
We all expect a highly personalised 
experience from the organisations 
and services we interact with. We’ve 
been programmed to - you don’t 
have to think further than your 
Netflix suggested watch list or the 
recommendations Amazon makes for 
you based on past purchases.

It’s no different for your members. In 
this ‘Age of the Customer’ they too will 
be expecting a similar experience from 
your association. 

Yet, Clade’s recent research1 into 
Australian associations’ technology 
uptake shows that a startling 70% of 
associations don’t have a 360° view of 
their members  – information they could 
be using to improve member services, 
enhance the member experience and 
help to grow member numbers. 

GOING FULL 
CIRCLE

How Australian associations need a 360° view 
to better service the empowered member.

The impact of the 
empowered member

According to leading research house Forrester, 
we are well into the ‘Age of the customer’, a 
new reality of how consumers interact with 
organisations. Exposed to a whole world of choices 
and emboldened with their social networks and 
smartphones, today’s customer is at the centre of the 
brand universe and well and truly in the driver’s seat.

In such a position of power, customer expectations 
skyrocket. This consumer wants to be treated as an 
individual and assumes that their unique needs will be 
understood. For organisations in this new world, brand 
loyalty becomes harder to earn and maintain –  as 
customers are more likely to switch to a new brand or 
service if they are not happy with their existing experience.

What this means for associations: If your members 
don’t feel engaged with your association and don’t 
believe they are getting enough value for their 
fee investment, they are less likely to renew their 
membership and will start to look at competing options. 

Like all consumers today, your members have an 
increasing array of distractions competing for their 
attention and dollars. To maintain the interest of your 
existing members and to attract new people, you need 
to ensure that you are engaging them in a way that is 
relevant and meaningful to them.

Yet, the Member Loyalty Study by Community Boards 
found that 47% members still receive content from their 
associations that is not personalised. This experience may 
have an impact when it comes to renewal - and your own 
member feedback could be telling you a similar story.

Read more about some of the 
challenges facing Australian 
associations around member 
personalisation and explore how 
the right technology can deliver the 
insights that help drive better member 
engagement and loyalty. 

70% of 
associations don’t 
have a 360° view of 
their members

47% of members say that 
the content they recieve from 
associations is not personalised



A benchmark for progress:  
Clade’s survey of Australian 
associations1 
 
Our inaugural Associations Technology Survey - the first of its kind 
in Australia - benchmarked Australian associations on their use 
of technology to improve process and administrative tasks. We 
discovered that 70% do not have a 360° view of their members - i.e. 
a complete history of their members’ various interactions with the 
association, including renewals, purchases and events attended - 
that would help them in making informed decisions.

Event management:

Accreditation and CPD 
programs: 

 Payment collection:

 Managing member  
information:

43% of respondents 
rely on a manual or 
semi-manual process 
to reconcile payments 
when running events.

76% of those who run 
accreditation programs 
use manual tracking for 
part of the process, 

while 57% have a 
manual element 
in managing 
their professional 
development 
programs.

63% have a manual 
element to tracking 
member payments 
for various items 
such as merchandise, 
events or training;  
with a third of those 
handling an entirely 
manual process 
including manually 
sending invoices and 
chasing up payments.

Association 
membership typically 
involves lots of 
changes to process, 
but 40% lack a ‘single 
source of truth’ central 
database and rely on 
multiple databases and 
manual processes to 
keep data up-to-date. 
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Entirely manual

'Pre-canned' reports

Business Intelligence tool

70% do not have a 360° view of 
their members  

60% of the respondents simply 
don’t have the tools available to 
retrieve insights from their data

In addition, half of those surveyed still rely on entirely manual 
processes when seeking key insights about their members. 
Typically this involves looking at various spreadsheets across 
different platforms and creating reports from scratch. A further 
28% of respondents access some ‘pre-canned’ reports from their 
systems which provide limited insights and information. 

The implications? Without the right insights you can’t formulate 
targeted strategies or personalise your communications. And in the 
world of the empowered member, a ‘one-size-fits-all’ message will 
fall on deaf ears.

Other findings from the research 
showed that a lack of automation 
results in a particularly heavy 
administrative burden for staff and 
volunteers. Here is a snapshot:

Clade’s research also found – perhaps providing one of the 
reasons for the above - that 60% of the respondents simply 
don’t have the tools available to retrieve insights from their data. 
Without the right tools, potentially valuable information about your 
members remains invisible and insights are not possible.
 



