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In a world of shifting expectations and digital transformation, true
membership impact requires more than just increasing numbers. It's about

building meaningful connections, creating value-led experiences, and using
insight to evolve.

Based on our extensive research and real-world work with membership
organisations, these are the six principles that deliver results.

1. Engagement Isn’t a Login - It’s a Relationship

The Problem: Many organisations mistake activity for engagement.

The Fix: Shift from vanity metrics to value metrics. Real engagement happens
when members contribute, collaborate, and advocate — because they see benefit.

Quick Wins:

® Track usage of member-only benefits

® Measure advocacy and contribution (not just attendance)

® Use engagement scoring to spot who's thriving — and who's drifting

2. Recruitment Starts with Relevance

The Problem: 56% of membership organisations struggle to articulate
their value proposition.

The Fix: Align your messaging with what matters to your prospective

members. Use insight to define their motivations and refine your funnel.
Quick Wins:
]

® Build ideal member personas
® Audit your current messaging for misalignment
® Map a member recruitment journey and plug the gaps

3. Your CRM Should Drive Strategy, Not Just Admin

The Problem: CRMs are often underutilised and poorly segmented.

The Fix: Make your CRM a source of strategic insight — segment meaningfully,
clean your data, and automate what you can.

Quick Wins:
® Segment by tenure, engagement, interest, and role
® Add insight fields to track motivations, feedback, or member value @

® Review data hygiene and integration with other platforms



4. Internal Processes Shape External Experience

The Problem: Disconnected teams and clunky onboarding harm
member trust.

The Fix: Design your internal workflows with the member experience in
mind. Remove friction and create a joined-up journey.

Quick Wins: 0]

® Map your onboarding process and reduce steps © O

® Add personal check-ins during critical engagement O- o
points o o

® Track and respond to member queries with SLAs (o)

5. Al Is Your Co-Pilot, Not Your Replacement

The Problem: Al is underused or misused by most organisations.
The Fix: Use Al to reveal insights at scale — predict churn, analyse
feedback, personalise content — but keep humans at the heart of it all.

Quick Wins:
® Use Al to analyse open-text survey feedback A

® Build a predictive churn dashboard
® Automate benefit recommendations based on member behaviour

The Problem: Fragmented systems result in fragmented

member journeys. \
The Fix: Create a connected ecosystem where data @

flows and journeys feel seamless.

Quick Wins:

® |ntegrate CRM, email, events, and website tracking

® Build dashboards to monitor engagement across platforms
® Use journey mapping to identify friction points

6. Integration Creates Momentum @
> |
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