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SOMETIMES, WE TAKE
OUR MEMBERS FOR
GRANTED, DON'T WE?

We just assume that because they
just joined our association that they will
always continue to buy from us. | mean,
you do have the best “membership
association” on the planet, right? And
why would they ever consider to not buy
from us?

There are a lot of possible answers
to that question. But | think it may come
down to the fact that we take them for
granted and, at times, never really take
any concrete steps to turn them from a
satisfied member to a loyal and raving
fan. Keeping a member does take work
and while all of us know this, how often
do we practice it2 How do you make
your members feel2 Are you building
a loyal and raving member or it is a
“1 and done” relationship?

There are many different factors that
go into building loyal clients and here
are just a few of them. (Our workshops
and seminars on The Customer
Experience go info detail on how to
create this experience for your members
and not make them a “1 and done.”)

1. MAKE IT PERSONAL.

Get to know more about your
member than just his or her name.
What do they like to eat, drink,
do, etc.2 Know the birthdate
and/or the anniversary of when
they became your member and
celebrate these events.

2. BE “PROACTIVE,”

NOT “REACTIVE.”

| CALL THIS- “THE VISION.”

Can you anticipate your
members’ needs before they can?
Or, are you always reacting fo
them? Remember, when you are
reacting, you are typically on your
heels and apologizing. Now, you
can't be everywhere all the time,
but you can avoid challenges at
times by just thinking one step
ahead to potentially quiet the storm

that may be looming.

3. ASK THIS QUESTION, “HOW
ELSE CAN | HELP YOU TODAY?2”
And it may not have anything

to do with your business, but it

has everything to do with theirs.

Who can you connect them with

to solve a problem that they may

be experiencing? What you are

doing is building value for you and

your organization? If they can think
of you as an expert and someone
who can help them achieve their
objectives, you are making them
feel better about themselves and
your organization at the same time.

4, HANDLE LAST-MINUTE
REQUESTS WITH
PROFESSIONALISM.

That can be challenging at
times, especially when members
change their minds and requests
a lot. But all of us can pick up
poor body language cues and
non-verbal communication, even on
the phone. Make sure your people
handle these requests with a smile
on their face, no matter what they
may be really thinking about your
member.

5. THINK LIKE A FRANCHISE.

Here is what we mean: any
good franchise will have systems in
place on how to do most everything
in their company or organization.
In theory, almost anyone in their
company (who can read and
follow directions) should be able to

handle any situation or challenge

that could arise. Do you have your
systems in place so that anyone

in your organization could take
care of a member when they have
a challenge? Or is your member
"shuttled” from one depariment to
another because people in your
organization just don’t know how
to answer that particular question?
If you are able to create systems
that will crossrain your employees,
just think what the feeling will be
from your members! They will feel
better about any challenge they
may have knowing that anyone
from your team can work with
them. This is quite refreshing in this
day of “always being put on hold.”

6. THANK THEM OVER AND OVER.
This doesn't always mean with
gifts (although those are always
nice). It could also be in the form
of a special price on a product
or service they order from you. It
could be special recognition on
your website or social media sites.
It could be having their favorite
beverage and snack waiting for
them the next time they come to
your office or when you visit them.

These are just a few ways to not only build loyal member relationships (and friendships) but to make people feel better
about you and your association brand than they do about your competitor. w

This article was provided to OSAE by Bob Pacanovsky, who is a keynote speaker and trainer who works with companies and
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Creating an Impression that LASTS!

organizations to develop the Black Tie Experience — creating an impression that LASTS through leadership, service, actions and
behaviors. Bob spoke at OSAE’s 2017 annual conference and will present again at this year’s annual conference. To learn more,

contact Bob - call (330) 352-6084 or email Bob@BobPacanovsky.com.
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