Bringing it all together: harness and 
centralise your member information

There is a way to track and report on all your member interactions, 
a central system that provides a complete picture of how members 
use and interact with your association. It provides a single point 
of reference for a complete interaction history, by individual 
member - including joining date, services accessed, events 
attended, payments and other transactions, enquiries made, e-mail 
communications read, web pages visited etc. 

Such a tool allows you to collate and report on these member 
interactions on an aggregate level - to help you shape service 
development and improvements – and by member – to help you 
develop targeted messages and meaningful offers for key groups 
or segments.

Importantly, the same technology that enables you to personalise 
member interactions can also eliminate much of the manual 
handling of information – helping your staff and volunteers to focus 
on what’s really important.
 
Here is some more good news: the change doesn’t need to be 
overwhelming. The right technology can seamlessly fit into your 
current tools and technology e.g. Microsoft Office, so there’s no 
need to learn a new ‘language’. And you don’t have to change all of 
your existing processes at once, you can start-off with some basic 
automation and build-up to a comprehensive 360° member view 
over a period of time. This would enable your association to relieve 
some of the administrative burden immediately, while aiming 
towards that 360° view in the near future. 

Why Gen Y is important

It’s worth noting that the advantages of a personalised approach is even greater with millennials or Gen 
Y. This generation has grown up expecting responsive, interactive and real-time experiences from the 
media they interact with. They are the future of your association so you need to look after this important 
group.

With social media playing a prominent role in their lives, these individuals can market themselves 
successfully, and make links directly with others rather than looking to member association to do this for 
them. In fact, some millennials may regard associations as outdated and of no value to them. 

Younger members want to engage through digital channels so you’ll need to make your association 
relevant and accessible to them. Media such as webinars, videos and conferences are some of the 
possibilities here. 

a comprehensive

360°  
member  
view



How Clade  
can help

Clade is a specialist in helping 
member organisations gather 
and apply business intelligence 
to improve their membership 
interactions and relieve the 
administrative burden so many 
associations face. Our expertise 
in the industry means we can 
bring valuable insights from 
our experiences with other 
associations.

Our Cloud-based Association 
Management Solution (CAMS) is 
‘out-of-the-box’ so you can begin 
using it immediately and start 
seeing the benefits. It is powered 
by the Microsoft Dynamics 365 
platform, and seamlessly integrates 
with Office products such as 
Outlook, Word and Excel.  

Create targeted, relevant campaigns 
Make it easy to improve your current membership 
offerings and create more appeal to members. 
Capturing member interactions and preferences 
means you can set up different streams of 
member activity depending on the interests of that 
individual (or group). No longer does it need to be 
a one-size fits all approach.

How does your 
association  
stack up?

Would you like to benchmark your 
association against the industry? 
Complete this brief survey to 
receive a free personalised report 
on how your association rates 
against your peers.

Talk to us today and get started 
on the path to better member 
engagement with a 360° view. 

www.clade.com.au/association-
benchmark-survey

Benefits of the big picture view

Below is a summary of some of the key benefits of a centralised 
system to manage your member information and interactions. They 
all add up to the creation of a modernised association that can stay 
relevant and more easily adapt to the needs of its members.

 Save time and money by automating 
manual processes 
Whether it is the member renewal process, 
member payment process or accreditation 
tracking, reducing the administration will help 
your staff and volunteers reclaim valuable time 
– and works wonders for staff retention. Be the 
association that everyone wants to work for!

Reduce your administrative burden 
Automating even some of your tasks will make 
a huge difference to your team’s productivity. 
Imagine if whenever you ran an event, your member 
database automatically updated to not only store 
that information for the future, but your system 
sent automatic email reminders for that event, and 
followed up with relevant information after the event.

Monitor progress, measure and 
change tactics as required 
Whether it is uptake of new offers, success of 
different campaigns or member satisfaction 
scores. The data is available in one place and can 
be used to better refine messages, or track what is 
working and what isn’t.

Gain a 360° view of your members
Capture siloed data and bring it all under one 
roof. This will provide a detailed information of 
your member information, their interactions and 
preferences – at an individual and aggregate level. 

Draw out useful insights about  
your members 
View this business intelligence via beautiful easy-to-
use dashboards and use the insights to formulate 
member offers and make strategic decisions. If 
you know what your members really want, you can 
create new programs, or improve existing programs 
to demonstrate more value.

Take Survey

1.  Clade’s inaugural Associations Technology 
Survey is a benchmark for the use of technology 
within Associations in Australia. The first 
of its kind, the 2017 research surveyed 55 
associations of all sizes – as small as 5 members 
and as large as tens of thousands.

http://www.clade.com.au/association-benchmark-survey
http://www.clade.com.au/association-benchmark-survey
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