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Overview

The Membership Analytics Predictor (MAP) tool allows Clubessential Office Users to calculate the

Membership Analytics Predictor score based on the following factors:

Money spent at the Club
Dependent money spent at the Club
Years of Membership at the Club

Number of Late Payments Made

o s woN

Number of Reservations Made

Users can also recalculate the Map score with adjusted formulas for various weighting criteria for score

changes.

Users can also include Map as a category for building Office Dynamic Groups that sync to the

Website and allow for hyper-targeted marketing.
Use Case(s)

e Membership Managers would like to know which of their Members are engaged, and which are
at risk of leaving the Club, by evaluating the score calculated by the Member Relationship
Management tool.

e Further, once the Club is aware which Members are at risk, they want to create a Dynamic Group
that will open opportunities to target market those Members in an effort to save the relationship.

e Club Staff would like to analyze how a certain Member Type’s spending habits compare to the

rest of the Club through the reporting tools within the Membership Analytics Predictor Module.

Accessing the Tool

System Settings - Membership

To access the MAP, go to System Settings, Membership, then at the bottom of the Membership settings

menu, select Configure, as shown below.
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Configuration

Scores

MAP settings will be configured for the Club prior to launch. There are five factors that make up the full
MAP score; Member Spend, Dependent Spend, Years of Membership, Late Payments, & Reservations.
The MAP Score is calculated out of 100, with 100 being the best, most engaged Member. Each factor will
be assigned a score of how much that factor should contribute to the member’s overall score. All factors
must add up to 100. It is important to note that Member scores of 50 are average and any Member score
below this should be considered at-risk, and any Member score above this could be considered an

advocate for the Club.

Please Note: All scores are also weighted against the same Member Type to increase accuracy, the
default weight is 80.

Users can access and change these settings in the Configure menu if the default settings are not
weighting scores to the Club’s preferences. Once scores are adjusted, Users will need to select
Recalculate. Users can also choose to exclude certain Member Types from this scoring process at the

bottom half of the menu. Please reference the Configure MAP Score Settings menu, seen below.

k'8= Configure Member Retention Score Settings = [=] x
HE® % e
] = i &
Use transactions from the past 30| days, Recalculate
! Include dollars spent at the club with & weight of 50
‘Weigh a member's score vs their member bype by a0

W Tnchude dependent dollars spent at the club with & weight of | 30

‘Weigh a member's scare vs their member bype by: a0
! Inchude wears of membership at the club with a weight of 10
‘“Weigh a member's scare vs their member bype by: a0
W] Tnchude number of lake payments made with a weight of 10
‘weigh a member's score vs their member type by: a0

Include nurmber of reservations made with a weight of
‘Weigh a member's score vs their member bype by
Exclude the Fallowing:

Member Types
Select Merber Types...

Mame

Guest =
Resigned Archive

Prospect

"A" Prospect

Praspect - Mo Paol

"A" Prospect for 2011

"a" Prospeck for 2012

2012 Prospect -

B remove Selected

ID: 1 | Loaded
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Please Note: All scores are a great base-level indicator of Member engagement. However, staff
involvement and Member knowledge is important when interpreting the data. For example, a
Member may be out of town for a month which would negatively impact their Dollars Spent and

Reservations scores; but is not a definitive reason for concern if it lowers their 30 or 60 day score.

Member Spend

This score factor includes all dollars spent by the Member at the Club. The highest weighted factor,

Member spend is a large indication of Member engagement at the Club.

Dependent Spend

This score factor includes all dollars spent by spouses and dependents of the primary Member.

Please Note: While Dependent spend is included in the overall MAP score, Dependents do NOT receive
their own score. The MAP score is one unit, tied to the Primary Member and their Dependents. The

Primary Member is typically the decision maker, and therefore has greater impact.

Years of Membership

This score factor takes into account the amount of time that a Member has been an active Member at the
Club. It has a smaller impact than Dollars Spent, but is still an important indicator of the overall Member

score.

Late Payments

This score factor includes all late payments by a Member, and could be indicative of a Member

beginning to withdraw from Club activities and involvement for a variety of reasons.

Number of Reservations

This score collects Reservation data from the integrated Reservation products. The number of
Reservations (Dining, Tee Times, Courts) is a strong indicator of Member involvement and engagement

at the Club. In addition to the above, Events data is also captured in this metric.

