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Questions to Frame This Session

Which dropped
members should

you target?

Hight Performance Group, Inc. Win Back Campaigns



In this webinar, you will explore:

of Membership

overcome them.
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Anticipated challenges

for winning members [;
back and strategies to

The Forgotten Lifecycle

Win Back Campaigns

A four-step process to
launch a targeted
campaign for dropped
members.

Elements of successful
campaigns.



The Forgotten
Lifecycle of
Membership




Where Are Dropped Members

in the Lifecycle?

« Acquisition = Recruit new members
 Integration = Onboard new members

« Engagement = Involve members to align
with their interests/needs

* Renewal = Receive payment from
members, re-acquisition successful, align
with interests/needs and confinue
engagement journey

« Non-Renewals = ¢
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Dropped Members Are in Limbo 7

« They have not paid to
continue their memberships.

* They have not responded to
emails or calls.

* Yet, they continue to
receive all member benefits.

« Whenis a member not @
membere
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The Decision

n Back Campaigns
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vs. Dropped Members

Dropped Members

Perspectives based on previous
experiences

If expectations weren't met, may
feel slighted/ unappreciated

Is familiar with the organization,
even if they don't have depth of
experiences

Existing relationship, where trust
had been previously established

Email addresses, contact info is still
current, although contact may no
longer be there

Win Back Campaigns



The Four-Step

Process for a
Win Back
Campaign
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Analyze and Understand Drops

Target Your Audience

Plan the Campaign

Execute Execute the Plan

Win Back Campaigns
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1. Analyze and
Understand
Drops

How many dropped
members do you
have in the
database?
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Why Do

Members
Drop?

vV V.V vV vV vV vV vV vy vV vV vV vy YVvVY

Budgetary constraints (price)

Not enough time to participate

Opting for fewer memberships

Involved in another organization

Don’'t use any of the benefits

Receive similar benefits from another source
Don’'t feel welcome here...itis a clique
Never hear from you/ you don't call on me
Don't see ROI or the value

Didn’t receive leads or new contfacts
Corporate decision

Company merger or went out of business
Thought we had renewed

Never got an invoice

Forgot to renew




Hight Performance Group, Inc. Win Back Campaigns



Analyze Drops Over the 16

Il

Last Three Years

 What do dropped members have in common?
O Length of time as members

Dues levels

Non-dues revenue

Engagement other than transactions

Reasons for belonging

O Reasons for not renewing

« Number of members that dropped within the year and are sfill there

* Number of members that dropped within 1 - 3 years and are still there
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2. Target the Aud
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Who Do You Want Back- 18
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Members that lapsed over
the last 6 months (beyond
reinstatement period)

Members that lapsed 7 — 24
months earlier

Potential “quick win backs”
due to personal
relationships with key
contacts

Lapsed members that were
in the top 20% of the
Lifetime Value of
Membership Report over
the last two years

Lapsed members that
represent a segment that is
part of your future focus.
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3. Plan the
Campaign
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Campaign Components

Messaging

Technology

Hight Performance Group, Inc.

Strategic and targeted for different audiences
Right message for the right audience!

e Demonstrate value for the intfended audiences

Email series
Personal relationships for outreach
Targeted incentives

Automated email marketing
Rejoin Landing Page (not member renew page)
Data analytics

Win Back Campaigns



Focus is Not for Them to Rejoin a

ve, Demonsirate Value,

rtunities (it's about them, not you)




. Execute the PI
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Execution Tips

Sample Testing: Before
launching the campaign,
conduct tests with a small
group of targeted lapsed
members.

Monitoring: Review open rates
of emails in the campaign,
click-throughs on links
provided, landing page
statistics and conversion rates.
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Validate Contact Info: Check
bounded emails and leverage
those who may have correct
email addresses.

Evaluate Outcomes: Based on
responses from the campaign,
determine what changes to

make for the next go-around..



Email Campaigns:

Do Sample Testing

Subject Lines:
Personalized vs.
not.

Copy Content:
Short vs. long.

From Address:

Known contact or
generic email
address.
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Successful

Samples
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http://www.johnsondirect.com/clientwork/ASQ/WinBack/

Automated Email Campaign
Direct Mail Postcard

Rejoin Landing Page

Smart Zones Display Advertising



Results:
200 rejoins



ASQ Targeted Postcard

https://responsory.com/portfolio-items/asg-wins-back-lapsed-members/#iLightbox[gallery 126481/ 1
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Other Winning Tips

» Be careful about the number of times you contact lapsed members.
Quality of outreach is more important than quantity.

Apologize if they had poor experiences.

Direct them to relevant resources, information and events, and not
just to the Rejoin landing page.

» Have a Board member invite them personally to an event as a guest
or to join a committee they chair.

» If members lapsed in the last 6 months, call them or send @
handwritten note.

» Leverage members that have personal relationships with targeted
lapsed members.

» Use technology like automated email campaigns and social media
re-targeting—no one has the bandwidth to contact targeted
dropped members on a manual basis.
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Strengthen the
Lifecycle to
Minimize Drops

» Acquisition
» Recruit for retention
» Value propositions that Align with Prospects
» Integration
» Onboard 15 year members successfully
» Deliver quality 15t year member experiences
» Engagement

» Create meaningful engagement
opportunities

» Monitor engagement and target under-
engaged members

» Renewal

» Make it easy and convenient to renew
(automatic renewals, payment opftions)

» Recommunicate the value of membership
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Webinar Summary

» Clarify when members are no longer
memobers.

» Targeted dropped members are great
prospects—they know the organization and
have trusted it in the past.

» Great Win Back Campaigns use a 4-Step
Process:

1. Analyze and understand dropped members.
2. Target your audience.
3. Plan the Campaign.

4. Execute the Plan.

» Prevention is always better than cure—
improve the Lifecyle to Acquire, Integrate,
Engage and Renew memobers.
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Cathi Hight

Staff training and Board retreats
Strategic planning

Benchmarking and operational
evaluations

Membership development
workbooks

Conference presentations

Check out our web site for articles,
blogs and resources:
www.hightperformance.com

Subscribe to my webinars and save
money!

Contact me at (512) 354-7219 or at
cathi@hightperformance.com
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