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CONVIO: Automating Your Membership Renewal Campaigns 
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Automating Your Membership Renewal Campaigns 
Convio has some simple membership options built into the COM platform that can be used to help manage your membership programs online. These tools can be configured in different ways but the following is an approach that will save you time by automating any renewal reminder email sends so they automatically go out at multiple key trigger points before their membership expires. To start off with lets summarize how Convio Membership works.
Creating and Buying a New Membership
In the Donations module you can create Membership Types and set their duration (in months) that you want that membership to last when purchased. You configure this when you edit a specific donation level and associate the membership type with that level. 

[image: image12.wmf] 


Then, when a visitor purchases that level, their constituent record’s Membership section will be updated with the Type of Membership they purchased, the expiration date of that membership level based on how long you set the Membership Type to last and, if they are a first-time membership buyer in Convio, it will set a “member since” date of the day the transaction happened. This is a look at their constituent record after they purchased the above level. 
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Status: Current Member Member Since:  Oct 6, 2000
Membership ID: Last Renewal: Aug 20, 2010

Membership Type: Level 1 Expiration: Aug 20, 2011




Renewing Your Membership

If you are a site visitor and already have purchased a Membership you can return to the donation form and purchase a new membership by selecting a giving level associated with a membership and donating. When you complete the donation process your Constituent Record’s entry for Membership Type will change if you purchased a different kind of Membership and your Membership Expiration date will reset to however long your new Membership Type was set for starting from the day this new transaction was processed.  
An Issue with Membership Renewals 

The basic membership setup is very easy implement and maintain. However, in a year’s time (for this example let’s assume all memberships last 12 months) you’ll want to reach out to your member to solicit them for a renewal and you can send them an email right before their membership expires and even automate that message pretty easily, however it would be better if you could send them a multi-message campaign which starts them thinking about renewing months early and reminds them to renew a few times before their membership actually expires. It is when you try to do this that you might run into an issue with membership renewal and expiration dates as they function in the COM platform. 
Let’s assume that I bought myself a Membership last November which was a Gold Membership Type (name made up) that was set to last 12 months so my Membership is coming up for renewal. If I go to the form on October 1st and repurchase my membership then my new Membership (also Membership-Type Gold and set to last 12 months) will reset 12 months from the time of purchase (Oct 1st ) which is October of next year. This unfortunately means that by me renewing early I actually only got 11 months from my first Membership purchase and not the full 12 and you’ve just penalized the members who have helped you out the most by renewing early! Luckily there is a solution. 
*Note: This same issue applies if you try and upsell constituents on a higher membership level in the middle of their current membership cycle. So the strategy suggested for renewals can also be adapted to run upsell campaigns as well. 
Structuring Your Campaign  

Knowing how renewals will perform on the platform, we can structure our renewal donation forms in such a way that they can compensate for this behavior and ensure your constituents get 2 full members when they renew. 

The basic idea is that we will create a series of donation forms with membership levels that are a little longer than a traditional membership duration and point renewing constituents to one of those forms depending on how many months are remaining before their membership expires. For example, for a constituent whose membership expires 1 month from now will be directed to a form where the membership type expires in 13 months instead of 12 when we send them the renewal email. By them purchasing the renewal membership they will get 11 months of their first membership and 13 months with their second membership which evens out to the full 24 months in 2 years. 
So now that we have a solution for early renewal we can start soliciting them with our email series multiple months in advance. Most clients seem to start this process 1-3 months before the constituent’s expiration date. For this example we’ve done 3 so you can delete sections if you want to start a little later. The setup will be 3 emails that automatically send your constituents a reminder each month (for 3 months) before their membership expires unless they renew and then they stop getting the emails. Here is the basic idea: 
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There are 3 main parts to this setup and the best way to proceed is to start from the donation forms and work your way back. So first is to take your normal membership donation form and copy it 3 times so you have a total of 4 donation forms. Then edit each form and edit the memberships associated with each donation level and set one form’s levels to expire in 12 months, one form in 13 months, one form in 14 months, and finally one form in 15 months (or adapt to whatever your membership lengths are, just keep adding +1 month each time) and note the donation form ID numbers of each (this can be found in the URL of the form http://www.foo.org/site/Donation2?df_id=1234&1234.donation=form1). Make sure all forms are published.  

