
Case Study: PureGym 

Improving operational visibility 
and response across a national 
24/7 gym portfolio
Overview & Background 

FM Service Delivery Overview 
MML delivers a full facilities management service via a dedicated helpdesk, acting as 
the central point of contact for all reactive and planned maintenance requirements 
and coordinating directly with PureGym’s contractors to deliver all FM services across 
the estate.

The service is delivered by a dedicated team 
consisting of three full-time helpdesk agents, one 
senior agent, and one part-time agent, supported 
by a shared service model that provides out-of-
hours and overflow coverage. This structure ensures 
continuous service delivery aligned to PureGym’s 
requirement for a 24/7, 365-day response capability, 
while also enabling the team to manage a dedicated 
mailbox that supports communication and 
coordination across the estate.

MML manages approximately 39,000 planned 
preventative maintenance work orders and 76,000 
reactive work orders annually through PureGym’s 
Verisae system, ensuring full integration with client 
processes and complete visibility of all activity.

The team works closely with PureGym’s CCTV 
monitoring provider to respond to out-of-hours issues 
at unmanned sites, where incidents are identified and 
reported, enabling MML to coordinate an appropriate 
response quickly and effectively.
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PureGym is the UK’s largest gym operator 
and a leading European fitness chain. 
The business operates approximately 
400 sites in the UK, with around 2 million 
members, and is built around a model 
that prioritises high-quality equipment, 
extensive fitness classes, and inclusive, 
judgment-free environments.

MML delivers a fully managed, 24/7 
Facilities Management (FM) service across 
PureGym’s UK estate.  The contract 
supports a highly active and demanding 
portfolio, with all sites operating 24/7 and 
many locations unmanned during evening 
and overnight periods. 

MML’s Contract Manager is 
responsible for overseeing 
service performance through 
monthly meetings, managing 
complaints, and monitoring 
SLAs, KPIs, and continuous 
improvement initiatives. 

Client perception survey 
feedback has been 
consistently positive, with 
comments including: “Very 
happy with the helpdesk 
service”, “The helpdesk are 
very helpful”, and “All call 
advisors are great when 
answering calls”. Feedback 
also highlighted the team’s 
friendly, knowledgeable, and 
supportive approach across 
all areas of service delivery.



“Friendly, helpful and 
knowledgeable regarding 
all areas”, “Very helpful”, 
“Fantastic”, “Great when 
answering calls” and “Can’t 
fault the work they do”.
These comments, taken from PureGym’s perception 
survey, demonstrate the consistently positive feedback 
received regarding MML’s helpdesk service.
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Contract Transformation & Innovation
Data Management
To improve the quality of data and visibly for PureGym, 
MML introduced enhanced data collection at the 
end of each call to ensure consistent and detailed 
information is available for all calls and jobs raised. 
This data is used to identify trends, including sites with 
high call volumes and recurring issues, enabling more 
effective troubleshooting and resolution across the 
estate. The data is visualised using Microsoft Power BI, 
providing improved visibility of SLA performance and 
operational insights.

Operating Model
MML identified a clear trend in peak call volumes 
occurring at 7am and between 5pm and 7pm, aligning 
with the busiest periods of gym usage across the 
PureGym estate. In response, MML adapted its delivery 
model by extending helpdesk operating hours from 
08:00–18:00 to 07:00–19:00 to better align resource 
availability with customer demand. This proactive 
adjustment improved service responsiveness during 
peak periods and contributed to an increase in SLA 
performance from 91% to 94%

Lift Entrapments
A frequent issue identified across the portfolio is 
lift entrapments, which can be highly unsettling 
for service users. MML worked with PureGym to 
implement an improved response process for these 
incidents through the use of a self-help guide 
developed by PureGym.

When incidents occur, the CCTV monitoring provider 
identifies and reports the issue, and MML responds 
either through CCTV communication systems or 
direct contact with individuals on site, guiding them 
through the process to help resolve the situation. This 
approach enables certain incidents to be resolved 
without requiring contractor callouts or emergency 
service attendance, improving both response times 
and operational efficiency while enhancing the 
overall customer experience.

Results & Impact
MML has delivered a responsive and structured 
FM support model aligned to the demands of a 
large-scale, 24/7 estate. By adapting resource 
levels to peak demand periods, MML improved 
SLA performance from 91% to 94%, enhancing 
responsiveness during the busiest operating 
hours.

Enhanced data collection and reporting have 
provided PureGym with greater visibility across 
the estate, enabling trends and recurring issues 
to be identified and addressed more effectively. 
The coordinated approach between CCTV 
monitoring, the helpdesk, and contractors has 
also improved incident management across 
unmanned sites.

Managing approximately 39,000 planned 
preventative maintenance work orders and 
76,000 reactive work orders annually, MML 
continues to deliver a scalable FM solution 
supported by consistently positive feedback on 
the responsiveness and professionalism of the 
helpdesk team.


