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Understanding the
Dramatic Affect of
Member Retention




Welcome

Part 1 - How Do the
Economics of Member
Retention Impact You?

Part 2 - What Can | Do
About It?
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Numbers

In the last 12 months, WebLink...

« Managed 695,000 members and
9.7 million profiles

« Added 112,000 new members

Delivered 1.04 billion directory

Impressions and 368 million

leads

« Held 115,000 events with 1.5
million attendees

« Sent 29.2 million emails

o< WebLink.

#wlsummit



Retention Rate
Welcome

Part 1 - How Do the
Economics of Member
Retention Impact You?

Part 2 - What Can | Do
About It?

#wlsummit



Retention Rate

In Pursuit of Greatness




Retention Rate

What If?

Association for Member Acquisition Association for Member Retention
* 1,000 members in year O « 1,000 members in year O
* Adds new 250 members per year * Adds new 250 members per year
 75% member retention rate  90% member retention rate

1,000 members 1,977 members
Q7% more!
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Membership

Growth Curve

. By year 10, you will
Membership Growth have doubled your

size

By year 5, you will
already have 61% more
members

®—6—6 &6 6 0 6 &

YEAR O YEAR 1 YEAR 2 YEAR 3 YEAR 4 YEAR 5 YEAR 6 YEAR 7 YEAR 8 YEAR 9 YEAR 10

==@==Association 1 - 75% Retention e=@==Association 2 - 90% Retention
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Retention Rate

What If?

Association for Member Acquisition Association for Member Retention
« 1,000 members inyear 0 « 1,000 members inyear 0
* 75% member retention rate * 90% member retention rate
* Adds new 250 members per year * Adds new 250 members per year
« $300 annual dues « $300 annual dues
« $300,000 annual budget year O « $300,000 annual budget year O

$300,000 budget $593,095 budget
$293,095 more!
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Revenue

Growth Curve

By year 10, you will
have doubled your

Membership Revenue Growth
revenue/budget

YEAR O YEAR 1 YEAR 2 YEAR 3 YEAR 4 YEAR 5 YEAR 6 YEAR 7 YEAR 8 YEAR 9 YEAR 10

==@== Association 1 - 75% Retention ==@== Association 2 - 90% Retention
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Revenue

What If?

Association for Member Acquisition Association for Member Retention
« 1,000 members inyear 0 « 1,000 members inyear 0
« 75% member retention rate * 90% member retention rate
* Adds new 250 members per year * Adds new 250 members per year
« $300 annual dues « $300 annual dues
« $300,000 annual budget year O « $300,000 annual budget year O
 $100 per member in non-dues « Also able to get 5% annual

Increase in non-dues

—
revenue per member

$400,000 budget
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Revenue

What If?

By year 10, your

association has grown
Revenue Growth by 126%

YEAR O YEAR 1 YEAR 2 YEAR 3 YEAR 4 YEAR 5 YEAR 6 YEAR 7 YEAR 8 YEAR 9 YEAR 10

e=@==Association 1 - 75% Retention  ==@==Association 2 - 90% Retention  e=@== Association 2 - 90% Retention + 5% Non Dues
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Retention Rate

What 1s Great?
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WebLink by the Numbers

o< WebLink.

In the last 10 years, WebLink...

Increased directory impressions
by 6,478% (65x)

Increase number of events
managed by 366% (4x)

Increase the number of event
attendees by 317% (3x)
Increased the volume of emails
sent by 96,825% (968x)
Increased our Revenue by 460%
(5x)
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MEMBERSHIP RETENTION

Plan & Strategy

TIP 1 << Find Happy
Members

TIP 2 << Work Your
Short-Term Plan

TIP 3 << Work Your
Long-Term Plan

TIP 4 << Use All Your
Tools

Hwlsummit



TIP 1 << Find Happy Members

Find Happy Members

U Identify your promoters using a Net
Promoter Survey e
d Identify personas that are
representative of your member
base
U Analyze personas to understand
what motivates them and how they \

find value
O Determine what personas are your :"i‘-&
promoters b

Ask your promoters for referrals :
Build your plans around recruiting
developing more promoters P

U O



MEMBERSHIP RETENTION

Plan & Strategy

TIP 1 << Find Happy
Members

TIP 2 << Work Your
Short-Term Plan

TIP 3 << Work Your
Long-Term Plan

TIP 4 << Use All Your
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REMEMBER:

A goal without a planis a
wish




TIP 2 << Work Your Short Term Plan

Choose the Person for the Job

WHO?

