
Membership – Operation 

Retention: 
 

Keeping Your Members from 

Jumping Ship! 



Ground rules: 

• This session is interactive! 
• Stay on topic 
• Try not to keep repeating 

something someone else 
already said 

• Contribute ideas that others 
can use 

• Tips are always appreciated  



Retention: 

When does it start? 



Retention: 

Useful stats that I just made up: 

• Our retention rate is only 53% 
from year one to year two 

• The second biggest drop is after 
year 5 

• Overall, our retention rate is 
under 80% 

• Yet, only 274 Lodges/Chapters 
submitted forms for last year’s 
Member Retention Week 



Key Results from the 2013 
New Member Survey 
• 1,952 members responded to the survey 

questionnaire – 1,146 LOOM, 711 WOTM, 
and 75 who indicated that they were 
unsure to which group they belonged. 

• Over half of the respondents were 56 years 
of age or older, with another 27% between 
the ages of 46 – 55, indicating that our 
current membership is inviting 
individuals in similar age brackets to be 
members of the fraternity.  Less than 9% 
of respondents were under 35 years of age. 



Key Results from the 2013     
New Member Survey 
• The vast majority of members join       

because they were asked by a friend (64%).  
Another 21% indicate that their sponsor was 
a new acquaintance.  

• Only 12% were asked to join by a family 
member. 

• Nearly half joined because friends/relatives 
were all members and because of the 
inexpensive food and drinks. 

• 41% also indicated that “belief in the 
mission” was a factor in joining. 



Key Results from the 2013     
New Member Survey 
• 84% of respondents remembered 

the new member packet that held 
their membership cards.  Of those 
that recalled the packet, 90% read 
some or all of the information 
contained. 



Key Results from the 2013     
New Member Survey 
• Nearly half of the respondents felt the  

packet did a “good” job of explaining the 
main purposes of the fraternity and another 
25% felt they know a lot more about the 
Moose and its purpose. 

• Nearly 30%, however, felt that there could be 
an improvement on how we delivered this 
membership information. 

• Almost 80% of respondents said they would 
listen to an audio message.  



So we added an 
audio message. 



Key Results from the 2013     
New Member Survey 

 

• Only 27% of new members indicated           
that they played the DVD that was 
included in the new member packet.  

• So we eliminated the DVD. 

• 63% of respondents visited the Moose 
website after receiving the packet, with 
Member Benefits and Activities listed as 
the two most visited areas on our site. 

• So we are enhancing the website. 



Key Results from the 2013     
New Member Survey 
• 83% of new members had visited the      

Lodge prior to becoming a member.     

• After becoming a member, only 10% 
attended a formal enrollment ceremony and 
11% participated in an orientation. 

• If they did attend an enrollment ceremony, 
the Lodge typically did a good job of telling 
the story of the Moose.  

• 28% expected a better or different 
presentation, however. 



Key Results from the 2013     
New Member Survey 
• 64% of the new members felt they had a 

positive experience on their first visit to the 
Lodge. 

• 33% felt the experience was just OK or failed 
to meet expectations. 

• Since joining, a third of the members have 
been asked to participate in a sporting event 
or Lodge activity, and around 25% have been 
asked to help out around the Lodge or work a 
meal function.   

• 21% have been asked to volunteer for a 
committee or assume an officer position. 



Key Results from the 2013     
New Member Survey 
• In the short time they have been in the 

organization, they know the most about the 
Member Benefits, Mooseheart and Moose 
Charities, but the least about the Higher 
Degrees and community service. 

• The benefit programs that interest new 
members the most are travel discounts and 
entertainment programs. 

• These are the exact two programs that 
interest the readers of Moose magazine the 
most as well.   



Key Results from the 2013       
New Member Survey 

 

• Open-ended optional question – tell us 
anything else about your Moose 
experience. 

• 475 people took the opportunity to 
comment. 

• The most obvious observation is the 
inconsistency of product from Lodge to 
Lodge.    

 



Key Results from the 2013       
New Member Survey 
The most frequent responses: 

• Great place and people – positive experience. 

• Lack of communications from the local 
Lodge/Chapter regarding events, volunteer 
activities, purpose, rules, etc. 

• Poor first experience – rude people, ignored, 
quality of service. 

• Too much smoke. 

• Dated policies and practices – nothing to offer 
younger members or little understanding of why 
men and women are not combined as one 
organization. 



The product we sell! 



vs.  
Reality? 



Clean up your lodge – both 
physically and emotionally 
 

Dated facilities 
• The facility is in disrepair. I believe the Moose 

should employ their members to donate time, 
money or skills to renovate the lodge to make it 
more appealing to new or potential members 
and comfortable to existing members. 

• The lodge is extremely dated and run down. And 
the service varies greatly from employee to 
employee. It’s becoming more of a hassle to go 
each time. 

 



Clean up your lodge –               
both physically and    
emotionally 
 
• Supreme Council Grant 

Program 
• What’s it take to qualify? 
 



