Seven Systems of a Growing Membership Business

Module 7 Strategy System
Lesson 3 — Creating a Membership Culture

Welcome to this lesson on creating a membership culture. Now regardless
of whether or not maybe it's just you and one other person, or you have an
entire staff within your membership business. | want you to think of this as
creating a membership culture or a membership mindset within your
business and | want you to have this mindset and this culture and | want
your staff and others to have this mindset about what you do. So let me ask
the question for a moment. What is it that you do? What do you do? Some
of you might easily say, "Well I'm the president of a Chamber of
Commerce," or, "l run a gym membership business," or, "l run a golf and
country club membership business," or, "l have a coaching membership
business," and really what all of us have in common, who are watching this
right now and going through this training is, is that we lead a membership
business.

Regardless of the niche, regardless of the services you provide, you lead a
membership business and a membership business is different from a
customer business. A customer-based business is a one and done. You
get the customer and you hope that they come back, but with a
membership business they're saying, "I'm going to make an investment,
and it's going to be ongoing and you're going to provide those services to
me on an ongoing basis and I'm going to make that investment in you in an
ongoing basis." So you have to treat members different. It's not that you run
a customer-based business, it's a membership-based business.

Now what I'm about to share with you actually comes from a coaching
session that | did, or a consulting session that | did with a private client
where | went in and | talked to them about how to create a membership
culture within their business and | was training their entire staff on thinking
differently about their members. One of the statements that | gave them
that | want to give you, is that there's not a problem that your membership
business faces, that new members can't fix. So there's not a problem that
your membership business faces, that new members can't fix, or can't be
fixed by increasing the retention of your current members. Here's what |
mean by that.

© Scott Whitaker Consulting



Seven Systems of a Growing Membership Business

Let's say you want to do a new marketing campaign and you want to go out
and get new members. Well how are you going to pay for that? It's not in
the budget, it's an idea that you want to try to do to reach new people and
get new members. Well the way that you're going to be able to do that, is
by getting new members or increasing retention of your current members,
or a higher-level strategy would be utilizing the ascension system is to
create a new level of membership and get people to ascend. That
investment that they're making is then going to fund that marketing
campaign. Let's say you want to do an event for your members. Well, it's
not in the budget, you don't have the funds available for it. Well that event
is going to be funded by new members, or increasing retention. Let's say
you want to get a raise, or you want to increase your own salary. Well the
way that you do that is, you get new members or increase retention.
There's not a problem that your membership business faces, that can't be
solved by your members.

So now that you have that understanding, | want you to think about it this
way. Think of your annual salary. What is your annual salary and then how
many membership payments does it take to equal your salary? So let's say
that your annual salary is $40,000, just using a round number for a
moment, but your annual salary is $40,000. | hope you're getting paid more
than that by the way. Your annual salary is $40,000, let's say your
members are investing $100 a month. So it takes 400 membership
payments at $100 dollars a month, to equal your annual salary. You're staff
ought to know that as well, that their salary is provided by the members and
their investment in your membership business.

So you ought to be able to tell them, "Do you know how many members it
takes?" All of a sudden when they get an email or a phone call from a
member who's canceling, immediately that cancellation is tied to their
knowledge of how many membership payments it takes to equal their
salary. So now that you know that, let me give you some things and some
ideas and concepts that you need to keep in mind, when a member quits
and creating this culture, and creating this understanding and this culture of
a membership business, then you need to know that when a member quits,
what's happening? Well one of the things that's happening is that they're
saying to you, "You're no longer able to help."

They're removing you from that place of authority. They're removing you
from that place of being able to help them, as part of your membership
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program. When you get that email, or you get that phone call that a
member is quitting, you ought to be able to have that first thought of, "I'm
no longer going to be able to help this person, and | really do want to help
them. This membership program that I've got, is designed to help them and
| can't let them tell me that I'm no longer going to be able to help them." So
what can | do?