Please Note: In order for Users to be able to include this score in the total, the Club must have all of the
following Clubessential Products: Clubessential Website, Reservations system(s), CRM, and Office

product.

p.5



Weighted Averages

Member types spend differently, therefore Users should look at the Member score against the Member
type rather than the Club average. The weighted score is set to 80% by default, so that the majority of
the Member score is derived from Member type habits. This setting can be accessed in the Configure

MAP Settings menu.

@‘- Configure Member Retention Score Settings = (=] x
E L 0 o
H DM % e
Use transactions From the past 30 davs. Recalculate
o Include dollars spent at the club with a weight of 50
[ Weigh a member's scare vs their member bype byw: a0 I

o Include dependent dollars spent at the club with a weight of 30

‘Weigh a member's score ws their member bype by a0
o Include years of membership at the club with a weight of 10
‘Wweigh a member's score ws their member bype by a0
o Include number of late pavments made with & weight of 10
Weigh a member's scare vs their member bype by: a0

Include number of reservations made wikth a weight of

Weigh a member's scare vs their member bype byw:

For Example: Shane is a Seasonal Member and he spends winters out of town. His Member spending
habits are great while he is in town at the Club, taking part in seasonal offerings, drinks by the pool, and
dinners with his family, but no spending happens when he is vacationing. Delia is a full time Associate
Member, lives near the Club, actively plays tennis, attends most special events, and dines at the Club
with her family weekly. Delia’s average spending habits would be drastically different than Shanes; but
this does not mean that Shane is at any risk of leaving the Club. For this reason, the Member score
needs to be weighted more against other members of the same Member type than the Club average.
This gives Users the ability to understand Member behavior within a certain Member type, in addition to

overall Club behaviors.
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Interactive Reports

Member Retention Score Summary

Once MAP scores are configured, Users can run a Member Retention Score Summary report to fully
understand overall Club scores, Member type scores, and comparisons. This Interactive Report can be
found under the Membership section within the reporting dashboard. Filters can be set for date range,
Score Trends, Groupings, and more. As with any report in Office, Users can set up email delivery and
have this report automatically run at a preferred interval and emailed, allowing for a full and current view

of MAP scores and trends.

%} Manage Members ) Custom Fields % Reporting Dashboard 3¢
Hore | Member Retention Score Summary 3
Report Settings: (Default) - ﬂ Save Current Settings = d Settine IMake Public \) Setup Email Delivery
Starting Date:  July, 2018 ¥ Ending Date:  February, 2019 b Score Trend: IIncreased Ll
Member Types: (Al Group By IMember Type L‘ Change % Excesds: £
Visible Scores: I(AII) L’ o/ Expand Al
Filter by Join Date between 2272002 and
1 of 5 b bl 2 & E A - | 100w - Find | Mext
lember Type ember E % Change = Score e Join Date B
g Pea
Azzociation
hikr
Abbenante, Micheal 217.39% 73
Abatt, David B9.57% 38
Abplanalp, Joe ES.22% 3
Adair, Zach 17.39% a7
Aitams, John E9.57% 39
Addrian, hstt T8.26% 41
Average 06.23% 43
a Associate
Galf
Adair, Zach 17.39% a7
MeCarran, Joe £3.89% 76 120012010
Average 43.14% 52
O Business
Childz, Malcolm 93.00% 38 120372004
Blackwell, Gilda 91 67% 45 12012007
Cloud, Dakota 105.26% 38 12182007
Wizems, Dan 100.00% 38 07152008
Gaough, Jose &7 .50% 45 01428/2005
“ang, Keira 95 24% 4 044131999
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Dynamic Groups

The Clubessential Office tool allows Users to create Dynamic Groups using the MAP score as a group

criteria. Groups can be accessed from Membership, then Groups, and finally create New. Group Criteria
must be set, based on User preferences and needs for the group (age, Member Type, gender, etc.), by
selecting the Criteria tab. The Members tab will show all group Members that will be included basic on

the Criteria set.

For Example: Users can create a group based on Members with a MAP score of 20 and under within a
specific Member Type. Then, use the list of Members created by the group to not only research any
specific factors that would impact their low score, as well as target market these specific Members to

revitalize their Club engagement. See Group setup below.

Home | MRM - <25 Group 2
L) [ : {e)
H B E % e

Mame: MRM - <25 Group

Descripkion:

Group Type:  Mailing

Tax Exemnpt (Checking this option will make all members in this group exempt from sales tax for
ALL bransactions at the club.)

