Lastly, 

strategic value is achieved by aligning IT and business strategies, improving customer 

relationship management, and enhancing brand recognition, which collectively contribute to 

market expansion and customer experience improvement. 

In this study, understanding the country context is crucial because it provides insights into 

the diverse challenges and opportunities faced by fitness facilities in different regions. Each 

country has unique market dynamics, cultural attitudes towards fitness, technological 

infrastructure, and regulatory environments that significantly impact the adoption and 

effectiveness of IT systems in fitness facilities. For example, the digital transformation in 

Swedish fitness facilities might differ greatly from those in Sri Lanka or the Maldives due to 

varying levels of technological advancement, customer expectations, and operational 

practices. By analyzing country-specific data, the research can identify tailored strategies that 

are effective in distinct regional contexts, ensuring more relevant and actionable 

recommendations. This approach not only enhances the validity and applicability of the 

findings but also contributes to a deeper understanding of how local factors influence the 

integration and value creation of IT systems in the global fitness industry. 

In a digital world, humans fulfill their day-to-day activities using digital devices. People 

believe using digital technology increases efficiency and productivity. Nowadays digitalization 

is penetrating all domains, and one such example is fitness centers. They are using digital 

technologies in their day-to-day operations such as member registrations, maintaining 

members' attendance, managing fitness machines, maintaining fitness records, and 

conducting virtual fitness training programs.  

In Lithuania, digitalization has notably improved processes and internal communications. 

For example, the informational value is reflected through enhanced access to fitness training 

programs and schedules via websites and Facebook, enabling easier and quicker dissemination 

of information. The transactional value is evident from the increased efficiency and reduction 

of human involvement in scheduling and managing registrations, leading to more streamlined 

operations and financial returns. Moreover, the introduction of virtual fitness spaces can be 

seen as a transformational value, innovating business models and expanding the capabilities 

of fitness centers. Lastly, the strategic value is showcased by the alignment of digital strategies 

with business goals, enhancing customer relationship management and adapting quickly to 

market demands (Valantine et al., 2022, 58). 

Prior to COVID-19, fitness app utilization in Italy was under 50%. The pandemic triggered 

a surge in app usage for training, highlighting the informational value of providing accessible 

fitness guidance. The transactional value is evident in the use of generic data management 

applications for customer management, reducing operational costs. The transformational 

value comes into play with the few cloud-hosted applications in the fitness domain, suggesting 

potential for innovative approaches to app services despite current limitations. The strategic 

value is apparent as gyms use these apps to enhance their service offerings and improve 
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customer engagement, although this is still an area ripe for further exploitation (Menconi & 

Monesi, 2022). 

In Australia, the migration of payment and scheduling functions to fitness applications 

showcases the transactional value by streamlining administrative tasks and reducing 

overheads. The transformational value is seen in the collaboration with software companies to 

create tailored fitness apps, fostering innovation in service delivery. The strategic value is 

significant, with applications used for broadcasting live training, facilitating anytime, 

anywhere fitness experiences, and integrating social media to enhance information 

dissemination and marketing (Murray et al., 2022). 

Digital features in Turkey provide a transactional value by automating daily operations such 

as member check-ins and financial transactions, enhancing efficiency and cost-effectiveness. 

The use of online platforms for training and e-invoicing also demonstrates informational 

value, by simplifying information access and communication. The adaptation of digital 

technologies to a variety of gym functions reflects a transformational value in innovating how 

fitness services are delivered. The strategic value is less explicitly defined but is implicit in the 

general alignment of these technologies with broader business strategies (Sevilmiş & Şirin, 

2022). 

The UK's digital strategy, particularly with the introduction of the GymBox app, showcases 

strategic value by aligning digital tools with business and marketing strategies to enhance 

brand recognition and customer engagement. The app's provision of on-demand and live-

streamed classes offers significant informational value, making fitness guidance more 

accessible. The transformational value is evident in how digitalization has enabled a new 

business model for connected gyms across the country (Algar & Griffiths, 2022). 

The USA's focus on cloud-based digitalization for various applications demonstrates 

profound transactional value by enhancing the efficiency of customer relationship 

management and other business processes. This adoption provides substantial strategic value 

through improved service quality and customer loyalty. The comprehensive integration of 

business intelligence tools also reflects significant transformational value, promoting 

innovative approaches to data usage and management strategies (Anderson et al., 2022). 

China, Japan, and India: In these countries, the adoption of advanced technologies like VR, 

AI, big data, and mobile devices indicates a strong transformational value by pioneering new 

ways to engage with fitness enthusiasts and manage facilities. The widespread use of digital 

technologies for everyday activities and large-scale virtual training in India also highlights the 

informational value, providing crucial information and training opportunities to a vast 

audience. The strategic value in these regions is characterized by the integration of these 

technologies into the core strategic objectives of expanding market reach and enhancing 

customer experiences (Mathew & George, 2022; Watanabe & Takahashi, 2022; Zhou & Tuo, 

2022).  
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Country Informational 
Value 

Transactional 
Value 

Transformational 
Value 

Strategic 
Value 

Lithuania 

Valantine et 
al. (2022) 

Enhanced access 
to fitness 
programs; 
Easier 
dissemination of 
information 

Efficiency in 
scheduling; 
Reduced human 
involvement 

Introduction of 
virtual fitness 
spaces; Innovating 
business models 

Alignment 
with business 
goals; 
Improved 
customer 
relationship 
management 

Italy  

Menconi & 
Monesi 
(2022) 

Accessible 
fitness guidance 
via apps 

Use of data 
management 
apps for 
operational 
efficiency 

Innovation potential 
with cloud-hosted 
apps 

Enhancement 
of service 
offerings; 
Improved 
customer 
engagement 

Australia 
Murray et al. 
(2022) 

Streamlined 
admin tasks via 
fitness apps 

Reduction of 
overheads with 
digital 
scheduling 

Collaboration with 
software companies 
for tailored apps 

Broadcasting 
live training; 
Integration of 
social media 
for marketing 

Turkey 

Sevilmiş & 
Sirin (2022) 

