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Knowledge Management
The Sharing and Development of Best Practice

6. HOW TO RETAIN MEMBERS
Outcome: Increased membership.
North West’s experience: 

Ways the club has worked to develop the club spirit.

· You elect a club captain with attitude – someone who knows everyone, and is easily identifiable. We are very fortunate with our current incumbent. 

· At the annual dinner and prizegiving, make sure to pass around the event list for the following year and invite people to sign up for running the following year’s events – after a glass of wine, nothing looks like too much trouble! 

· Appoint an active social committee that knows everyone and everything, and that has good ideas for 2 – 3 club outings each year. 

· Provide a social atmosphere after the event. We have listened to the cries of the younger members, and now have a BBQ and drinks stand at every event. This has an additional benefit of providing a focus for meeting after the race, and encourages competitors to stay longer rather than rushing to leave. 

· Make the club identifiable amongst the other clubs. We know uniforms help clubs to spot their runners at long distance and cheer them on, and we want to emulate that. Flags provide a great rallying point and we see there may be sense in getting more of them. 

· Offer coaching to anyone wishing to take the opportunity.  This has been one of the spin-offs of the score series we are running this year.  Elite runners pay a reduced event entry fee on the proviso they take learners (new or old!) under their wing for a coaching session after the run. The coaches get to wear clearly identifiable red ball caps and it is proving to be very successful. 

We know children are our future, and for them we propose: 

· Having certificates to recognise participation at all events 

· Collecting second hand O suits for kids and offering them for sale at a token price 

· Encourage the elite runners to take on a mentoring role and provide appropriate coaching for the juniors.

General strategies: 
A club membership profile is maintained and retained. Club camaraderie is high because it is actively cultivated both at events and other social occasions.
Attention is paid to individual members to help them feel they belong and to ensure their needs are met. It is well documented that it is much more time and cost-effective to put efforts into keeping customers (members) than it is to try and recruit new ones.

PAPO have a Membership Secretary whose role is to “get to know all club members.”

Best Practices:

CLUB MEMBERSHIP

· Keeping statistics, such as age, gender, competitor status, family groupings, occupation, and skills of club members is valuable.

· Identifying who are your members will assist your club in servicing and developing ways to retain your members, as well as meeting the needs of the club. With this information, it is also easier to target potential members.

· Record turnover in the club over the last three to five years to trace the dropout patterns - what is happening to your members? Why have they left?

CLUB CAMARADERIE

Building and maintaining club camaraderie is important to the health of a club. Good club camaraderie adds to the enjoyment and encouragement gained by belonging to a club. Camaraderie may be harder to build in a sport that is played individually, unlike in team sports.

“You only play squash one at a time so off court identity is perhaps more important than in team games. You have to turn an individual performance into a team thing.” (John Bentley, SquashPlus, summer 2000).

“We have found that the camaraderie which has developed amongst our membership through such fun activities as Friday social nights, working bees, fundraising activities and club trips is a major factor in member satisfaction.” (John Endean, SquashPlus, summer 2000).

· Social events are a good way of getting longer term and newer members to know one another better which helps build club camaraderie.  

· Score events and rogaines are events where socialising is much easier as everyone starts and finishes at the same time.

APPOINT AN OFFICER/OFFICERS TO CARRY OUT THE FOLLOWING DUTIES

· Meeter and greeter – spend time at Registration specifically to welcome and help newcomers. Organise another person to take over while you do a course. The Meeter and greeter should be easily identifiable, e.g., wear a Coach’s cap.

· Encourage people to get together to eat their lunch or have a tea or coffee, etc., when they have finished their courses.

· Get to know and to look after members, as the PAPO Membership Secretary does.

· Arrange teams for inter-club competitions.

· Arrange bus transport for club members to inter-club competitions.

· Make a gathering place for club members at regional and national competitions.

· Organise social events, e.g. pot luck dinners and meals at restaurants.

· Organise an annual club dinner and prize giving.
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