Now I'm going to cover what you can do in the cancellation strategies, but |
want to talk about just having this mindset of when a person quits your
membership program, that they're actually saying to you, "You're no longer
going to help me." The next thing they're telling you is that, "You're no
longer able to influence my business, or my life, or my wealth, or my
health." They're removing the influence that you have over them and
saying, "You're no longer able to influence me." Now here's why that's
important, is because when that member says, "You're no longer going to
be able to influence me," your membership business, the influence of your
membership business is reduced or minimized by that cancellation and if
you continue to have cancellation over cancellation over cancellation,
guess what's going to happen?

All of a sudden, you're influence is going to be diminished down to zero,
because you're not going to have any members. | don't want that for you.
Your members collectively, when they gather together or they hear about
other members canceling or quitting, immediately they're thinking the
overall influence of this membership program is diminishing itself. So if you
have a program where, if people come together and they see all of a
sudden, people are missing and membership is down,. What they're
actually seeing is that the influence of your business is being diminished
with every cancellation. | don't want that to happen. The other thing that is
happening is when a member quits, they're taking money from you. They
are. They're taking money from you. They're taking their investment and
saying, "I'm no longer going to give my membership fee to you every
month," and you ought to look at that and say, "You know, | can't let that
happen. | can't lose their investment.”

Now | know that sounds selfish, but we run a business here. That's why by
the way it's the third item on this list, is that | want you to see that you're
helping people, you're influencing, but then also that they're investing in
you and when they say that they're going to quit, they're taking that
investment back and saying that, no longer can you count on their
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investment to run your business. So now that you have this understanding
of this culture of how membership works within a membership business, |
want you to know that members are to be celebrated. Members are to be
celebrated. In my previous business, where we were coaching pastors and
we took the coaching network from 72 pastors to over 3,000 pastors, one of
the things that we did and one of the ways that we celebrated members
was, is we had a map and on that map we were able to import all of the
locations of all of our members.

Now we were a world-wide coaching business and so we had members in
Indonesia and South Africa and in the UK and in South America and all
different locations and then we also had tons of members here in America
and we could see those and we knew that every pin point, represented a
member and we could actually click on the pin point, looking on our
computer, we could click on that pin point and pull up their profile and see
where they lived and see the influence we were having in that local
community. Now | know some of you, that you're leading a local
membership business, so its within your county or within your community. |
would still encourage you to map them out and by the way if you're
wondering where you can get this tool that we utilized, it's called
MapAList.com. MapAList.com. There might be some others out there that
you can Google as well, but you could import and see everywhere your
members reside and that's just a good visual tool to be able to celebrate all
of your members, looking at them all at one time.

So even if you just do it on a local level, or maybe it's on a national level or
if you were like in my business where it's on a global level, then you could
be able to say, "Man here it is, all of our members," be able to see them all
at one time, and then be able to know that here are all the places and
people that we have influence over and that we're helping. Man it was such
a joy to be able to see all of the people that were helping. | know where all
of my members reside, so all of you who are part of my coaching, | know
where you reside and I'm able to see that I've got members in Canada and
I've got members here in the US and all over. Knowing that I'm helping you,
man that brings me a great deal of joy and | celebrate that and | want you
to celebrate it.

Another way that you can celebrate your members is just by printing out

their names and maybe it's a new member list every week or every month
that you print out and you send around to your staff, or you just hang it up
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on your own wall and being able to say, "Here are all of the new members
that we've picked up over the past week," or, "Over the past month," and
celebrate that. Now this is different than what | was talking about in the
assimilation system, where you're giving gifts to your members. I'm talking
about you, internally celebrating the members that are coming within your
business and who are saying, "l want you to help. | want you to have
influence, and I'm going to make an investment in your membership
business."

Lastly, | want you to know as part of this membership culture that you are
to have in your business, is that quitters are to be recaptured. Quitters are
to be recaptured. So when somebody comes to your membership business
and they are a member and then all of a sudden they're saying they're
quitting, | don't want you to just let them go. | want you to look at how
you're going to recapture them and I'm going to give you some strategies to
do that, but | want you to know, and have this mindset that, "l can't just
have a member go. I've got to keep my members, celebrate them and then
those that quit, I've got to find a way to recapture them."
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