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Professional Membership Institute – Lapsed Member Reactivation and
Customer Retention Services

Client Objectives

Our client, one of the largest and best established professional/trade institutes in
the UK, sends out membership renewal reminders and forms to its member base
at the end of each subscription year. Despite the ease with which members can
renew their membership by post, and the many trade benefits of remaining a
member, a high number of customers do not respond to the mailings and allow
their membership to lapse.

The Institute contacted maia in 2005 after recognising the impact a specialist
customer management consultancy providing outsourced telemarketing services
could have on their renewal rates.
.

maia’s approach

maia put together a customer retention team from our pool of high quality,
experienced telemarketers, designed and delivered a training package which
provided the agents with a thorough understanding of the benefits of
membership, and designed a bespoke technical solution to support the team’s
interactions.

Our client provided a database of lapsed members which we loaded into our
systems. maia contacted the members over a six week period, scheduling
callbacks where required.

Our outbound telemarketing services are all supported by a member of the
customer management consultancy team, providing strategic direction to the
service and support to the operational management team to ensure that the
service develops throughout the course of the campaign as we learn from our
early interactions with customers.
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The Results

The campaign resulted in an improved customer retention rate for our client and
extended the customer lifecycle.

• 33% of the customers we contacted signed up for another year’s
membership.

• 19% of the customers we contacted expressed an interest in rejoining
later in the year, and were scheduled for a callback.

Our retention service has now become an integral part of the institute’s customer
strategy and is repeated on an annual basis.

If you would like to talk to us about how we can help your business, we would
love to hear from you. You can contact us on contactus@maiagroup.co.uk,
telephone us on 0870 7744220, or visit our website at www.maiagroup.co.uk
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