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The Living Community Model: Background
Q1. ASQ has been at work on changes to membership. What is the result? 

A. Following the adoption of ASQ’s Living Strategy, which recognizes the expanding scope and impact of quality, ASQ’s Board of Directors in February 2003 asked that a task force of volunteer leaders and staff explore 21st century membership models to embrace everyone that would like to join the quality movement. 
The Living Community Model, developed over the last year, is the result of that activity. It is the Society’s new membership structure. The model meets the requirements set forth in the board-chartered membership model Essential Activity, the board-approved key concepts and design principles for the model, and it aligns with the board's strategic themes.
Specifically, the Living Community Model offers more categories, flexible options, new and enhanced benefits and varied dues. The model will continue to be enhanced, based on member needs and feedback, to offer more opportunities for individual and organizational membership. Plans call for the model to be implemented initially in three phases, beginning with Phase 1 this year and continuing over three years. 
Importantly, the funding model will advance ASQ strategic initiatives that are valued priorities for members. These include proving the economic case for quality, enhancing the image of the quality professional and awareness of ASQ, increased activity on national issues, growing new and diverse communities, and providing more personalized member relationships and services.  

Q2. What are the new membership categories?

A. The new membership categories for Phase 1 are Forum and Associate. Also offered are an enhanced Regular membership, which is based on ASQ’s current Regular membership type, and a Student category. ASQ’s new Regular membership category includes the Fellow and Senior designations. Phase 1 focuses primarily on individual categories. Phase 2 will add more benefits to these categories and will offer various options for group, organization and corporation memberships and sponsorships. 
Benefits

Q3.  What are the new benefits?
A. There are many new and enhanced benefits in Phase 1 of the model, and more planned for availability in the next year. These benefits are based on research with current and prospective members’ requests, as well as benchmarking against other professional association offerings. They are designed to significantly enhance the value and membership experience, short- and long-term. Phase 1 benefits include:

· Electronic “bundles” of topic-specific articles delivered to each Regular member online via asq.org
· Tools and strategies to prove the Economic Case for Quality

· Tools and strategies to enhance the image of the quality professional

· Sustained campaigns to increase the awareness and image of ASQ
· Enhanced member relationship management

· Quality News Today, a 24/7 worldwide news service available to various member categories
· 1 Forum/Division within the Regular member base package

· Kinko’s 15% Discount Card

· Leisure and affinity benefits to include:
· Credit card/insurance

· New insurance options
· Identify theft protection

· MBNA World Points for gifts certificates and merchandise
Q4.  What other benefits are being considered for future phases?
A  Benefits for Phase 2 are planned to include, but are not limited to, the following list. These reflect member/customer/former member requests, as well as benchmark data. All categories, benefits and dues models for additional model phases are subject to board approval.
	Forum Member Benefit Additions
	· Article bundles for each industry and topic-specific Forum/Division

· Forum/Division-specific discussion boards 

· Moderated chats for Forums/Divisions related to specific topic or industry and determined by member need

· Enhanced quality dictionary



	Associate Member Benefit Additions 
	· Complimentary Quality Information Center researcb search

· Enhanced quality dictionary



	Regular Member Benefit Additions
	· Complimentary Quality Information Center research searches and information

· Enhanced quality dictionary

· Enhanced, customized article bundles

· New Forums



	Student Member Benefit Additions
	· Enhanced quality dictionary

· Resume building services

· Career path planning information and services


Q5. How does the new Forum membership relate to ASQ’s current Divisions?

A. The Living Community Model’s design and intent is to evolve and grow Forums/Divisions, and, as well, to create communities of practice, with more precise orientations, under Forums. Under the model’s design, AQP will become the Teamwork and Participation Forum, and Koalaty Kid becomes a community within ASQ’s Education Division.  Six Sigma Forum will now become a low-cost paid membership category. One Forum/Division of the member’s choice is included in the new Regular membership. Forum/Division memberships can be added to any membership category for a nominal $10 fee each.

Q6. Why is the model called the Living Community Model? There are no “community” memberships.

