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Factors Affecting Member Retention

Overview

It's no secret that member involvement has a direct impact on a member’s decision to renew. The biggest challenge has been
how to accomplish that! With numerous demands on members’ time, the prospect of getting them involved is always
problematic. In a special member involvement and leadership development research project, more than 250 association
members in seventeen chapters of a national association were asked to identify the factors that contributed to a positive

membership experience.

Findings
The following factors highlight what we have learned:

How the organization makes me feel.

Members reported a greater desire to participate when
leaders and other members make them feel welcome and
connected. Membership in a “community” is more than
simply sharing common characteristics. That was the
incentive to join — to meet “people like me.” The actions
that guide members on how to become active in the
“membership community” and feel part of it are very
effective.

Manner in which my orientation was
conducted.

Members who attended a formal orientation reported the
session to be pleasant but not extremely useful in helping
them understand how to make the most of their
membership experience. Those who recalled receiving a
package in the mail admitted to scanning the information
but gave it little attention. The greatest benefit reported
was receiving one-on-one informal advice and guidance
from members who were successful and had some tenure
in the organization. Associations are about relationships
that first begin by establishing bonds and then expand to
become more productive personal and professional working
relationships.

Overcoming the confusion of how to fit the
association experience into my busy lifestyle.
Most members reported a willingness to participate if and
when they have the time and initiated their membership
experience through the traditional route (attended a
meeting). Many reported that the perceptions from their
first exposure to the association directly influenced their
decision to get involved. This initial exposure is not
sufficient to overcome the member’s ignorance on how to
use the association effectively to achieve their personal or
professional goals. It also stresses the importance on the
part of volunteer and staff leaders to understand the direct
and indirect cultural messages that are conveyed through
its communications as well as the delivery of its programs,
products and services.
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My own eagerness and willingness to
contribute time, talent, and expertise.

Members recalled joining the chapter with a great deal of
enthusiasm and lots of expectations. In spite of this initial
enthusiasm, most of those interviewed reported that their
decision to volunteer was the result of being asked directly
by a member. Many said that the secret to getting them to
say “yes” was clearly related to the selection of a task with
realistic time commitments and adequate support.
Organizations that appear more organized reported having
less difficulty getting members to volunteer over those that
have no formalized goals and annual plan of work.

What have we learned from this research?
Culture and environment are critical factors.

A membership-based organization is not just about
providing services. Rather, it is about helping the member
develop his or her human potential, more often stated as
achieving his or her personal and professional goals. And
most importantly, it is about how members feel each time
they come in contact with the organization whether in
person, online, or in print. Proper attention to these factors
will impact member retention positively.

Many members are unaware of how to take
full advantage of their membership.

Associations offer a wide range of programs, products, and
services. Many members are overwhelmed by all that's
available and never fully explore much beyond that which
influenced them to join. New member orientation packages
are usually designed to impress but not guide. Greater
attention needs to be paid on gaining members’ attention
and building a greater understanding and appreciation of
how members can use the association as a vehicle to
achieve their personal and professional goals.
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Associations need to learn how to identify and
cultivate the eagerness and enthusiasm that
members exhibit during the first few months
of membership.

Volunteer and staff leaders need to learn new ways to
learn more about their members, beyond their names,
contact information, and work status. Every member has a
rich background of experience, expertise, and contacts.
And most are willing to draw upon these if the right match
is presented.

In order to do that, associations need to define better than
they currently do the opportunities for making a
contribution. Volunteerism is more than sitting on a
committee. And many different tasks that need to be done
are actually opportunities for members to achieve their own
specific goals.

Members who are treated as customers will behave like
them. They will evaluate your programs, products and
services through the lenses of thrifty customers. Very few
members join organizations simply to purchase discounted
products. Most, by far, join to build relationships with other
members who share their common concerns, share
information that will contribute to and advance their own
well-being.

Building these types of relationships requires volunteer and
staff leaders and staff to demonstrate a real interest in
their members (whether in person, online, or in print).
They need to quickly assess their background, areas
of interest, the level of time available at the moment,
and their most pressing needs (personal or
professional goal). That information will provide
volunteer and staff leaders with the information they
need to suggest the most appropriate activities that
will meet the greatest needs of each member,
thereby yielding the greatest member satisfaction.

Contact Melos for more information about member
involvement techniques and tools that can be used to
support your renewal efforts.

© copyright 2005
Center for Excellence in Association Leadership
Pacifica, California

For reprint permission, contact:

Melos Institute

1071 Yosemite Drive
Pacifica, California 94044
USA

650.355.4094 voice
650.359.3611 fax




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /KOR <FEFFd5a5c0c1b41c0020c778c1c40020d488c9c8c7440020c5bbae300020c704d5740020ace0d574c0c1b3c4c7580020c774bbf8c9c0b97c0020c0acc6a9d558c5ec00200050004400460020bb38c11cb97c0020b9ccb4e4b824ba740020c7740020c124c815c7440020c0acc6a9d558c2edc2dcc624002e0020c7740020c124c815c7440020c0acc6a9d558c5ec0020b9ccb4e000200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /CHS <FEFF4f7f75288fd94e9b8bbe7f6e521b5efa76840020005000440046002065876863ff0c5c065305542b66f49ad8768456fe50cf52068fa87387ff0c4ee563d09ad8625353708d2891cf30028be5002000500044004600206587686353ef4ee54f7f752800200020004100630072006f00620061007400204e0e002000520065006100640065007200200035002e00300020548c66f49ad87248672c62535f003002>
    /CHT <FEFF4f7f752890194e9b8a2d5b9a5efa7acb76840020005000440046002065874ef65305542b8f039ad876845f7150cf89e367905ea6ff0c4fbf65bc63d066075217537054c18cea3002005000440046002065874ef653ef4ee54f7f75280020004100630072006f0062006100740020548c002000520065006100640065007200200035002e0030002053ca66f465b07248672c4f86958b555f3002>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


