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The 7 Biggest

Locker Complaints
Damaging the Leisure

Member Experience

Discover how everyday locker problems 
create frustration, generate complaints 
and negatively affect the overall member 
experience.

Inside this guide

Identify common member frustrations

Reduce locker-related complaints

Improve customer satisfaction

Identify common 
frustrations

Reduce locker-related 
complaints

Improve customer 
satisfaction
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Why Locker
Complaints Matter

Locker problems may appear minor, but they can 
have a significant effect on the overall member 
experience. For many customers, the locker area is 
one of the first and last parts of their visit.

Common locker complaints can lead to:

Member frustration

Negative feedback

Increased staff interruptions

Longer queues

Poor online reviews

Reduced trust in the facility

Lower repeat-visit intention

Membership cancellations

Why outdated systems make the problem 
harder to solve

Traditional locker systems can make it difficult to 
identify recurring faults, monitor availability or resolve 
access problems quickly - leaving Customer 
Experience Managers to manage the symptoms 
rather than the cause.

The locker may be a small part of the facility,

but it can have a major impact on customer satisfaction.
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The First Three
Locker Complaints

1

“There Are No Lockers 
Available”

Members may arrive during a busy 
period and struggle to find an 
available locker.

This creates:

Frustration at the start of the visit

Congestion in changing areas

Delays before classes or 
activities

Pressure on reception teams

How smart lockers help

Real-time availability and usage data 
help facilities understand demand and 
improve locker allocation.

2

“I’ve Lost My Key or 
Wristband”

Physical keys and wristbands are 
easy to lose, forget or damage.

This creates:

Replacement charges

Delayed access to belongings

Staff time opening lockers

Security concerns and negative 
interactions

How smart lockers help

PIN, QR, RFID or mobile access 
removes the need for traditional keys.

3

“The Locker Is Broken”

Broken locks, damaged doors or 
faulty hinges reduce availability and 
damage member confidence.

This creates:

The facility appears poorly 
maintained

Belongings feel less secure

Membership value is questioned

How smart lockers help

Remote monitoring helps teams 
identify faults faster and reduce 
prolonged downtime.

The first complaints often begin with availability, access

and reliability.
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Access and Security
Complaints

4. “The Locker System 
Is Too Complicated”

Members expect services to be simple and 
intuitive. Complicated instructions can cause 
confusion, queues, repeated staff questions, 
delays and accessibility problems.

The experience can be especially 
frustrating for:

First-time visitors

Older users

Families with children

Tourists

Members with accessibility needs

How smart lockers help

Clear digital instructions and simple access 
methods make locker use faster and easier.

5. “I Don’t Feel My Belongings 
Are Secure”

Security is one of the most important 
expectations members have when using a locker.

Concerns may arise from:

Damaged doors or weak locks

Shared or reused keys

Unclear access control

Previous theft incidents

Lack of staff visibility

How smart lockers help

Digital access creates a controlled record of locker 
use and helps prevent unauthorised access.

Members are more likely to trust a facility when locker access

is simple, reliable and secure.
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Service and Support

Complaints

6. “It Took Too Long to 
Get Help”

When a member cannot access a locker, they 
expect the problem to be resolved quickly.

Traditional systems often require staff to:

Search for master keys

Contact maintenance teams

Verify locker ownership

Replace a key or wristband

Manually open the locker

How smart lockers help
Authorised staff can manage lockers remotely, verify 
activity and resolve many issues without waiting for 
maintenance support.

7. “The Locker Area Is Always 
Congested”

Busy locker areas can become uncomfortable 
and difficult to navigate.

Congestion may be caused by:

Slow access processes

Insufficient locker capacity

Poor locker layout

Peak-time demand

Members waiting for support

Queues near entrances

The Wider Impact of Repeated 
Complaints
When the same problems occur repeatedly, members may feel that 
their feedback is being ignored. Satisfaction Trust Loyalty Retention Reviews Recommen

dations

Resolving locker complaints quickly is important.

Preventing them is even more valuable.
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Reduce Complaints with

Smarter Locker Technology

Vpod Smart Lockers help leisure facilities remove 
common locker frustrations and deliver a more 
reliable member experience.

Why Vpod?

Keyless access options

Real-time locker visibility

Remote locker management

Secure access control

Faster customer support

Flexible locker configurations

Cloud-based reporting

Scalable across multiple sites

Book Your Free
Locker Experience 
Review

Our specialists will help you:

Identify your most common locker 
complaints

Review your existing locker operation

Assess peak-period demand

Explore ways to reduce staff intervention

Improve security and accessibility

Build a tailored smart locker strategy

Scan to book

Book a Demo ›
www.vpod.com

sales@vpod.com
+44 (0)20 7621 6300

Trusted by leading leisure organisations

Vpod Smart Solutions provides intelligent locker technology that improves experiences and 
supports modern leisure operations.

vpod.com
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