The second part of this setup is to create a Pagebuilder page which will contain the conditional code that checks the constituent’s membership expiration date and shows them a link to the correct form. All this conditional code has been written out for you in the text file provided however you might want to change some of the language and styling to better match your organization’s branding. You’ll need to update the placeholders of ZZZZ, XXXX, YYYY and WWWW with the donation form ID’s you just copied from the forms you created. 

Form ID replacement index: 

· ZZZZ = Normal/New 12 month form

· YYYY = 13 month form

· XXXX = 14 month form

· WWWW = 15 month form

Then copy and paste this code into a Pagebuilder page and publish it. *Note there are references to a contact page and a membership page that you might need to update the URLs for in the code. 
 Here are a couple of screenshots of what the code will look like to the end viewer: 
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Your Membership Information

Name: Ken Cantu
Username: kcantu+1@convi
Membership Level: Level 1
Membership Status: Current Member
Membership Exp. Date: Aug 20, 2011

Your membership is about to expire on Aug 20, 2011. Renew
your membership today!
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Your Membership Information

Name: Ken Cantu
Username: keantu-+1@convio.com
Membership Level: Level 1
Membership Status: Current Member
Membership Exp. Date: Feb 20, 2012

Your membership doesn't expire until Feb 20, 2012. We'
send you an automatic notification when your members|

ion is approaching. If you are interested in upgra
to a higher membership level now you can explore our
different membership options or feel free to call us at
prersES———y





Finally you create an email campaign and create your reminder emails for 3 months, 2 months and 1 month reminders. Spending some time crafting these messages is really important so make sure you are conveying the benefits of membership both to the donor and to your organization when you write the copy. In the 2010 Membership Marketing Benchmarking Report (referenced below), 36% of respondents cited value as the key issue that former members expressed for not renewing memberships. This is an 80% increase over 2009!

 When you craft your messages, make sure the links to renew memberships all link to the PageBuilder page you just created. Here is a screenshot of the text (stationary not included in code) provided to get you started: 
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Your membership to our organization is coming due on Feb 20, 2012. Renew today
and receive a discount on your membership dues for being a returning member

Renew your membership today!
Here is your login information to complete your renewal:

Username: kcantu+1@convio.com
Password: kcantul

Thank you for your continued support,
Organization Name




Finally you’ll need to approve your message but before you configure your send you need to create your target groups. You have to this outside the Email Campaigns module so go to Queries and you’ll be creating 3 different queries which will automatically build 3 different groups. These queries should have the following logic (you might also want to add a group clause that targets only your membership groups): 
3 month email query logic: 
[image: image7.png]Status equals Current Member
AND Expiration equals 3 month or months beyond today





2 month email query logic:
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iration equals 2 month or months beyond today





1 month email query logic: 

[image: image9.png]Status equals Current Member
AND Expiration equals 1 month or months beyond today





After you create each query you will be prompted to use the query to do a mail merge or create a group. Choose the create a group option and set each group to rebuild daily. 
The final part of the setup is to go back to your email campaign and messages and set them up for delivery. You’ll want to set these emails up for recurring delivery daily and set the target group to be one of the groups you just created and make sure the group rebuilds at send. 

For example: 

· Email 1 – Sends to 3-month Query target group. 

· Email 2 – Sends to 2-month Query target group. 

· Email 3 – Sends to 1-month Query target group.  

By setting things up this way no member will get the same email twice and they will receive one email every month leading up to either the time they renew their membership or the expiration of their membership. 
IMPORTANT NOTE: Because Convio is set up to make sure any contact doesn’t receive the same email twice these emails will need to be copied (you can just copy the campaign) every year around the same time to start this whole process over again. As it is important to update your copy for these messages anyway it is a good time to do all those updates at once. The queries and target groups will not have to be updated. 
Related articles and references: 
· Fully Membership Report - http://www.marketinggeneral.com/wp-content/plugins/dnDocumentShare/uploads/1825-doc-MGI_BenchmarkingReport_2010.pdf 
· Care2 Blog Summary of above report - http://www.frogloop.com/care2blog/2011/1/7/membership-renewals-take-a-dive.html
· Visit us or ask questions on the Community: http://community.customer.convio.com/index.jspa 

· More webinars: http://customer.convio.com/site/PageServer?pagename=sm_webinars 
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