Simplified 
access to 
information via 
online platforms 

Automation of 
check-ins and 
financial 
transactions 

Digital adaptation in 
gym functions 

General 
alignment 
with business 
strategies 

UK  

Algar & 
Griffiths, 
(2022) 

Access to on-
demand and 
live-streamed 
classes via 
GymBox app 

- Digital enablement 
of new business 
models for 
connected gyms 

Alignment 
with business 
and 
marketing 
strategies; 
Enhanced 
brand 
recognition 

USA 

. Anderson et 
al. (2022) 

- Efficiency in 
customer 
relationship 
management 
via cloud-based 
apps 

Integration of 
business intelligence 
tools 

Improved 
service 
quality; 
Increased 
customer 
loyalty 

China, Japan, 
India  

Zhou & Tuo; 
Watanabe & 
Takahashi; 

Information and 
training 
opportunities 
via VR, AI, big 

- Pioneering new ways 
to engage with 
fitness enthusiasts 

Integration 
into core 
strategic 
objectives for 
market 
expansion 

https://www.emerald.com/insight/search?q=Ray%20Algar
https://www.emerald.com/insight/search?q=Guy%20Griffiths
https://www.emerald.com/insight/search?q=Guy%20Griffiths
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Mathew & 
George 
(2022) 

data, and mobile 
devices 

and customer 
experience 

Table 3 

Table 3 demonstrates that while all value dimensions are represented, there is a noticeable 

emphasis on Transformational and Strategic values. These dimensions are exhibiting a shift 

from mere digital adoption to strategic, integrated uses of technology that reshape business 

practices and market interactions. The frequent focus on transformational impacts suggests 

that many organizations are not just improving existing processes but are reimagining them 

to create significant competitive advantages and align more closely with long-term strategic 

goals. 

3. Methodology  

When creating a scientific overview of this topic, to gather reliable and scientific confirmed 

research, only peer-reviewed scientific papers, or journals in the field of Information Systems 

have been considered. Therefore, we investigated top journals such as the Association for 

Information System’s basket of eight. We used "digital transformation" AND "gym facilities" 

OR "fitness facilities" as keywords to be able to find relevant scientific literature regarding our 

topic. Therefore, search engines like SpringerLink, IEEE, ACM and Google Scholar were 

analyzed to enrich our topic with relevant scientific research. 

3.1 Qualitative Method 
Our proposed research method is of qualitative nature, as we conducted personal interviews. 

As we try to understand the reasons why specific IS software is used to support digital 

transformation, qualitative research allows us to enrich the point of view with context, why 

decisions and actions took place in that specific manner. In order to ensure that these 

qualitative aspects are maintained, it is essential to talk to people (Myers, 2022, p.183). 

Therefore, we use semi-structured interviews to not only gain an overview of “what” IS 

software fitness facilities are using, but also the individualistic reasons “why” and “how” they 

are using it to gain deeper insights about the reason and new arising challenges of this matter.  

As described in our related research, most existing papers focus on quantitative methods, 

mixed with one specific case study (García-Fernández et al., 2022). This previous research 

gives a good overview, in which direction digital transformation within the fitness sector is 

tending, as well as successful implementation stories. However, to identify the specific needs 

and challenges of fitness facility owners, a qualitative research approach might be a more 

suitable approach. As we are interested in the subjective point of view of the fitness facilities, 

we choose an interpretive perspective to gain knowledge about the participants' 

interpretations in their own organizational context (Myers, 2022, p.67). 
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3.2.1 Designing the Interviews 
As described in the work of Myers (2022, p.187) in order to provide structure and facilitate the 

flow of the interview, we developed a semi-structured interview guide. We choose that kind of 

interview to have a more relaxed atmosphere between participants and interviewees and also 

to be flexible to take the different backgrounds of the participants into account. Therefore, we 

kept the possibility of enriching the interviews with follow-up questions in case the answers of 

the interview provided a new context.  

The whole content of the interviews is built to answer our main research question, by asking 

about the process of the acquisition and implementation of the system, especially focusing on 

occurring challenges and consequences of the decisions. The interview also aims to analyze 

connections between different types of fitness facilities, differences in different countries and 

size of these facilities. 

In order to ensure that, we structured our questionnaire merely into categories, with some 

base-line questions that could be fitted into new situations if the context changes. First of all, 

we ensured the consent of participating and recording of the interview. After that, our first 

category queries the background of the fitness facilities, like the size and main business model 

of it, as well as a brief description of the existing and used IT System. In the second category, 

we asked about the process of choosing the current IT System, the key factors that influenced 

the decision, if there were any alternatives considered and if the participants had to make any 

compromises of functionalities. After gathering insights about the acquisition process, we ask 

about the implementation of the system and we rather focus on the challenges of it. This 

contains also additional questions about the change management for the employees and if any 

unexpected issues occurred. The fourth category covers questions about the impact of the IT-

system within the operation and if there are also limits within it. In the final category we 

queried the satisfaction about the current IT-system and future upgrades or plans. 

Furthermore, we also asked the participants if, without considering any limitations on the 

participants' side, any functionalities or changes are wished for in the future. 

3.2.1 Description of the Interviews 
The first interview was held with a large Gym facility in Sweden in person, in fact one of the 

largest Gym facilities in Europe with almost 20.000 weekly customers. The participant was 

the Chief Quality Manager who also takes the main responsibility within the implementation 

and management of the IT administration. She has been in her position for almost 20 years, 

so she was also responsible for the implementation of their latest IT System. Therefore, all 

defined categories from our questionnaire could be fully answered, including the 

implementation. 

The next interview was held with a medium sized premium fitness facility with two locations 

in Sweden with around 750 customers. This and the following interviews were held via a 

podcast recording application online. The participant of this interview is the CEO of the 

organization. Although he has already been an employee during this time, he was not 

participating in the implementation process of their current IT System in 2015. Hence, we 
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shortened the implementation category of this interview and focused on the other categories, 

in which we gathered very valuable insights. 

