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Woodland Park Zoo 

Located in Seattle 

Dedicated to animal conservation 

Opened 117 years ago 

1.3M visitors annually 

40,500 member households 

1.8M member visits over past 5 years 



A Different Kind of 
Loyalty Program 



  

One goal to rule them all 
Increase engagement to increase renewal rates 



  

Increase engagement to 
increase renewal rates 
1) Get them to visit by reminding them of all the 

amazing things happening at the zoo 

2) Build a relationship with the zoo by increasing 
participation 

3) Increase renewals! 



  

Why do traditional loyalty programs 

SUCK? 
They are based on a transactional connection not an emotional one 

Why, oh why? 



  

The best type of loyalty program is. . . 

based on emotions 
Emotions are nurtured through interaction 



  Awwww. . .  

“This, my friends, is what pure joy looks like. That absolutely real-straight 
from the heart smile, that comes from a child when he realizes he is right 
next to his favorite animal in the whole world!! He couldn't stop smiling the 
rest of the day.” 

@dogfreak18 



The 12th Man 



The 12th Man 



In the beginning. . .  

Getting new members to visit 

Year One 



  

Who is visiting and who isn’t? 

Big Brother Steve is watching. . . 



  

Who are my peeps? 
1) At-risk members: members who have not visited at all 

since they joined or last renewed, or have visited only 1 or 2 
times 
 

2) Participating members: members who visit 3 – 5 times 
annually 
 

3) Engaged members: members who have visited at least 6 
or more times 
 

4) Supporting members: members who have been with us a 
long time but rarely visit 

 



  

Getting all members to visit 

Year Two 



Uh-oh. . . 

The inevitable roadblock 



  

How do you like it? More more more!!! 

Year Three 



Don’t stop believin’ 



Steve Sullivan 
steve.sullivan@zoo.org 
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