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Case Study

Pure Gym was founded in 2009 after opening its first sites in Leeds and Manchester. With over half 
a million members, operating over 100 gyms across the UK, it was imperative that Pure Gym had 
a state-of-the-art telephone payment process system to ensure their operation ran as smoothly as 
possible. 

Pure Gym is a high quality, affordable fitness operator and the largest gym in the UK. They found 
their existing payment method didn’t reflect their flexible style, as the only way to pay was either 
online or by direct debit. 

With the company seeing significant growth with aggressive growth plans into 2016 and beyond, 
Pure Gym had seen a rise in members wanting to make payments in a variety of ways. Their 
objective when approaching Paytel Solutions was to gain the ability to take payments over their 
phone in a simple and secure manner, as well as complying with PCI DSS compliance regulations.  

Pure Gym were seeing a higher demand from people who wanted to pay over the phone. 
They required a solution which would enable them to take telephone payments and de-scope 
their environment from PCI DSS.

Pure Gym had a high number of calls but low payment transactions. As the company continued 
to grow, they were seeing higher demand from people who wanted to pay over the phone. With 
1,400+ calls a day made to their Membership services team, 10% of them are payment related 
enquiries. Amongst these were callers trying to renew their membership, pay for various day passes 
or reinstate a direct debit that had lapsed.

Pure Gym had no means of taking a payment over the phone, so they would encourage members 
to pay online. If the member was unable to pay online they would have to wait while the direct 
debit was resubmitted. Typically, resubmitting a direct debit would take around a week to complete, 
during which time the member would be unable to access the gym, thus providing a poor customer 
experience.

All Pure Gym’s calls are recorded, so they needed a solution that would suit both inbound and 
outbound calls, without the risk of capturing or storing customer card holder data.  Pure Gym ideally 
wanted a solution that would not only de-scope their call recording system but also completely 
de-scope their environment entirely from PCI DSS. In addition the solution must also seamlessly 
integrate into Pure Gym’s existing infrastructure, including Payment Service Provider, without 
negatively impacting any of their systems or processes.

Pure Gym Overview:

The Challenge:
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The Paytel Solution fully integrated with Pure Gym’s Payment Service Provider, providing a 
quick and simple solution.

Paytel Solutions provided Pure Gym with a customised payment process that treated both inbound 
and outbound calls the same. The solution, Paytel Unite, allowed Pure Gym to be fully de-scoped 
from PCI DSS compliance. Also, as the Paytel Solution had already been integrated with Pure Gym’s 
Payment Service Provider, the entire implementation process was relatively quick and simple.

The customer payment process is very straight forward and is the same for both inbound and 
outbound calls. The customer and agent have a conversation on the phone. At the point in the 
conversation when a payment is required, the agent opens up the Paytel Unite payment portal within 
their web browser. Once the agent has logged into the portal, the agent will then start to gather 
relevant information from the customer, which specifically for Pure Gym includes the following:
• Member Name
• Membership number
• First line of address
• Postcode
• Payment Value
• Telephone number
• Last 4 digits of payment card
• Expiry date

Once the above information has been gathered, the agent will submit the payment. At this stage,
the agent will not request the full PAN or CV2 from the customer.

The agent then informs the customer that as soon as their call has been terminated, they will receive 
a call back from their secure automated payment line, which will allow them complete the payment.  
The entire automated process from start to finish takes less than a minute to complete.

The Automated payment system, which has been completely branded for Pure Gym, will prompt the 
customer to enter first their PAN number and then finally the CV2 number.

Paytel Solutions will then process the payment and, if successful, the system will send the customer 
an authorisation code by SMS text message. If the customer is using a landline, as opposed to a 
mobile, then the authorisation code is provided audibly by the automated attendant. If for some 
reason the payment has been declined, the Paytel Solution will transfer the member back to a Pure 
Gym agent in order that that they can try again.

Paytel’s Solution
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Paytel Unite has enabled Pure Gym to offer a simple and secure 
telephone payment solution for their members who need to make 
a quick one-off payment.  Michelle Kaye, Membership Services 
Manager for Pure Gym, explained; “Whilst Paytel Unite has provided 
us with an extra task in the process, it is a task that has allowed us 
to take payments over the phone, which before we have never been 
able to do. At the same time, the Paytel Unite process provides a 
better and more customer friendly experience for our gym members 
who need to quickly reactivate their gym membership in a simple 
and safe manner”. 

Summary
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The Paytel Unite process 
provides a better and more 
customer friendly experience for 
our gym members

Michelle Kaye,
Membership Services Manager 
of Pure Gym