Choose a staff person
who...

* has the time to contact
your members

« has the demeanor to
work with your members

« can follow a process
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TIP 2 << Work Your Short Term Plan

Within 24 hours of...

d “Welcome Email®- sent encouraging
member to visit website members-
only area via email with login
credentials

d Member added to new member
section of website for 60 days

1 Member added to weekly
email/communication lists (WebLink
Connect utilizes Affiliations)

O Schedule subsequent tasks via
Project Template

O Member listed in new member section
of monthly newsletter
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TIP 2 << Work Your Short Term Plan

Within 2-3 days of...

U O O O

U O

Check to see if member has accessed Members Only
Area yet

If not accessed —member contacted to encourage use
and extend invitation to next event

If accessed — contact member to answer any questions
about Members Only section or other benefits

Survey sent through communications tool asking for join
reason and track involvement to make sure they are
receiving and utilizing the benefits important to them
Graph these for reporting/marketing staff

Make the communication specific to what they said they
wanted when they joined
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TIP 2 << Work Your Short Term Plan

Within 2-3 weeks of...

d Administrative staff — calls
member to schedule ribbon ~ g
cutting

O Staff inputs ribbon cutting
date and time onto social
media sites (Facebook,
Twitter, Ambassador site,
SMS text message system)

d Member mailed an
Invitation to an upcoming
Ambassador Committee
lunch meeting

#wlsummit



TIP 2 << Work Your Short Term Plan

Within 30 days of...

d Member receives
handwritten note from
salesperson with invitation
to next Member
Orientation

d Ambassador or
salesperson delivers new
member
packet/membership
plaque

d Member receives welcome
letter from President/CEO

1 5 ’ ,
6
7 8
13 910 19 12
14 2
15 45 7
27 o 25 28
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TIP 2 << Work Your Short Term Plan

Within 30-60 days of...

d Member receives
personalized welcome
letter from Chairman of the
Board on company
letterhead

O Ribbon cutting photo
delivered by Ambassador

O Ribbon cutting photo
published in monthly
newsletter and on
organizations/associations
website and social media

#wlsummit



TIP 2 << Work Your Short Term Plan

Within 3 months of...

d Administrative staff
mails another post card
to check in with member
and encourage event
attendance

1 Postcard includes listing
of calendar of events

#wlsummit



TIP 2 << Work Your Short Term Plan

Within 4 months of...

L Account executive
(sales person) calls to
discuss upcoming
events, referral reports
and encourages
attendance at Member
Orientation (if has not
already attended)

O Member Orientation —
used to showcase
benefits of membership,
website and staff
iIntroductions

#wlsummit



TIP 2 << Work Your Short Term Plan

Work Your Short Term Plan

HOW?

- Use the tools in S
WebLink Connect® to X-WeblLink. My Business Asso
keep your retention tasks
at your fingertips! Profile Search
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TIP 3 << Work Your Long Term Plan

Within 6 months of...

O Staff sends a reminder
email or places a call to

encourage member to —_—
log into Members-Only ren o
section on website to — e
verify profile information Members Only
and review referral — |
re p O rt Password | |

O Important to keep R

member information T m—————
up to date! T

.ACCREDITED tesaﬂul. -
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TIP 3 << Work Your Long Term Plan

Within 8 months of...

O Staff places a retention
call to new and
renewing (one year)
members to thank them
for membership
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TIP 3 << Work Your Long Term Plan

Within 10 months of...

Member receives renewal letter and membership dues
Invoice (sent out during 10th month of membership)
Letter outlines all the organization has done

Includes information organization will continue to do for
them!

Bullet points of information

o OO0 O
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TIP 3 << Work Your Long Term Plan

After 1 year...

After renewal for first year received, a thank you post
card is mailed

Encourages continued support

Offer a special for 2nd year of membership
Downloadable marketing booklet

Complementary expo ticket

Early-bird pricing on major event/item

o000 O
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TIP 3 << Work Your Long Term Plan

After 2 years...

O Continue to encourage support via
weekly emails
Personal phone call or member
visit for ALL year 2 members
made by staff

d Encourage engaged members to
create testimonials for video and
print and locate on organization
website
Promote additional engagement
via social media and blogs
Encourage “sharing” of information
to others (members or not)

#wlsummit



TIP 3 << Work Your Long Term Plan

Work Your Long Term Plan

HOW?