{7 Static €% Dynamic

Members | Criteria

Member # 4 Lask Mame Firsk Mame
4 Huerta Rosio =
g Fontenaok Carker
El \elazquez Shon
11 Monkes Lyndon
1z Wialters Al
15 Burk. Gilberto
18 Bunch Mel

21 Payton Erwin

24 Cillan Shad

25 Spence John

27 Hoaowver Jospeh

28 Velazquez Damon

an Barbes Hatland
32 Shea Jatrett

33 Farnswarth Cristopher
34 Tormlinson Dusky

35 Irby ‘wilbert
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When creating a MAP Score Dynamic Group, the MAP score range must be added in the Criteria
section. The example below shows a group that would be made in order to contact severe at risk
Members, including all Members with scores from 1-20. In addition, Users can add or remove certain

Member Types and/or Member groups from this Criteria tab as well.

Home . Member Retention - At Risk Members 3¢

Mame: Member Retention - At Risk Members

Description:

Group Type:  Web Group L'_&\\_‘

Tax Exempt {Checking this option will make all members in this group exempt from sales tax for
ALL transactions at the club.)

{7 Static o Dynamic

Members | Criteria

PO
Banguet

Banguet - Member
Camp Account
Club Account

v 2

Member Groups: % In " NotIn

15% Service Charge -
All Accounts

Bag Storage

Billing Members

Blue Band Swimmers

Bohemian Camp

Bohemian Camp IT

Bridge Club

Cart Plan

o I W |

v !V A

Spouse:  |Any ;]
# Mon-Spouse Dependents: Age: to

Years of Membership:

Member Retention Score: 1 o 20

Report Criteria: €% In { NotIn

(Mone) 4| | valid Reports
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Manage Members

Member Retention Score Column

To ensure Member Scores are visible, the MAP score column must be added to the Member grid, as
shown here. Users can right click the Member Grid and select Column Chooser to add the Member
Retention Score Column to the Member Grid view, allowing not only Member scores to be visible, but

also able to be sorted by score.

%) Manage Members 3¢ ?F-;J Cuskam Fields _!'I Reporting Dashboard ?«’-;J Gro
Home:
b = G 5 = = =
e Edit Delete  Export Refresh  Clear Filker  Refresh Aging  Active
Member Number [=] Last Name (= M, /- ==
Zl Sort Ascending
El Sart Descending
801 Clanc? Clear all Sarting it
39 Burroughs = 11
= fGrou is Colurin
45 Schrader = pGy - E2
5131 Rhoads PRt R e
71 Carlson Remove This Calumn g
a1 Goff Column Chooser ] g
X5035 Rhoads el Best it
a5 Jerkins Best Fit {all columns) il
5014 Aranda T Fiter Editor... 24
x5016 Anaya Hide Auto Filker Row
25020 Thurman B Conditional Formatting  »
149 Mackey 43
AR Activity

What Members spend and where they spend it, are vital pieces of information that influence Member
engagement trends. For example, if you see that a certain Member has a significant drop in their score, it
could be directly related to Dollars Spent (the highest percentage of MAP score makeup). To check this
Member’s spending habits, Users can view the Member AR Activity to really drill down into what the
Member is, or in this case is not, spending their money on. This can be accessed via Manage Members,

select a Member, click Financial Information in the left hand column, and then AR Activity.
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Member Profile View

Users can view Individual MAP scores through the Member Profile (Manage Members, then Retention)
in order to get a better idea of exactly how that specific Member is interacting with the Club, compared

to their Member Type counterparts and Club Membership as a whole.

4 =) Financial Information
" AR Activiky
%) Bark Accounts
=) Billing
%) Installment Biling
) Credit Book
%) Credit Cards
=) Gift Cards
%) Wouchers

) Late Fees

) Minirmurms

In a Member’s profile view, it will show the score for the day, all of the criteria used to create the score,
and also where that specific Member falls. This is a great way to view the member’s story compared to

other member’s of his or her Member type and the club average. See an example below.

