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Technology Innovation: Customer / Sales Support  Four Pillars of Coach Support 

 

Growth at Team Beachbody can accurately be described as explosive.  After receiving the Rising Star award in June of 2011, 

Coaches continue to sign up in droves for the Santa Monica, CA company that strives to help people achieve their goals and enjoy 

a healthy, fulfilling life.  Sales and coach signups are up over 70% in 2012 as attractive marketing campaigns like the Beachbody 

Challenge gain tremendous momentum.  What this means, of course, is great challenge for the Coach Relations team – the team 

responsible for assuring fabulous interaction between headquarters and the growing field of 75,000 Coaches.  It means a great 

opportunity to ensure the sales field has the information and tools needed to succeed in their endeavor to achieve their goals.  

 

So, how to position the team to do its best work?  How to make sure the sales field has what it needs to continue the growth?  

One method is to leverage the sizable investment that’s been made in technology.  In the past 6 months, Team Beachbody 

launched four technology initiatives to enable the sales force and equip Coach Relations agents to provide outstanding service. 

 

The first method to enable the sales force was to provide accurate and consistent information.  Coach Relations launched a 

dynamic, searchable, knowledge base (KB) that all agents use on every contact.  The goal was to increase accuracy and 

consistency by using answers written by the subject matter experts (SME) from across the different business units at Beachbody; 

then have these articles accessed electronically by agents in every Coach interaction.   

 

 
 

 

 

 

 

Development of this tool included cross organizational 

communication (Hello, you’ve been identified as a SME, to 

provide an accurate answer to our beloved Coaches, please 

answer the following question…), partnering with IT for 

modifications to the KB platform, hiring of key staff, process 

planning with stakeholders, and training of the Coach 

Relations agents.   The new process collects all questions 

asked of the team, funnels them through the KB Publisher 

(a member of the Coach Relations staff), and gets the 

correct answer from the SME to the Coach.  The entire 

organization works smarter by answering questions once and then using the same accurate answer on subsequent calls.  A major 

industry vendor provided the software that enables the collection and search ability of the KB, which has grown to over 1,200 

articles, just three weeks after launch.  Coaches have provided feedback via email and Facebook that they have more consistent 

and accurate information and they are very happy their answers are coming from SMEs from the various (diverse) business units.  

One of the 1,200+ KB articles agents use to enable the sales field with 

accurate and consistent information.  All written by SMEs from across 

the org, all updated dynamically as the business changes. 

http://paracom.paramountcommunication.com/ct/8244831:11555363478:m:1:300756124:EAEF7D4D969544B0781C121D6B1BF67F:r


A second method used to enable the sales force to succeed was by improving the way in which tech issues were handled.  Team 

Beachbody has the normal tech challenges of any company that has grown very quickly.  The Coaches have been very vocal 

about sharing their frustration about the challenges, including making disparaging remarks on Facebook about Team 

Beachbody’s technology.  This kept them from being productive, was a distraction, and created frustration.  So Coach Relations 

launched a tech support group to answer Coaches’ tech questions and collect information on the tech challenges. 

  

 
 

The goal was to create a system to collect the relevant 

information from a small group of affected coaches and 

funnel that information to the IT team to work on fixes.  

Development included cross organizational planning to 

assure the right information was being collected, selection 

and training of staff, and communication to the field about 

the new team and process.  Results were immediate.  As 

coaches post on Facebook and call with their complaints 

about tech issues, there is now a simple process to collect 

relevant information in a standardized process, move it to 

the team that needs the information, and begin working on 

resolution.  What used to create chaos and multiple teams/HQ team members working on the same issue has become a 

straightforward, streamlined process.  Coaches get the help they need and are able to more quickly return to their businesses.  

All of the tech issues are not solved, but the IT team has the information they need to work on the issues.  And the sales force 

knows that there are processes in place to hear their issues, collect information, and return them to productivity. 

 

The third method used to leverage technology was to step up the participation in social media sites.  The goal was to have a 

Coach Relations presence online – a way to quickly step in and help the Coaches.  While the company already had robust social 

media and online marketing initiatives, the sales force needed the Coach Relations team to be online when they had questions.  

So, development included cross organizational meetings to learn about existing procedures, to learn methods of the tools, select 

and train team members, and launch.  The social media monitoring group was created with dedicated agents that watch all 

Facebook, twitter, and YouTube sites for Team Beachbody posts. The metric is to post, within an hour, a reply to any question 

that needs clarification from Coach Relations.  The hours at launch are 6a-6p M-F (PT), with expansion of hours planned. If a post 

does not have a question, no post is made; Coach Relations only appears when needed. 

 

 
 

 

 

 

This example shows 3 tools working together.   

Coach posts on fb… 

 social media team searches the KB… 

 doesn’t find an answer… 

forwards the question to the KB publisher… 

gets an answer  from the SME in the org 

 (an IT BA for the back office app)… 

KB Pub forwards answer to the social media team… 

 answer post is online 32 minutes later… 

citing the next step, support from the tech group… 

Q&A is added to the KB for the next time. 

Success. 

Sample of a tech ticket created to trouble shoot a 

coach’s website issue. 



 

Again, results have been impressive.  Immediately, Coaches were appreciative of the support Coach Relations was providing.  The 

answers were now appearing where the questions were: online.  The creation of social media sites has put many parts of 

customer service in a fish bowl for the whole world to see.  Team Beachbody now has agents where the action is: online.  

 

Finally, Coach Relations rolled out online chat for its coaches.  Team Beachbody Coaches appreciate multiple channels in 

contacting headquarters and the goal is to make it easy for them.  Development of this tool included 

partnering with the vendor to enable online chat, beta testing of the tool, selection and training of 

team members, and rollout.   

 

 
 

With a fully functional knowledge base, the answers are available for online chat; in fact they are consistent across all channels: 

phone, email, and chat.   

 

The results of these four technology initiatives?  Development started in November of 2011 with tools delivering over the first 

two and a half months of the year.  Looks like they arrived just in time. 

 

 

   
 

 

Coach signup volumes continue to increase at Team Beachbody, as do sales.  Contact volumes across all channels (phone, chat, 

and email) continue to increase.  Coach Relations agents continue to learn the new tools and efficiencies will be gained over 

time, which will lead to improved abilities, shorter hold times, and ability to support the growing catalog of product. 

 

In conclusion, revolutionary products and keen marketing created incredible growth the last 5 years for Team Beachbody; an 

amazing 75,000 coaches and over $100 million in sales.  The Coach Relations team had 5 team members when first created; now 

there are 82.  Coach Relations did all it could, using traditional methods, to keep up with the growing numbers of orders and 

coaches.  In the last 6 months, they’ve caught up by leveraging technology with four outstanding tools to enable Coaches to 

continue to grow the opportunity.   With these coach enabling tools, Team Beachbody is now positioned to achieve CEO Carl’s 

vision of 1 million coaches, passionately spreading the word, to end the trend of obesity in this country. 

Online chat example 