A  Community is defined as a group of people who come together to share common interests or knowledge, to establish relationships, professional, societal, personal. Community is used in a broad sense within the model. Examples of communities include, but are not limited to Sections and Forums, as well as ASQ’s International Chapter and emerging sub-assemblies. These can be geographic, topic, industry-focused or electronic in nature. The model assumes more Forums, Sections and other community types will be added, online and around the world.
Q7. What happened to the more “a la carte” options and less benefit bundles approach to ASQ membership?
A. The Living Community Model offers a combination of both in Phase 1 and future phases.   Data collected demonstrated that nearly 60% of current members prefer to have a bundled package of regular member benefits, rather than more a la carte choices. At the same time, the model’s structure offers options to every category, so members can customize their services and experience as never before. 

Q8. The future phases in the table above refer to “new forums.” What are these and when will they be available?

A. The Living Community Model Phase 1 calls for the growth of Forum membership, and of Forums/Divisions focused in broad or very focused; topic-, industry-, market-, or profession-specific areas; all based on member needs and market opportunities. Six Sigma Forum is a current Forum that could grow in total, and into other related Forums or sub-communities. At this point, AQP will transition into the Teamwork and Participation Forum. Koalaty Kid will become a community within the Education Division. Forums/Divisions will offer a baseline of services based on current Forum/Division offerings in Phase 1. Phase 2 and 3 of the model allow for flexible, rapid growth of new Forums and communities based on customer needs and demand. 
Q9.  What’s an electronic section?

A. An electronic section is a new benefit offering with the new Associate membership. The intent of the electronic section is to be a resource and option for members who travel, are located internationally, or select the Associate Member category to receive information and network with those with similar interests and needs. Specific benefits of the electronic section will include, but are not limited to an electronic newsletter (similar to the International Chapter’s Gazetta Global), participation in monthly electronic meetings consisting of facilitated chats and discussions on a variety of topics of interest to the members of the electronic section. These sessions will be scheduled at appropriate times based on member requests and participation levels.
Q10. Are there any changes related to current Sections?

A. ASQ’s approach with Sections as a local, geographic presence for member participation is continued in the model, given that Sections are included in the Regular and Student member categories. Local section membership and activity can be embellished in the new model, given an infusion of new members.  
Value Proposition

Q11.  What added value will Regular members receive?
A. The model adds an initial set of professional, information service and personal/leisure benefits, and will continue to enhance this and all categories with more offerings within the next year. In Phase 1 current, renewing Regular members will receive these new benefits, in addition to extensive existing benefits:
· Tools and strategies to prove the Economic Case of Quality

· Tools and strategies to enhance the quality profession and ASQ

· Enhanced member relationship management

· Choice of one Forum/Division affiliation, to expand expertise or networking experiences 

· Increased access to ASQ’s Body of Knowledge

· 4 topic-specific bundles of 10 articles per month, delivered electronically (an estimated $120 per-bundle, per-year value) 
· ASQ Quality News, a 24/7 worldwide news service
· Kinko’s 15% Discount Card for professional services at outlets or via the Internet
· Leisure and affinity benefits

· Credit card/insurance

· New insurance options
· Identify theft protection

· MBNA World Points gift certificates and merchandise program
Dues Model/Member Unit Funding

Q12.  What are the new dues?
A. Forum members will pay $29 in annual dues; Associate members, $69; current Regular members can renew for $119 with a $10 individual immediate rebate; new Regular members will pay $119 in annual dues with no rebate; and Students, $25.

Q13. Will dues change in Phase 2 or later this year?

A. The new dues structure was approved by the board for fiscal year 2005, which runs July 1, 2004-June 30, 2005. Member dues will be re-evaluated according to current processes and as new benefits are added to the different member categories in the next fiscal year. Any changes to the dues require board approval. 

Q14.  Is the Consumer Price Index consideration discussed and approved by the board last February included in the new approach to membership and dues?

A  Yes.

Communication  
Q15.  How are volunteers and members going to learn of these changes?