- Use the tools in S
WebLink Connect® to X-WeblLink. My Business Asso
keep your retention tasks
at your fingertips! Profile Search
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Tools for Success

A FEW ITEMS YOU'’LL NEED FOR THE JOURNEY




WebLink Connect

It Was Born to Do This!

coooD O 00

HTML templates for letters set up

Project Templates can be created to automatically set
up tasks

Contacts can be automatically added to member profile
from project/task area

Contact Types set up for reporting

Referrals automatically added to member profile
Referral reports can be generated and emailed

Add affiliations to sort members for communication

#wlsummit



Lifetime Value Report

This report shows:
Join date
Longevity

Dues revenue
Non-dues revenue

Manaze My Cash
Tep.Member Categones .. Ratention. ) _Orepped Members | FTG, | mpmgDeese | Lmeucoveshs searches | M
Task Board | Mermberstep Dashboard Fnaccal Dushbcard Exscitave 5 " ] oa

WebLink Connect™
can help you
identify your best
members in the
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HTML Templates

O Tool to quickly set up
recurring communication
with membership Very Helvetica
Easily created

Can be as “fancy” as
you can create
 Contact records tracked

(WLC)

>w</sectio

ipt type="text/javascript"” src="//13.campa

4082" ></script>

- e - Il e == -y !
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Project Template

WebLink

Contacts  Tasks Evemts=  Committees Revenue Reports  Communication  Admin  Workspace — Ad Campaigns

Profiles

b 3 Home Project Selector Project Main  x My Dashboard =
[ MNew " Save H Search ” Delete ”Year 1 Retention - Berlin Bike City Tours
Project Name
Year 1 Retention - Berlin Bike City Tours
Assigned To Project Type Budget Actual
wilcadmin » Retention - 0.00 0.00
Profile ID Event ID
5306 E BERLIN BIKE CITY TOURS 0
, | Main Contact Project Status
E None ~ Initial -
<
= Date Started Date Due Date Completed Sold By
& Started | 4/15/2015 [@~ || 4/15/2015 [@+ [[]Completed | 1, 11000 wlcadmin -

Tasks | Notes C I Notes B | Motes Al Custom Fields | Project Description I Natiﬁfl Details I Task Legend|

Mew Task ] [ Delete Task ] [ View Selected Tasks ] [ Extend Due Dates ]
Drag a column header here to group by that column
Date Due Task Description Profile Name Assigned To Assigned By
» 4/18/2015 Review Member website access Berlin Bike City Tours jspringer jspringer
Welcorme Email Berlin Bike City Tours Ispringer ispringer
a2 4/29/2015 Administrative Assistant schedule Ribbon cut... [Berlin Bike City Tours jspringer ispringer




Referral Reports

WebLink Business Association
YO u r AM S refer ral Referral Report 1/1/2014 to 4/22/2014
r e p O rt I S a Name Jeff's Guitars Phone (620) 325-0000

ID# 328 Fax (620) 325-0000
valuable tool to Adaess 123 v -

Neodesha, KS 66757

show _f Lisirin gt S R
membership ROI
and retain

members.

CD = Coupon Details Displayed

CV = Coupon List Viewed

D = Business Listing Displayed

DV = Daily Vacancy Referral

E = Email Sent From Website

F = FrontDesk Referral

LD = Individual Listing Displayed

M = Map Displayed

ML = Members Only Login

SC = Sponsor Image Clicked

SD = Sponsor Image Displayed

SM = Sponsor Message Displayed

W = Website Clicked On

~ SNFB = Facebook Social Network Redirect
SNTW = Twitter Social N edirect
SNLI = UinkedIn Socia tedirect
SNPN
SNIG = Ins Network Red
SNYT = YouTube Social Network Redirect
SNFL

Referrals

#wlsummit



Affiliations

 Allows you to parse/filter your profiles by
using affiliations
1 Can be added in mass

1 Easy to add in “To" field in communication
tool

d Unlimited number can be setup
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TIP 1 << Find Happy
Members

TIP 2 << Work Your
Short-Term Plan

TIP 3 << Work Your
Long-Term Plan

TIP 4 << Use All Your
Tools







bLink

Grow Faster

o< We

WebLink International
Toll-free: 1-877-231-4970
support@weblinkinternational.com



http://www.weblinkinternational.com/