Clean up your lodge –               
both physically and     
emotionally 
 

Attitudes 
• “No one made any effort to speak to me. 

Everyone seemed to know each other 
well and formed little clicks where they 
had a great time together. One girl 
arrived in a very drunken state and never 
stopped acting out loudly. I felt terribly 
uncomfortable and decided to leave. The 
entire experience was both upsetting and 
discouraging.”  

 



Attitudes 
 

 

 

• “I thought I'd form relationships with           
other members, but they keep to their 
own groups. It is not the social club I 
thought it would be.”  

• “At first I really enjoyed the Moose, but 
the racist and ignorant jokes and remarks 
have grown tired. I have friends of all 
stripes and I find the small town 
mentality offensive.” 

 



Attitudes 
 

 

 

• “I have had many friends join the club. 
The problem is they get turned off with 
some members’ attitudes. We are 
volunteers and some on the Board are 
very critical of how things are done, so 
you are damned if you do or damned if 
you don't. Many times you feel like you 
can never do anything right.”   

 



Can I bum a cigarette? 
 

 
 
Cigarette smoking among U.S. high school students  
has dropped to the lowest level in 22 years, federal  
health officials reported on Thursday, June 12th. 
 
The percentage of students who reported smoking a 
cigarette at least one day in the last 30 days fell to 
15.7 percent in 2013, according to the National Youth 
Risk Behavior Survey, a large federal survey that has  
been tracking youth smoking since 1991. 



Can I bum a cigarette? 
 



Can I bum a cigarette? 
 

 

• Nice people, but way too much smoke. No one that               
we've invited will come to the Moose because of the        
cigarette smoke. 

• I visited the lodge twice. No one spoke to me either 
time. The place smelled like an overused ashtray. I 
couldn't imagine eating in a place that reeked of 
cigarette smoke, but nearly everyone there was 
smoking. I did not renew my membership. 



Can I bum a cigarette? 
 

 

• The Moose would get more members if the lodge 
was non-smoking or had a designated non-smoking 
section in the lodge where non-smokers wouldn't 
have to breathe the smoke. The dangers of second 
hand smoking are as high as smoking. 

• When I went to a Moose Lodge near my home, it was 
really heavy with smoke and I was not so impressed 
– though the people there were friendly. 



Our core values and how 

we communicate them: 

• Mooseheart 

• Moosehaven 

• Heart of the Community 
• I asked numerous members "What was the purpose 

of the Moose?" or "What does it mean to be a 
Moose?" and I got lame answers. Other service clubs 
are very active in supporting my local community. 

• (throw in camaraderie and 
fellowship too) 



Activities – what activities? 
 
• “I joined because I thought I could contribute               

to an organization with a mission involving      
community service and support for causes I        
believe in.” 

• “I think it is a great organization from what I have 
seen them do for the public. But as far as being a 
member, I joined but have not participated in any 
events as I know nothing about them. The guys that I 
know that are members are great guys, but there has 
never been an effort to include me or explain to me 
anything that the Moose offers.” 

• How do you define an activity? 

 



Member Retention Week! 
Activities across the Fraternity include      
Heart of the Community projects, member 
dinners, fraternal nights, lodge improvement 
efforts, expired member phone-a-thons, and 
other programs developed locally. 

• Did your Lodge/Chapter participate? 
 



See previous slide, but          
retention is a year-long       
process!!! 

Expired Member Kit 
Sent on approximately the 15th of each month for the last year and includes: 

•  A listing of all expired members for the previous month. 

•  Samples of scripts to be used to contact your expired members 

•  Totals for both Lodge/Chapter dues and Moose Legion dues 
(when applicable) 

•  Home and cell phone information, when available and mailing 
labels 

•  All of the payment options that the expired member can use to 
renew.  

•  The sponsor’s name and current status as they may be able to 
assist you with contacting the expired members. 



What should the Lodge be         
providing for members? 
 

Why don’t you ever see them again? 

• Enrollment/Orientation information 
• Hours of Operation 
• Lodge Meeting nights 
• Newsletter/Website access 
• Volunteer Opportunities 
• Social Quarters’ rules 
• Contact numbers 



How? 
 

• Signs in Lodge 
• Newsletters 
• Website 
• Facebook Page 
• Twitter 
• Email 
• Group text 
• Outbound tele-messaging 
• Phone campaigns 
• Smoke signals? 



Know your Member  
Benefits!  A fun and  
exciting quiz 
 

• True or false? The only benefits of 
membership are what are listed on the 
Moose International website 

• The Moose is affiliated with AARP 

• Most members take advantage of our 
discount programs 

• You can easily save more than the cost 
of your membership 

 
 



The four things you should 
remember about today’s     
session: 

1. Retention starts the moment you sign a new 
member 

2. The more active a member becomes, the 
more likely he/she is to renew (touchpoints) 

3. Don’t wait until the membership expires to 
reach out 

4. All programs, activities and communications 
are retention tools, not just calling 
campaigns 



Q & A 