The third interview was held with a small German fitness facility in Germany. We spoke 

with the owner of this facility, which has around 150 customers. Other than the first two 

participants, there was no major single software that is used for the operation of the facilities. 

Therefore, we fitted our questions to these new circumstances to get insightful answers to our 

questions.  

The fourth Interview was held with the owner of a fitness facility in Sri Lanka, which 

inherently was founded as a dance studio, but evolved into a full “traditional” fitness facility 

with additional yoga classes and dance activities for women. It is a small chain with four 

branches within the province. 

The fifth interview was held with an employee of a small fitness center established in a five-

star hotel on Maldives island. It provides all the gym facilities to the customers. The schedule 

is maintained daily. In the last month, 100% utilized the gym facilities. They maintain the 

different calendar mechanisms for Spring, Winter, and summer.  In different calendar periods, 

they conduct different fitness activities. Other than the other interviewees before, no central 

IT System is used directly by the participant itself. There is a need to report specific data to the 

Wellness Department, which runs fitness facilities in seven different resorts on the Maldives. 

However, direct potentials how to use simple IT mechanisms for support have been identified. 

In addition to that, the participant could give valuable insights which future IT functionalities 

could be useful to create additional value within her but also general fitness facilities in her 

fitness context. 

Participant Country Role Members Description 

1 Sweden CEO 750 The facility provides Yoga, Boxing, 
and stand-up fighting. Additionally, 
they maintain the restaurant for their 
members.  

2 Sweden CQO/CIO 20.000 The facility provides Gym facilities, a 
Swimming Pool, Indoor sports 
facilities, Yoga, climbing, and SPA 
facilities. It has more branches in 
Umea.  

3 Germany Owner 150 This gym facility provides personal 
trainings for small groups 

4 Sri Lanka Owner 1.500 This organization includes 
traditional gym facilities, Yoga, and 
women's fitness dancing activities. It 
has four branches in the central 
province.  

5 Maldives Fitness 
trainer 

40-100 
daily 
customers 

This facility is implemented in a five-
star resort on the Maldives. It offers 
different fitness courses in different 
seasons, such as Yoga or Zumba 
classes, as well as traditional fitness 
equipment for a whole-body 
workout. 

Table 4 
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3.2 Data Analysis 

3.2.1 Recording & Transcription 
The interview at IKSU, which was held in person, was recorded by the iPhone Recording 

application. Three of the interviews which were held online were recorded by Riverside, a 

podcast recording software. Due to technical issues, the fifth interview was held online via 

Google Meet and recorded separately by the iPhone Recording application All of the interviews 

were transcribed with a transcription software provided by goodtape.io. The interviews with 

the Swedish and Sri Lankan facilities were held in English, the ones with German facilities in 

German, which were translated in English afterwards, to ensure that all of the authors could 

analyze the interviews.  

3.2.1 Coding 
To analyze the gathered data from the conducted interviews, we employed a hermeneutic 

approach as described by Myers (2022, p.274). This approach allows for the interpretation and 

understanding of the interviews within the specific contexts of the organizations. A central 

concept in hermeneutics is the hermeneutic circle, which describes the interplay between 

understanding the whole and interpreting its parts. In this research, this meant continuously 

moving between considering the entire interview and analyzing individual statements in 

detail. 

Our thematic analysis involved several iterative steps to identify and develop the themes 

presented in the Results section. Initially, we transcribed all interviews and performed a 

thorough reading to become familiar with the content. We then systematically coded the 

transcripts, tagging segments of the text that related to our research questions about how 

digital features support value creation in fitness facilities. 

Through this process, we identified recurring patterns and significant statements across 

different interviews. For example, the themes of "Informational Value," "Transactional Value," 

“Transformational Value” and "Strategic Value" emerged from the theoretical framework we 

used from Elia et al. (2020). We adapted these themes on our interviews to extract contextual 

data according to the predefined value dimensions. Participants frequently highlighted many 

aspects of these dimensions, as an example in the role of IT systems in enhancing 

informational efficiency, such as quick access to member information, improving transactional 

processes like automated billing and scheduling, and the challenges encountered during 

implementation and use, including data migration issues and resistance to change. 

Additionally, themes outside the primary value dimensions emerged as we delved deeper 

into the transcripts. Implementation challenges were a prominent theme, as participants 

discussed the difficulties they faced when integrating new IT systems into their existing 

workflows. Data migration issues and resistance from staff accustomed to manual processes 

were consistently noted across interviews. Another significant theme was the need for 

extensive training and adaptation periods for staff to effectively use the new systems. Although 

the systems provided efficiency, the initial period required significant effort to train staff and 

ensure smooth adaptation. 
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Many interviewees highlighted the importance of having customizable IT solutions that 

could be tailored to their specific needs. The need for more functionalities and better 

integration, as well as features not supported by current systems, were commonly expressed. 

The reliability of the IT systems and the support provided by vendors were also recurring 

themes. Issues such as delayed bug fixes and lack of responsiveness from vendors impacted 

operations significantly, with participants reporting considerable delays in getting issues 

resolved. 

By comparing and contrasting these codes across different transcripts, we created new 

themes to ensure they accurately represented the data. We revisited the original transcripts to 

validate our themes, making sure that they were rooted in the participants' experiences and 

not solely in our interpretations. This iterative process of coding and thematic development 

allowed us to distill the key findings into coherent themes that are presented in the Results 

section. 

Integrating these themes into our framework helped us understand the relationship 

between the fitness facilities and the IT systems they use, providing a comprehensive view of 

how these digital tools contribute to value creation. Furthermore, identifying themes outside 

the primary value dimensions provided a deeper understanding of the broader impact of IT 

systems on the operations and strategic decisions of fitness facilities. 

