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Peloton Is: World Class Products

Bike Tread Bike+ Tread+ Row App



Peloton Is' Premium Content and Instructors
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20 min NBA Run with Mikal Bridges | 30 min Feid Ride
JESS SIMS - RUNNING CAMILA RAMON - CYCLING

More than 30 Live Classes per day 0ver 1, 000 New Classes monthly
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Peloton Is: Global Community

TAGS

4 PelotonMoms

542 122 Members

17 pelotonswifties

18,815 Members

4

Peloton In the Wild: How
Members Found Each
Other In Real Life

1 Pelo4Wine

180,146 Mombers - Following 2

17 TogetherWeGoFar

170,327 Members « Following 6




Years

2.5



(D) RETAILDIVE  DeepOive Opiion Podessts Library Events Pross Relosses

Operations  Marketing  Tochnology DOTC  Distressed Retad  Department Sicres  Exocutivssy

For Peloton, 2022 has been a rough
ride
The at-home gym company — along with its stock price — was riding on a high during

the pandemic, Consumers brought it back to reality in 2022,
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Peloton overbuilt itself during
the pandemic

Coming out of 2022, we
began looking to right-size
expenses and concentrating
on growth



Peloton Enjoys Near Perfect Market Fit
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Peloton Confronted Supply Chain Imbalances
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GMS Journey



Peloton Global Member Supportin 2022

@ Member Inbound Call
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Peloton Global Member Support in 2023

Announced
Returnto
Office for all
Remote
Peloton GMS
team
members

LOBs —

Membership

@ Member Inbound Call
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Order Experience Hardware/Software

Upskilled the BPOs, streamlined contact flow, & implemented Salesforce



Peloton Global Member Support in 2024

Improved
MSA training
forteamin —
the Plano, TX
office

Better streamlined |
contact flow

@ Member Inbound Call
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Also in 2024..

AWS Phone Agent Data-Driven
Transition ASSISt Decision
Making

Transitioned from Implemented Agent Began building a stronger
Genesys to AWS phone Assist, the use of Al, to data culture at the
system (and integrated simplify the work for our company that enabled

Service Cloud Voice) team members by doing our team to have metrics
more efficient platforms things like classifying to aim for, and we could
for MSAs. cases, offering better see how our team
recommended replies, was performing week to

and case summaries. week.



Peloton Global Member Support Today

Plano, TX
\
Center of IBEX
Excellence _____— InTouch
/ __________________ \ / __________________ \ / __________________ \ / __________________

Standardize excellence
by owning process
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benchmark team
against which our BPO
performanceis
AN measured

Pilot & operationalize
new initiatives before
scaling across the
network

Manage complexor
high-risk work types
requiring specialized

knowledge (Legal
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Peloton Global Member Support Today is..
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Social Care Human Concierge

We are piloting a Human Concierge
program where we give a subset of
members the option to optin and we
follow them along on their Peloton
onboarding journey for 90 days to
ensure engagement and satisfaction.

We now have a Social Care team that

monitors social media and proactively
communicates with our members via
Facebook, Instagram, etc.




Empower people to live fit,
strong, long, and happy



Bring integrated fitness and wellness experiences to
Members anytime, anywhere


http://drive.google.com/file/d/1wq8_CibsSTccvcsXetANax_76OZwiM_D/view
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