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How do admissions teams generally view membership?

• “WHY do I care about selling memberships?”
• “I don’t have time.”
• “I don’t care how they sell them as long as we make money.”
• “That’s not in my job description.”
• “What do they (membership) do for us?”
• “What do I get out of it?”
• “Membership should take care of membership.”



Membership Sales 
by Visitor Service Associates



• It’s about people.

First Rule 



Museum had created silos 
(does this sound familiar?)



How destructive are bubbles (silos) to an organization?  

• One thought process
Reliance on one-time fast admission

• No outside considerations like weather, exhibitions, what 
people want, etc.

• Limited interactions with constituents

Staff
-becomes uninspired and bored 
-not willing to help out others 
-higher employee turnover



• Organizational politics 
• Unclear expectations 
• Unnecessary rules 
• Lack of follow-up 
• Hypocrisy
• Discouraging responses 
• Withholding information 
• Unfairness
• Management invisibility 
• Over control 

De-motivators

*Bob Nelson, author “1011 Ways to Reward Employees”



Institutional Culture

Motivation should start from the top

What are the values of the organization which drive the decisions and 
actions of the staff?  What are the priorities of the organization?

What value does membership have with the organization?

How does staff express the organizational values with other staff and 
customers?

Is it a team or does everyone work in a bubble?



• Members renew and become an ongoing source of income, 
providing a sense of organizational stability

• Members provide long-term growth of the organization

• Members are potential donors for the bigger gift

• Members want to be involved in your organization

• Members bring more members (engagement)

• Members are part of your community

• Members are your best cheerleaders

Why membership is so important



Personality Plus

• Hire the RIGHT staff
– Warm body or warm hearted?
– Excited about the mission or just a job?
– Hire people that reflect the organization values
‒ Educate and empower the staff
‒ Remove the obstacles
‒ Listen
‒ Communicate
‒ Humor
‒ Train the staff
‒ Train the staff
‒ Train the staff



• Personally thank employees for doing a good job – one-on-one, in 
writing or both. Do it timely, often and sincerely. 

• Take the time to meet with and listen to staff – as much as they need 
or want. 

• Strive to create a work environment that is open, trusting and fun. 
Encourage new ideas and initiative. 

• Provide information on how the Museum makes and loses money, 
upcoming programs and strategies for competing in the marketplace 
and how the person fits into the overall plan. 

• People want to know WHY.

Ways to Provide Motivation

*Bob Nelson, author “1011 Ways to Reward Employees”



• Involve employees in decisions, especially in those decisions that 
affect them. 

• Provide employees with a sense of ownership in their work and the 
work environment. 

• Recognize, reward and promote people based on their performance; 
deal with low and marginal performers so that they improve or leave. 

• Give people a chance to grow and learn new skills; show them how 
you can help them meet their goals within the context of meeting the 
Museum’s goals. 

• Celebrate successes –Take the time to celebrate

Ways to Provide Motivation



• Match the reward/recognition to the employee

• Be timely

• Match the reward to the achievement

• Write personal thank you to employees on achievements

• Invite CEO or other senior leader to meetings to congratulate

The San Diego Museum of Art examples:

• Take each VR to lunch at a restaurant of their choice
• Gift cards, coffee cards
• Breakfast/Lunch for the entire VR team at their meeting
• Volunteer other staff to help
• Cross train with senior staff

Recognition and Rewards



• Gift cards
• Lunch
• Candy
• Coffee cards
• Contests

lsaneda@sdmart.org
619.696.1937

Get our Museum App and experience your art at home or when you visit
www.sdmart.org

Incentive Brainstorm

mailto:lsaneda@sdmart.org
http://www.sdmart.org/