4. Results  

4.1 Current Value Creation 

4.1.1 Informational Value 
The primary IT System that is used within participant 1 facility plays a crucial role in enhancing 

the informational value for the fitness facility. This web-based customer management system 

enables efficient handling of member registration, class scheduling, and payment processing. 

It provides the facility with quick and easy access to critical information, which is essential for 

effective administrative decision-making. Additionally, the system's capability to generate 

statistical data about class attendance and performance allows the facility to undertake 

strategic planning with access to coherent and timely data. This aligns well with the dimension 

of informational value, where the focus is on speed and ease of information accessibility. 

At the facility of participant 2, the primary IT System employed is a central one, which is 

instrumental in enhancing the informational value for the organization. This system handles 

crucial tasks such as booking for classes and courts, managing sales, and scheduling. It is 

directly connected to an accounting system for seamless financial management. These features 

enable rapid and accurate access to critical data, which aids in effective decision-making and 

strategic planning. This ready access to operational information, including financial data, is a 

core aspect of the informational value provided by the IT System. 

The fitness facility of participant 3 utilizes several IT Systems, with a simple calendar app 

and a membership participation system being the most crucial. The calendar application 

handles appointment bookings, allowing scheduling and management of client sessions, which 
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is essential given the studio's client base of about 150 active members. This system enables 

clients to book, view, and manage their appointments, significantly reducing administrative 

overhead and improving access to information. The informational value is also enhanced by 

the membership participation system, which provides clients with video-supported training 

content and nutrition tips, consolidating important information in an accessible and 

structured manner. 

The primary IT System employed at participant 4, provides basic informational support by 

managing member profiles, attendance, payments, class schedules, and basic reporting. This 

system centralizes critical operational data, which aids in administrative tasks and reduces the 

potential for errors that can occur with manual data handling. However, the system requires 

manual input for billing and reporting, which suggests a limitation in the full informational 

potential due to a lack of automation. 

Despite not using an actual IT System for it, Participant 5 also gathers valuable information. 

She can be cited with: “Like how many guests are into the classes, how many guests came to 

the gym. All those things, we send it to a WhatsApp group” (Participant 5). This information 

includes a daily guest attendance in the gym, an actual overview of which villa of the resort 

uses the fitness facility more often, the tracking of participation in yoga classes or other special 

activities. Regardless of the analog, handily written reports by the participant of this interview, 

the report is sent in a digital file into a WhatsApp group to the wellness department. The 

wellness department then imports the data into an IT System in which the participant 

unfortunately did not have more info and creates a digital report for the branches at the end 

of each month. With these informational reports, it is possible for the branches to get an 

overview which activity is visited at that specific time and to draw conclusions of how future 

activities are organized.  

4.1.2 Transactional Value 
Transactional value in this context refers to the cost efficiencies and operational enhancements 

derived from the use of IT Systems. For participant 1, the used IT System minimizes the need 

for manual interventions in day-to-day operations such as scheduling, payment management, 

and member tracking. This reduction in manual workload not only decreases the likelihood of 

human error but also contributes to cost savings in communication and operations, aligning 

with the transactional value dimension. These efficiencies allow staff to allocate more time to 

value-added activities, such as customer service and class instruction, thereby enhancing the 

return on financial assets. 

The IT System of participant 2 contributes significantly to the transactional value by 

automating and streamlining operations such as booking, sales, and payroll processing for 

instructors. This efficiency reduces manual labor and potentially decreases operational costs. 

For instance, the automated transfer of sales data to the accounting system each night 

minimizes errors and administrative overhead, reflecting transactional value through 

operational cost savings and improved financial management. 

The used IT Systems of participant 3 facilitate transactional efficiencies by streamlining 

client interactions and internal processes. The automation of the scheduling process 
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minimizes the need for manual booking, which would be untenable at higher client volumes. 

This efficiency reduces the operational costs associated with managing appointments and 

helps in optimizing the staff's time, allowing them to focus more on client engagement and less 

on administrative tasks. 

The IT System of participant 4 facilitates transactional efficiencies by streamlining member 

management and class scheduling across its four branches. By automating these aspects, the 

system reduces the administrative burden associated with managing a large clientele of 1,500 

members. However, as these processes involve significant manual intervention, the system's 

impact on reducing operational costs and improving transactional efficiency is not fully 

realized. 

4.1.3 Transformational Value  

The transformational value provided by the IT System of participant 1 is somewhat implicit 

but significant. By streamlining HR management and administrative processes, the system 

reinforces the organizational capabilities and improves the efficiency of the organizational 

structure and processes. Although the current system does not directly contribute to 

innovation in business models, it supports an environment where strategic changes can be 

more readily implemented, thus indirectly fostering transformational value. 

While the transformational value of the IT System of participant 2 might not be highlighted 

explicitly, its impact is evident in how the system has supported the facility's move towards 

more digital and cloud-based operations. The shift from traditional, manual processes to an 

integrated, cloud-based system has undoubtedly transformed the operational capabilities, 

enhanced organizational efficiency and supported scalability across multiple facilities. This 

transformational aspect is underscored by the facility’s ability to adapt to new technological 

advancements and integrate them into their existing systems. 

The described membership participation system plays a key role in transforming the way 

clients engage with the studio's services. It extends the traditional personal training model by 

providing clients with resources they can access outside of their one-on-one sessions. This 

transformation not only enhances client experience but also expands the studio's service 

delivery model beyond the physical confines of the training space, thereby adding value 

through increased flexibility and accessibility. 

While the IT System of participant 4 has enabled some degree of transformation by moving 

from paper-based systems to digital record-keeping, it lacks deeper functionalities that could 

significantly transform business operations. For instance, there is no mention of the system 

enhancing member engagement or supporting innovative service delivery models such as 

remote or on-demand classes, which limits its transformational impact. 