A  Communication material will be in the hands of board members as of February 11, 2004. The material will go to regional directors, the SAC, DAC, national directors, and section leaders, and be posted on Sharepoint on February 13, 2004. Materials are available on Sharepoint. In addition, a news-style announcement of the Board’s decision will be available on www.asq.org on Monday, February 16, 2004. All information will be frequently updated and expanded. In addition, ASQ has prepared a comprehensive marketing and communications plan that will begin this month, with tools for members and media to utilize.
Q16.  What role will the board play in bringing the model to life?

A  The first step is approval of the Phase I implementation plan. Following the Board meeting, Board members will become the model’s initial ambassadors. They will be provided with the tools and materials to help spread the message of the new model, its structure and the value it offers to members, customers, member units and the advancement of the quality movement everywhere. And they will continue to enhance and expand the Living Community Model by working on and enhancing it through future phases.
Q17. Will ASQ track member and customer feedback?

A  Member and customer questions, suggests and complaints will be tracked and managed through ASQ’s customer service representatives in Customer Care call center, through ASQ’s current customer complaint tracking system, a part of the TIMSS information systems structure, and via www.asq.org. 
Implementation

Q18. When is the Living Community Model in effect?

A. The new membership categories, benefits and dues approved for Phase 1 will be put into effect for new and renewing members as of July 1, 2004. Member renewal notices for the July 1 and later renewal season will begin appearing in April. the marketing related to the model, the enhanced Regular membership and new categories will begin shortly before that. 
Q19.  What about the model’s Phase 2 and 3 plans and effective dates?

A. The implementation plan for Phase 2, largely focused on group, organizational and corporate memberships, is under development and will be presented to the Board in May 2004. Information will begin flowing to the board for their review in March. Phase 2 is planned to begin this calendar year and extend into 2005, with Phase 3 following on it.
Research and Development
Q20.  Have divisions and sections been involved in model’s design and implementation? 
A  Member units have been involved throughout the process. The design team has representatives from SAC and DAC, as well as the membership committee. Division leaders have conducted conference calls to provide input throughout the design process. In addition, input was sought and collected from section and division leaders and members via questions and information posted on the web.

Q21.  What research was conducted?
A  Over the last year research was conducted to capture the voice of current members, former members, customers, and those never associated with ASQ. These surveys took two formats 1) written and posted on the web and 2) phone survey. Surveys conducted on the web were announced to potential respondents via email and mailed postcard for those without email. In addition to new research, data collected through TARP, CESSE, and other member loyalty and member satisfaction surveys including the section and division assessment surveys was used.

Q22.  Where is the voice of the customer focus?

A  The benefits selected for the enhanced Regular member category include benefits customers and members say they would like included as part of their base ASQ membership package. In addition, the regular member category maintains much of the tradition of our current membership including the ability to achieve senior and/or fellow status. The new categories of membership represent what customers and nonmembers are seeking from ASQ—new, low-cost access points to the organization that focus on topic and industry specific information.

Q23.  Has ASQ learned from other organizations that have gone down this path?

A ASQ knows change and improvement is not an easy or fast process. The timeline for implementation and phasing is aggressive, but it can be accomplished. Of organizations that have moved to a community model, they have increased their overall retention, especially among members who participate in the organization’s forums or communities.

Some Assumptions in the Model

Q24.  What are the membership development assumptions?  

A  The following assumptions have been made regarding number of members likely to populate current and new member categories in Phase 1.

	Member Number Assumptions

	Member Category
	Assumed Number 

of Members

	Student Member
	3,187

	Forum Member
	7,000

	Associate Member
	11,335

	Regular Member (including Senior/Fellow)
	88,897

	Total Number of Members
	110, 419


Q25.  What does ASQ expect in terms of current members changing to new categories?

A  According to data collected, approximately 10% of current members say they make be likely to transition into a lower cost membership that offers fewer benefits.
Governance/Member Unit Structure

Q26.  What needs to be changed in the bylaws, policies and procedures to accommodate Phase 1? 

A  Phase I requires changes to policy F-11. These policies do not require member approval. A complete review of the bylaws and policies and procedures is underway, as much of the language within the Society’s governing documents will need revision to add and accommodate the new categories of membership.