Edit Member
Member ID: | 3375 Joe Gallegos
Member Type: | Miscellaneous Ay
Status:  Miscellansous ey Player Type:  (None) oy éx Mo image data
Title: CL 8 suffic (ome) (O 38 Swipe 10
First:  Joe Middle: Last: Gallegos
Email: |sarahchennes@clubsoft.net :_I (5 Phane: I(?15) 661-1667 _'.I Cuick, Label

A Joe Gallegos's Retention Score: 47

Dollars Spent fweighted S0%:)

Joe Gallegos spent $0.00 &t the club From 1/26/2019 to 2/25/2019,

& member at the club spent $3.25 on average. Mernbers in the Miscellaneous byvpe spent $0.00 on average.

Joe Gallegos scored 0 vs the entire club, Joe Gallegos scored 50 vs members in the Miscellaneous type,

Dependent Dollars Spent (weighted 30%:)
Joe Gallegos's Family merbers spent $0.00 at the club From 1726/2019 ko 2/2512019.

&4 billing member's Family members spent $0.12 on average, 4 billing member's dependents in the Miscellaneous tvpe spent $0.00 on average.

Joe Gallegos scored 0 vs the entire club,

Joe Gallegos scored 50 vs members in the Miscellaneous type,
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Member Score Line Graph by Metric

By using the chart option within the member profile, access more information on a member’s score

based on the five factors.

oe Gallegos's Retention Score: 47

This graph will show each score metric individually, and can also include information on the Member
Type Average and Club Average by enabling the checkboxes at the top of the graph. Using the Score

Metric dropdown, easily toggle between each metric.

core Metric: | Dependent Dollars Spent = | || Include Member Type |« lncludsclub I Dependent Dollars Spent: $0.00  Member Type Average: $0.00  Club Average: $0.00

Joe Gallegos's Retention Score by Dependent Dollars Spent From January, 2018 to March, 2019

100

Member Score Over Time

Within the member profile, view how a member’s score has changed monthly, quarterly, or annually by
clicking the scores tab within the Line Graph interface. Member scores can easily change on a monthly
basis, so this is best used to gauge changes over a year. Using this information, you can easily see if a

member is on an upward, or downward trend, for their member score.
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Averages Scores I

Period: A Lok

\ Joe Gallegos's Retention Score From January, 2018 to January, 2019

100
a0
a0
70
&0
50
40

30

20

Influencers vs. At-Risk Members

Members that score higher than 50, can be considered in good standing and well engaged with the
Club. These Members can advocate for the benefits of involvement at the club, even be considered
Influencers. While those that score below 50 can be seen as disengaged with the Club, and require

special attention to ensure no loss of Membership.

For more information on working with At-Risk and High Scoring Members, please view the fact sheet

here.

FAQs

Q: How do | schedule the Interactive Report Member Retention Score Summary to be emailed to me

on a daily, weekly, or monthly basis?

A: Once a report has been run, Users can then select Setup Email Delivery on the top right of the screen

when viewing the report. Then set up their preferred frequency and delivery for that specific report.
Q: Can I recalculate/adjust the scoring criteria?

A: Yes. Scoring Criteria can be adjusted and recalculated from the Configuration menu under System
Settings and Membership. Please refer to the Accessing the Tool and Configuration sections of the

guide.
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Q: How often are member scores calculated?
A: Member scores are calculated daily.
Q: How do | set up an email group to contact at risk members?

A: Creating a Dynamic group of Members with ‘At-Risk’ scores. Users can then use that group for

targeted email campaigns to bolster engagement.
Q: How do | see information on a Member’s individual score?

A: Member’s individual scores can be viewed from their Profile from the Member Grid. Please refer to the

Member Profile View section within this guide.
Q: What is the best way to review member trends over a period of time?

A: The Office Interactive Reporting tools are great for viewing MEM score trends. Longer date ranges can

be selected when viewing the Member Retention Score Summary Report.
Q: How can | see all members that have a low score, or a high score?

A: Please refer to the various ways to run the Member Retention Score Summary Report.

Best Practices

e Staff involvement and Member knowledge is important when interpreting score data. For
example, a Member may be out of town for a month which would negatively impact their Dollars
Spent and Reservations scores; but is not a reason for concern if it lowers their 30 or 60 day

score.

e Membership Type typically shifts due to age at most clubs (i.e. - Junior or Associate Member to
Full Member). This is a common time for Members to reevaluate their Membership at the Club,
leading to some Member loss. This would be an ideal time to make contact with Members about
to make this transition to ensure their happiness and engagement prior to their Member Type
Shift.

e For more information regarding Best Practices, specifically working with Reporting tools, At-Risk,

and High Scoring Members, please view the fact sheet here.
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