4.1.4 Strategic Value  

The strategic value of the IT System of participant 1 is evident through its alignment with the 

business strategy of providing a seamless fitness experience. The system supports strategic 

objectives by ensuring operational continuity and reliability, which are crucial for customer 

satisfaction and retention. Moreover, it allows for a quick response to operational demands 

and changes, such as class rescheduling or membership updates, directly affecting the facility's 

ability to maintain and improve customer relationships. 
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The IT System of participant 2 aligns closely with the strategic goals by supporting essential 

functions that directly impact customer satisfaction and business operations. The system's 

reliability and comprehensive features allows it to manage a vast customer base efficiently, 

nearly 20,000 members, and its functionality is critical for avoiding operational chaos, such 

as overbooking. The strategic value is further demonstrated by the system's ability to integrate 

new functionalities that respond to both organizational and customer needs, such as mobile 

check-ins for classes. 

The integration of IT Systems aligns closely with the strategic goals of the facility of 

participant 3. By employing tools like the calendar app and the member participation system, 

the studio ensures a high level of client service and operational efficiency, which are crucial for 

retaining clients and maintaining a competitive edge. These systems support the studio's 

unique selling proposition of providing intensive, personalized training and nutritional 

support, which caters specifically to clients who have not achieved their goals through 

conventional fitness programs. 

The IT System aligns with participant 4´s strategic needs to a basic extent by providing 

necessary tools for day-to-day operations. However, the system's standalone nature and lack 

of advanced functionalities such as integration with other digital tools or mobile access inhibit 

its potential to strategically enhance business operations or customer service in the longer 

term. 

4.2 Future Value Creation 

For the future, the participant 1 is considering enhancements that could significantly bolster 

the strategic and possibly transformational values of its IT infrastructure: 

Development of a Web Shop: The planned addition of a web shop for online 

membership sign-ups represents a strategic initiative to expand accessibility and convenience 

for potential and existing members. This functionality aligns with the strategic value 

dimension by potentially increasing the customer base and improving service offerings. It also 

hints at a transformational impact as it could change how memberships are traditionally sold 

and managed. 

Enhancement of Mobile App Features: The intention to further develop the facility’s 

mobile app to integrate more functionalities such as advanced booking options, personalized 

fitness tracking, and potentially interactive features could enhance the strategic value. These 

improvements would make the facility more responsive to member needs and preferences, 

enhancing customer relationships and service quality. Additionally, by integrating more IT 

functionalities into the member experience, the facility could leverage technology to transform 

member engagement and participation patterns. 

In conclusion, the IT functionalities at participant 1´s currently provide significant 

informational and transactional values while supporting the strategic and transformational 

aspects to a lesser extent. Future enhancements aim to integrate IT more deeply into the 

strategic fabric of the facility, potentially transforming member interactions and business 

operations to create additional value. 
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Looking forward, participant 2 is focused on incorporating more advanced features of their 

current IT System to further enhance its strategic and transformational impacts: 

Sales Portal for Companies: Participant 2 plans to implement a new feature within the 

central IT System to streamline the process of selling training packages to companies. This 

functionality would automate the ordering and distribution of training passes, reducing 

manual workload and opening up new business opportunities. 

Rewarding System: Another planned feature is a rewarding system that incentivizes 

frequent use by members, potentially increasing customer loyalty and engagement. This 

feature would align with strategic objectives to enhance customer value and retention. 

In conclusion, participant 2´s use of their IT System and its integration with other systems 

demonstrates significant informational and transactional values. The system supports 

strategic and transformational goals by enabling efficient operations and scalability. Planned 

enhancements indicate a forward-thinking approach to leveraging IT for strategic advantage, 

aiming to transform how services are delivered and enhance customer engagement. These 

advancements suggest that participant 2 is not only maintaining its competitive edge but is 

also setting new standards for operational excellence in the fitness industry. 

Regardless of budget or other limitations, participant 3 expressed a desire for additional 

functionalities that could further enhance the strategic and transformational values of his IT 

infrastructure: 

CRM Integration: Participant 3 mentioned the potential addition of a Customer 

Relationship Management (CRM) system, which could automate client management tasks 

such as retargeting and follow-ups. This functionality would streamline client communication 

and retention strategies, making these processes more efficient and less reliant on manual 

effort. 

Advanced Client File Management: Integrating a more enhanced client file 

management system that could link with existing platforms to provide comprehensive 

overviews of client progress and status would enhance the personalized service approach. Such 

a system would allow any staff member to effectively support any client, thereby scaling the 

personalized service model. 

In conclusion, the IT Systems at participant 3´s personal training studio provide significant 

informational and transactional values while supporting strategic goals and enabling 

transformational changes in service delivery. Future enhancements, particularly around CRM 

capabilities and client data management, have the potential to further integrate IT into the 

strategic fabric of the facility, transforming client interactions and improving business 

operations. These advancements would not only maintain but also enhance the studio's 

competitive edge in the personal training market. 

Looking forward, participant 4 expressed a desire for a more integrated and comprehensive 

IT solution to address the evolving needs of the organization, especially considering 

operational challenges amplified by the COVID-19 pandemic. 

Cloud-Based System: A move to a cloud-based system is planned to ensure data 

synchronization across all locations and facilitate remote access for both staff and members. 
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This would enable a seamless transition between different centers and support a more flexible 

service delivery model. 

Mobile App Integration: The development of mobile apps for both instructors and 

customers would allow real-time updates to schedules and member progress, enhancing the 

personalization of service, which is critical in the fitness industry. 

Automated Financial Transactions: The owner of the organization wishes for an 

automating billing and financial transactions system to reduce manual processing. This would 

improve accuracy and efficiency for the fitness facility. 

Artificial Intelligence (AI) Features: Future enhancements could include AI-driven 

scheduling and personalized workout adjustments based on member progress and feedback, 

representing a significant strategic and transformational upgrade. 

In conclusion, while the current IT System of participant 4 provides essential support for 

operational management, its limitations in automation, integration, and advanced 

functionalities are increasingly apparent. The planned upgrades and aspirations for more 

sophisticated IT solutions reflect a strategic shift towards leveraging technology not only for 

efficiency but also for enhanced competitiveness and customer engagement in the digital age. 

