Capturing Member Requirements & Converting Them into Value

The Core Idea

We need one unified method that does two things:
1. Captures what a member actually needs - not what we assume they need

2. Converts those needs into structured actions that deliver differential value (value
they can’t get elsewhere)

The proposed model below gives us both.

PART 1 - Capturing Member Requirements (The Discovery Framework)

Think of this as the Chamber’s “Member Needs Engine”. It works for new members, renewals, and
ongoing engagement.

A. Use a 5-point structured discovery conversation

Every member conversation - onboarding, renewal, event chat, or check-in - should capture these
five things:

1. Business Goals
o Growth, visibility, recruitment, partnerships, skills, local influence

¢ “What are your top 2—3 priorities for the next 12 months?”

2. Current Challenges / Pain Points
¢ Hiring, sales, marketing, supply chain, local regulation, networking

o “What'’s slowing you down right now?”

3. Desired Outcomes from Chamber Membership
e Leads, learning, lobbying, community, credibility

o “What would make this membership unquestionably valuable to you?”

4. Preferred Engagement Style
o Events, 1:1 introductions, digital content, committees, training
¢ “How do you prefer to engage with us?”

5. Success Indicators

e What they would consider a “win”
¢ “If we look back in 6 months, what would success look like?”

This gives us a member profile that is actionable, not just administrative.

B. Convert the conversation into a structured Member Needs Record

A simple format works best:



Field Example

Member Type Retail, Professional Services, Hospitality
Goals Increase local visibility; recruit 2 staff
Challenges Low footfall; difficulty finding candidates
Desired Outcomes More introductions; support with recruitment
Engagement Style Prefers breakfast events; email over phone
Success Indicators 3 new partnerships; 2 hires

This becomes the single source of truth for the committee.

C. Categorise needs into 6 Chamber Value Buckets
Every requirement will fall into one or more of these:

1. Visibility & Promotion

2. Networking & Introductions

3. Skills & Learning

4. Advocacy & Influence

5. Business Support & Problem Solving

6. Community & Belonging

This categorisation is what enables the conversion methodology (part 2).

PART 2 - Conversion Methodology (Turning Needs into Value)

This is where we create differential value - value that feels personalised, proactive, and
high-impact.

Here’s a conversion workflow (refer to swim lane diagram at end).
01 - Analyse the member’s needs

Review the captured goals, challenges, and desired outcomes to understand what the member
truly values.

02 - Map needs to value buckets

Assign each requirement to one or more of the Chamber’s six value buckets to determine the right
type of support.

03 - Select the best interventions

Choose specific actions such as introductions, events, training, promotion, or advocacy that
directly address the member’s needs.

04 = Deliver personalised value

Execute the chosen interventions with a tailored approach so the member feels seen, supported,
and prioritised.

05 - Measure and follow up

Check in with the member, confirm impact, and update their Member Needs Record to maintain an
ongoing value cycle.

How This Creates Differential Value
Most Chambers offer:

e Events



o Networking
o Newsletters
e Training

But very few offer personalised, proactive, member-specific value delivery.

Our approach will become different because:

1. We will know what each member actually wants, not generic assumptions.

2. We act on it deliberately, not reactively.

3. We will be able to follow up and measure impact, which builds trust and loyalty.

4. We will create a “value story” for each member, perfect for renewals and testimonials.

Optional: Add a Member Value Score
A simple 1-5 score based on:

o Engagement

o Value delivered

o Value still to deliver

e Renewal likelihood

This helps prioritise committee time.

Swim Lane Diagram depicting this process:
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