Seven Systems of a Growing Membership Business

Module 7 Strategy System
Lesson 1 — Four Most Valuable Questions

Welcome to this lesson on the four most valuable questions you can ask
when evaluating your membership program. If you haven't already done so,
so ahead and take out your action sheet because | want you to follow
along, and | want you to get this very first principle when it comes to the
strategy system. That is the principle of Canei. Now you might be saying,
"Well how do | spell Canei?" It's on your action sheet there, it's "C-A-N-E-."
Here's what it means, the principle of Canei is, the principle of constant and
never-ending improvement. That's what | want you to do within your
membership business and within your membership programs.

| want you to have this mindset of constant and never-ending improvement.
| want you to always evaluate what you do, and how you do it. Whether it
be events for those of you who do events, whether it be trainings if you're
doing trainings, whether it be phone calls if you're doing a coaching call.
Whatever the activity is, even if it's producing a newsletter for your
members. | want you to look at that newsletter and ask yourself these four
questions. Now these four questions, you're going to be able to utilize them
regardless of what it is you do. Every activity, everything that you produce
within your membership program, you're going to be able to use these four
questions.

Here they are, the first question is what went right, or what's right? | want
you to celebrate. | want you to enjoy leading your own membership
business. | want you to pat yourself on the back. | want you to encourage
your team for those of you who have staff members. | want you to be able
to say, "Here are all of the things that went right." Take a moment, capture
those, and write them down. By the way, | really do mean, | want you to
write everything down when it comes to answering these questions. Don't
think about it in your head, | want you to capture the thoughts that you have
when you answer these questions.

What went right? Write that down, put a name beside it. If somebody on
your staff did that, put their name beside it as something that they did was
right and was beneficial and was a great experience for your members. The
very first question is what went right? It's all about celebrating the good
things and the right things that are taking place in your membership
program. The next question, you might have already guessed this is what
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went wrong? Now I'm going to actually give you the second third and fourth
question consecutively here so that you can see where I'm heading with
this, because sometimes they do overlap.

The second question is what went wrong. The third question is what was
missing, and then the last question is what was confusing? Now you'll see
that really everything could kind of fall into that second question there, on
what went wrong, but | want you to go a step further. Say, "Well, was it
really wrong or was it confusing?" Or, "It was wrong that this was missing."
Let’s make a not and let's put that under the category or under the question
of, this was missing. what went wrong, what was missing, and what was
confusing.

| want you to take the time and ask those questions and put them
underneath each category so you can capture all that happened with that
particular activity or that particular service or event that you were doing in
your membership program. You're going to find out that, "We had every
intention of doing this, but we didn't do it, and so it was missing." We need
to make a note of that. Or, "We were missing some key supplies," and we
need to write that down and what those supplies were. Or, "We had an idea
that this would go really well, and for some reason our members just didn't
respond to it and therefore it was wrong. We really messed up on that key
activity that we wanted to do."

Then there's the, what was confusing? That's really where the fruit of your
labor comes in is that you're doing something, you're providing this for your
members, but then all of a sudden it's confusing. They didn't know what to
do, or they didn't know what the next steps were for them to take part of, so
it was confusing. It's not that it was wrong, it was just the way it was
implemented was confusing, and so you need to go back and maybe clarify
it for next time. The four questions are what went right, what went wrong,
what was missing, and what was confusing? As you write down the
answers to each of those, once you’re done writing down the answers,
what | want you to do then is put a name beside who is going to take care
of the wrong, missing, and confusing.

| don't want you to just have this evaluation and then say, "That was a great
evaluation," and then not do anything with it. | want you to then go ahead
and assign a name for those of you who have staff members. Assign a
name to who is going to be responsible for that piece that was missing, so
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that we don't miss it again, for that piece that was wrong, that we don't
mess up and do it wrong again. Or that piece that was confusing, that we
clarify that. Who's going to be the one to clarify that and take the
responsibility for it? Then after you write down what went right, what went
wrong, what was missing, what was confusing, you put a name beside
each one of those.

Then the next step and the last step that | want you to do is | want you to
put a date beside it. Let's face it, we have a lot of things going on, but if we
have a deadline we make sure those things get done. If you have staff, ask
them, say, "Okay, what is a good deadline by which we can expect that to
be accomplished?" Well for some of you, you might need to produce that
newsletter again next month. Or you've got another event coming up within
the next couple weeks and so the deadline is going to be very tight. For
others you might need to say, "Well we've got some time to work on this
but let's set a deadline in place, so that we can work towards that deadline
and get it accomplished."

What went right, wrong, missing, confusing, put a name beside it, put a
date beside it, and then continue to do that after every event. If you have a
newsletter, do it with the first newsletter, correct it, do it with the second
newsletter, and then again ask yourself the same questions. If you do
events do it with one event, again, assign names to it, put a deadline, and
then the next event that you do evaluate it again. Over and over and over
that's how you practice the principle of Canei, constant and never-ending
improvement, by asking these four questions. They really will be the most
value questions you can be asking in your membership business.
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