Despite not using a specific IT System at the moment, participant 5 was able to give insightful 

ideas for digital features that would support her work significantly, especially to enhance 

operational efficiency, customer engagement, and strategic alignment within the fitness 

facility. 

Digital Guest Tracking and Feedback System: According to participant 5, the 

implementation of such a functionality would significantly enhance the informational value by 

providing real-time data on guest attendance, specific activities participated in, and immediate 

feedback about the gym and trainers. This system would allow the facility to gain a deeper 

understanding of guest behavior and preferences, thereby enabling data-driven strategic 

planning and personalized guest experiences. 

Integrated IT System for Reporting: Switching from a manually written report to a 

digital one would streamline the reporting process and reduce errors. This system would 

ensure accurate and efficient data entry and automatic reporting, enhancing the overall 

informational value by providing a comprehensive overview of the facility’s operations. 

Online Payment and Membership Management System: On a transactional value 

dimension, this functionality would simplify financial transactions and improve guest 

convenience, directly contributing to the transactional value. By allowing guests to pay for 

memberships, classes, and other services through a secure online portal, the facility would 

streamline financial operations, reduce administrative workload, and enhance cash flow 

management. 

Automated Class Scheduling and Notifications System: Participant 5 would 

consider it as useful, because it would improve class attendance and management by 

automating scheduling, sending timely notifications, and handling cancellations. This would 

not only reduce the administrative burden on staff but also ensure higher participation rates 

and better class management, thereby contributing to operational efficiencies and cost 

savings.  
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Mobile Interaction for Guest Interaction: this would represent a significant 

opportunity for transformational value by enhancing guest engagement with the fitness 

facility. This app could provide daily schedules, allow for class bookings, offer personalized 

fitness tips, and enable communication with trainers. By transforming how guests interact 

with the facility, this mobile application would increase guest satisfaction and open up 

opportunities for upselling additional services. 

Implementing Advanced Analytics for Operational Insights would also contribute to 

transformational value. By analyzing data on guest attendance, class popularity, and feedback, 

the facility could make informed decisions to improve operational efficiency and tailor 

offerings to guest preferences. This system would enable the facility to identify trends and 

opportunities for new classes or services, thereby fostering innovation and enhancing long-

term competitiveness. It would also further enhance strategic value by aligning digital tools 

with the facility’s business strategies. This app would not only improve guest engagement and 

satisfaction but also integrate seamlessly with other strategic initiatives, such as personalized 

fitness programs and targeted marketing campaigns.  

Digital Guest Tracking and Feedback System: Participant 5 wishes actively for this 

functionality, which also align closely with the strategic value dimension. By providing crucial 

insights into guest behavior and preferences, these systems support strategic objectives related 

to enhancing customer relationships and improving service quality.  

4.3 Conclusion and other Areas of concern 

Most fitness centers manage their daily operations through computerized systems. Activities 

such as member management, scheduling, inventory management, and financial management 

are handled with the use of IT Systems. Based on the discussions, we have identified that 

Fitness centers are not using all available functionalities of the systems, but rather partially 

and inefficiently. During the pandemic, most people couldn’t participate in their fitness 

activities. The global workforce moved toward remote working and virtual office 

environments. Additionally, online transactions and online shopping gained traction during 

the pandemic and People started using their digital devices to maintain their day-to-day 

activities. This trend impacted the fitness industry as well, where operators started thinking 

about how they could run their business using digital technology.  

Based on the interviews, we have identified that most of the fitness centers were using 

technologies to fulfill their basic needs, such as conducting online training sessions using video 

conferencing tools such as Zoom or WhatsApp. However, they have faced limitations such as 

time restrictions and participant limits with free versions. They couldn’t afford a licensed 

version for their operation due to high subscription fees.  

For scheduling, some used Google Calendar but faced difficulties with overlapping 

schedules. While the fitness center’s owners use ad-hoc methods to overcome the barriers, 

they prefer a single solution to fulfill all requirements.  

During the interviews, we identified that IT Systems increased productivity and efficiency. 

But there are some parts of the business process such as financial transactions, where they had 



 

20 

  

to use an IT System Which led to difficulties in managing two different systems at the same 

time.  

Some fitness centers are using legacy systems and have faced difficulties in maintenance 

due to their decentralized nature. Each branch needs to be managed and maintained 

individually, which results in higher maintenance costs. 

At the moment, there are feature-rich IT Systems for fitness centers That can manage all 

the customer relationships, payment transactions, and scheduling, on a single platform. In 

addition, some IT Systems have live broadcasting functionality. Most of the current systems 

are cloud-based which reduces the operation and maintenance costs.  

Those who work in fitness centers are generally tech-savvy and know how to use the IT 

System to increase their productivity. The fitness centers are always trying to move to more 

economical methods when finding solutions. 

5. Discussion  
The primary research question addressed in this study was: " How do IT Systems contribute 

to value creation in Fitness Facilities?” Due to our conducted qualitative interviews with 

several fitness facility managers and owners, the findings highlighted the impact of IT Systems 

of value creation of organizations with different size, product, clientele, and country 

backgrounds. 

Aligning our findings with the definition of value creation according to Töhönen (2020), we 

can support the finding that IT Systems improve access to information and strategic planning. 

For instance, participant 1 uses a web-based customer management system that integrates 

member registration, payment processing, class scheduling. Similar functionalities were 

observed in participant 2´s use of their IT System and participant 3´s calendar application, 

which facilitated client scheduling and also reduced administrative work. 

These statements are also underlined by the work of Elia et al. (2020) and Valantine et al. 

(2022), IT Systems can lead to better decision-making and strategic planning and that digital 

tools in fitness centers enhance informational value by simplifying access to schedules and 

training programs. 

Transactional value, defined by cost efficiencies and operational enhancements, was 

another critical dimension observed. For example, participant 1's IT System reduced manual 

interventions in scheduling and payments, minimizing human error and operational costs. 

