Satisfaction and Importance as Keys to Member Value
Ask the Experts:

How are “importance” and “satisfaction” used to measure member value?



The most important measure of satisfaction comes with the gap analysis between how the perceived importance of the benefit, program or service has, compared to the satisfaction the member and or the segment receives from it.

The size of the gap, in addition to its ranking as most important, important or not important will tell you much about what you need to do to enhance its value. Just measuring satisfaction alone will only give you half the answer you need to make marketing and communicating decisions about value and value delivery vehicles. We have found enhancing the value equation by quantifying both tangible and intangible benefits and services is the key to closing the gap between importance and satisfaction over all.

 Finally, understanding that the three legged stool of research, value quantification and selecting the optimal value delivery vehicle is the key to building lasting value and is most important to linking member value to the dues that members pay.

Stephen C. Carey Ph.D., CAE, Lead Strategist 
Association Management + Marketing Resources 
5807 Grosvenor Lane, Suite 100 Bethesda, MD 20814-1835 
phone: 301.530.9066   fax: 301.530.9076   web: http://www.ammr.com 

Twitter: http://www.twitter.com/MgtConsultant 

Linkedin: http://www.linkedin.com/in/MgtConsultant 

Facebook: http://www.facebook.com/scarey46 
   
AMMR is full service association and foundation management consulting and research firm, which provides programs, assessments, interventions, transitions and trusted advice in the areas of association and nonprofit strategic planning, governance, management, marketing, and communications. See information on AMMR's new 2010 Strategic Planning, Marketing Research and Nonprofit Trends and Issues Workbooks on the website!