Similarly, participant 2's system automated sales data transfer to the accounting system, 

reducing administrative burdens and enhancing financial management. 

This is supported with Qiao et al.'s (2024) perspective that IT Systems can create economic 

benefits through operational efficiencies. Moreover, the case of fitness centers in Australia, as 

discussed by Murray, Williams & Zacharko (2022), highlights similar transactional benefits 

from using digital scheduling and payment systems. 

The research consistently found that IT Systems significantly enhance informational value 

across various facilities. For instance, participant 1's web-based customer management system 

streamlined member registration, class scheduling, and payment processing, aligning with 
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Töhönen et al.'s (2020) assertion that IT Systems improve access to information and strategic 

planning. Similar enhancements were observed in participant 2's use of the central IT System 

system and participant 3's calendar application, which facilitated client scheduling and 

reduced administrative overhead. 

The existing literature supports these findings, emphasizing that improved informational 

access through IT Systems can lead to better decision-making and strategic planning (Elia et 

al., 2020). Valantine, Staskeviciute-Butiene, & Eimontas(2022) also noted that digital tools in 

Lithuanian fitness centers enhanced informational value by simplifying access to schedules 

and training programs. 

Transformational value, which involves fundamental changes to business models and 

service delivery, was evident though varied across participants. For instance, participant 3's 

membership participation system extended personal training services beyond physical 

sessions, illustrating how IT can transform traditional business models. 

Literature by Elia et al. (2020) underscores that transformational value arises from 

innovations and new business models enabled by IT Systems. This was also seen in China's 

fitness sector, where advanced technologies like VR and AI pioneer new engagement methods 

(Zhou & Tuo, 2022). However, some facilities, like participant 4's, showed limited 

transformational value due to less integrated and advanced IT Systems. 

Strategic value, seen through the alignment of IT Systems with business strategies, was 

particularly prominent in larger facilities. participant 1 and 2's systems supported essential 

functions that directly impacted customer satisfaction and operational efficiency. For instance, 

participant 1's system ensured seamless fitness experiences and quick responses to operational 

changes, reflecting strategic alignment. 

This finding is supported by Anderson et al. (2022), who highlighted that cloud-based 

digitalization in the USA improved customer relationship management and service quality. 

The strategic value is also evident in the UK's GymBox app, which aligns digital tools with 

marketing strategies to enhance brand recognition (Algar & Griffiths, 2022). 

The given literature also mentioned challenges in implementing new IT Systems, such as a 

missing clear vision and change management problems (Shahi & Sinha, 2020). This was also 

noticeable in the interview with participant 3, in which a small budget and a lacking market of 

affordable IT Systems for smaller German fitness facilities resulted in challenges within 

achieving full automation and strategic alignment. 

These findings contribute to the broader discourse on digital value creation in the fitness 

industry by providing empirical evidence of the beneficial use through IT Systems. They also 

offer practical insights for fitness facilities and how to use IT Systems to enhance the value 

creation of their organizations. As shown in especially larger organizations, facilities should 

consider not only the immediate operational efficiencies but also long-term strategic goals and 

transformational potential when choosing IT Systems. 

The work also provided insights for IT System providers, which functionalities in context of 

value creation matters most for existing fitness facilities. Therefore, future demands can derive 

to fulfill future customer needs. 
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Nevertheless, fitness center users are resistant to change. While they are familiar with the 

existing system and experts on them, they might not be open to changes despite the limitations 

in their current systems. Often, fitness facilitators think the main department will attempt to 

manage operations internally without communicating the limitations to the central office. This 

will result in reduced performance due to lack of functionalities.   

One real-world example is the fitness center of participant 5, where they do not use any IT 

System directly at the resort. They do not see the need for them; they manage all operations 

manually. However, when we analyzed the operations, we identified opportunities to improve 

workflows with the use of IT Systems, such as daily bookings and daily /monthly reports that 

can be automated rather than the current manual process, which can result in loss of 

information during data transfers. 

With the use of IT Systems, it would be more feasible to generate reports and better decision 

making. Oftentimes, IT Systems are used only for data storage and retrieval. They are rarely 

used for informed, evidence-based decision-making. As per analysis, we have identified that 

at some occasions the data is not being properly utilized in the strategic planning process. For 

example, using past data, the system can predict the new customers' demographics to target 

for the upcoming year. This would make marketing and promotions more effective. 

In addition, the fitness centers can use the platform to conduct surveys and collect user 

feedback. This information can be used to improve services, increase productivity and efficacy, 

and indirectly increase revenue as well.  

IT Systems can be used to maintain communication channels as well. Through the IT 

System, they can send reminders to participate in their regular classes and reminders for 

payments due. Most of the members lead busy lives and come to fitness centers to maintain 

their healthy lifestyles and reduce stress. The fitness center management can use past data to 

analyze and improve their classes based on new trends and methods. This will lead to increased 

participation and satisfied customers. Increased Customer satisfaction will be beneficial for 

the growth of the member base.  

In summary, we identified that  IT Systems are beneficial to fitness centers, and the existing 

systems are often fulfilling the potential that they are offering. IT Systems can play a major 

role inside fitness centers, providing better service to the customers such as easy access to the 

Gym (instead of writing names on the registration book), checking availability (instead of 

coming to the gym or calling the reception), and payment reminders. 

5.1 Limitations & Future Work 

This study on the impact of IT Systems on value creation within fitness facilities is subject 

to several limitations that should be acknowledged. First of all, due to the limited time and 

availability, the sample of the qualitative interviews is relatively small, consisting of just five 

fitness organizations from four different countries. Therefore, the generalizability of the 

findings is limited, as the results might not be representative of the whole industry. Despite 

investigating one very large facility in our research, we could not gather data from a large 

fitness chain with several branches. Additionally, the selection of interview participants was 

based on convenience and their willingness to participate, which might introduce a selection 
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bias. Future studies should aim to include a larger and more diverse sample to enhance the 

robustness and applicability of the findings.  

Another limitation is the potential for response bias during the interviews. Participants 

might have provided socially desirable answers or emphasized positive aspects of their IT 

Systems while downplaying the challenges and negative experiences. Despite efforts to create 

a relaxed interview atmosphere, this bias cannot be entirely eliminated. Despite presenting 

related research that supported our findings, additional quantitative data or case studies could 

enrich this data.  

The study also primarily focuses on fitness facilities that have already adopted some form 

of digital transformation. This focus may overlook the experiences and challenges faced by 

facilities that are in the early stages of digital adoption or have yet to begin this transition. 

Including these facilities in future research would provide insights into the initial barriers to 

digital transformation and how they can be overcome. 

Building up our findings, several future research areas could be identified. First, expanding 

the sample size to include a broader range of fitness facilities from various regions and market 

segments would enhance the generalizability of the results. This expanded sample should 

include facilities at different stages of digital adoption to capture a comprehensive picture of 

the challenges and benefits associated with IT Systems.  

Future research could also incorporate quantitative methods to complement the qualitative 

insights gained from this study. Surveys or structured questionnaires distributed to a larger 

population of fitness facilities could quantify the impact of IT Systems on various dimensions 

of value creation, such as operational efficiency, customer satisfaction, and financial 

performance. Combining qualitative and quantitative data would provide a more nuanced 

understanding of the role of IT Systems in the fitness industry. 

While this work focused value creation from the point of view of the fitness facilities, future 

research could investigate how IT Systems could create value for the customers directly with 

customer participation functionalities and how this relates to possible value creation 

opportunities.  

Although we have concluded different types of fitness organizations, future research could 

investigate deeper the relation between the types and the chosen IT Systems in order to give a 

representative overview of how the pathway of digital value creation differs.  

Lastly, given the rapid advancement of technology, future research should also consider the 

emerging trends in digital transformation, such as the integration of artificial intelligence, 

virtual reality, and advanced data analytics in fitness facilities. Investigating how these 

technologies can further enhance value creation and address existing limitations will be crucial 

for staying ahead in the competitive fitness industry. 
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5.2 Conclusion 

In conclusion, this study reinforces the critical role of IT Systems in enhancing informational, 

transactional, transformational, and strategic value in fitness facilities. By aligning these 

systems with broader business strategies and addressing implementation challenges, fitness 

facilities can achieve significant competitive advantages and improved customer engagement. 

Still, the structure and the size of organization also have a great influence to which extent value 

could be efficiently created by IT Systems.  

This study has demonstrated the significant impact of IT Systems on value creation within 

the fitness industry, emphasizing informational, transactional, transformational, and strategic 

values. The integration of IT Systems in fitness facilities, ranging from member management 

and scheduling to financial operations and customer engagement, has shown to enhance 

operational efficiency and strategic alignment. By streamlining administrative tasks, reducing 

human error, and providing real-time data access, IT Systems support better decision-making 

and strategic planning, ultimately contributing to improved customer satisfaction and 

competitive advantage. 

The findings from our interviews with fitness facility managers and owners across different 

countries highlight both the benefits and challenges of digital transformation. Larger facilities, 

such as those we interviewed in Sweden, have leveraged advanced IT Systems to achieve 

significant operational efficiencies and strategic gains, aligning their IT strategies with broader 

business goals. In contrast, smaller facilities, like those in Germany and the Maldives, face 

challenges related to budget constraints and limited IT infrastructure, which hinder their 

ability to fully realize the potential of digital tools. 

Despite these challenges, the potential for IT Systems to drive innovation and long-term 

competitiveness in the fitness industry is clear. Future enhancements, such as the 

development of mobile apps, cloud-based systems, and AI-driven functionalities, could further 

transform the way fitness services are delivered and experienced. Additionally, the study 

underscores the importance of addressing change management and ensuring that employees 

are adequately trained and supported in the adoption of new technologies. 

Promoting digital transformation in the fitness industry not only enhances operational 

efficiencies but also contributes to the broader goal of promoting recreation and wellness. As 

fitness centers continue to integrate IT Systems into their operations, they can expect to see 

positive effects on member engagement, service quality, and overall business performance. By 

staying ahead of technological advancements and aligning IT strategies with business 

objectives, fitness facilities can create substantial value for both their organizations and their 

customers. 
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Questionnaire  

 

 Background Information  

1. Facility Description: Can you describe your gym facility? What are its unique 

features and primary clientele? How many customers do you have in total? 

2. Current IT System: What IT system is currently in use at your facility? How 

long has this system been in use? Is it just one system? 

3. Functionalities: What functionalities do you use within your IT system? Are 

there any functions that you see as outstanding critical? 

  

Choosing an IT System  

4. Selection Process: Was there any process your facility did follow to select 

the current IT system? Is it on-site or outsourced? 

5. Key Factors: What were the key factors that influenced the decision to 

choose this particular IT system? 

6. Alternatives Considered: Were there any other IT systems considered? 

What were the reasons for not selecting them? 

7. Limitations: Did you have to make compromises in terms of functionality? 

  

Challenges in Implementation  

8. Implementation Challenges: Could you describe the implementation of your 

IT-System? Did you encounter any challenges? How did you resolve them? 

9. Employee Involvement and Training: How were the employees involved in 

the implementation process? Has there any kind of training been provided? 

10. Unexpected Issues: Were there any unexpected issues that arose during the 

implementation? If yes, how were these handled? 

  

Impact on Digital Transformation 

11. Effectiveness: How has the IT system affected the operations of your gym? 

12. Limitations and Benefits: What limitations have you encountered with this IT 

system in terms of operations? Conversely, what are the most significant 

benefits? 

  

Reflections and Future Prospects 
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13. Satisfaction Level: How satisfied are you and other staff members with the IT 

system? 

14. Future Changes: Are there any changes or upgrades planned for the IT 

system in the near future? Do you wish any upgrades or changes that are not 

planned from the provider? 
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