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First — A Few Definitions

CRM

Constituent Relationship Management

Software/processes to manage what you
need to know about people & organizations

Data Warehouse

A place where you merge data from different
software for reporting and analysis

Middleware

Software that glues together two larger
pieces of software.
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Silos of Data

_ Scheduling

~ Jca Jacobson
J;.murican Museum Membership I:nrlfaram:: Applications, Inc.

Consulting




Three Integration Strategies

(1) Unified system
(2) Integrated systems

3) Integrated (and unified) systems with
a warehouse
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Unified Systems

Ticketing

Dev./Mem.

ul
Class Scheduling

Registration
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Unified Systems

Pros
Common data in one system
One application and one set of tools to learn
Lower cost of ownership (maybe!)

cons
May sacrifice functionality for convenience

Can be an all or nothing proposition
Getting everyone on board
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Integrated Systems

Middleware
Membership R Ticketing

Database Database
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Integrated Systems

Pros

Best of breed approach keeps departments
nappy!

lexibility in establishing and maintaining
pusiness rules

cons

Need to develop and maintain interface
programs

Data may not be exchanged in real time
One or more systems may get cluttered
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Data Warehouse

Membership

—
Retall

Food & Bev j

Microsof:

SQL Server2012
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Tying It All Together

It's Not All About
Technology...

It’'s Also About People,
Policies and Procedures

American Museum Membership Conference



Making Integration Work

® Policies
® |nstitutional directive
® Benefits and priorities defined
® People
® Contributing to the greater good
® Procedures
® Minimizing the pain
® Automate when it makes sense
® Clearly defined and documented
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So, How Can This Benefit You?

Enhanced guest service
® Recognize high-level members everywhere

® Renew and/or upgrade members
everywhere

® Change an address anywhere
® Get a total 360 degree view of each guest

Back-office efficiency

® Eliminate duplicate data entry

® Reduce errors and uncertainty

® Reduce mailing and renewal costs
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The End Result...
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Visitation by Member Level Sample Museum

Arrival Dates: 01/01 /2005 thru 09/30/2005

i HMambar Hams HMambarship Hew /Esnewal Expirgtion £ Vigits E1kis
4003188.  Mr. Paul Aaronson Active Mew 09,30/ 2005 4 8
4003143, Mrs. Olga Abad Active New 08,31/ 2005 1 2
4000978, Ms. Ann Abbas Active Renewal 12/31/2008 3
4002178  Mr. Robert Abbot Active Renswal 04,30/ 2006 @ 19
4001890  Mr. Barry Abbott Active Renewal 033172006 2
4003102 Ms. Susan Abe Active Renewal 07,317 2006 3 3
4002809  Ms. Stephanie Abler Active Renswal 022872006 3 4
4001833.  Ms. Maile Ackerman Active Renewal 04/ 30/ 2006 1 1
4003074  Mr. Evan Ackiron Active Renewal 10/ 31/ 2006 4 8
4001616, Ms. Guadalupe Acosta Active Renewal 02/ 2872006 3 7
246 Ms. Cassandra Adams Active Renswal 06,30/ 2006 1 1
4003448  Mrs. Turi Adams Active New 06/ 30/ 2006 1 2
4001805  Ms. Mary Adamson Active Renewal 02/317 2006 2 3
4002974 Ms. Mary Adamson Active New 03/31/2005 4 4
4001765  Mr. Rahul Aggarwal Active Renewal 09,30/ 2006 3 5
4003398  Ms. Mathilde Agoustari Active New 05 /3172006 1 1
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Attendance: 01 /01 /2005 thru 09/30/2005

Mokpown 2AM 2 10AM 11 AM 1JFH 0 LEM 4FHM 2FH  AFH  LFH

Sunday 401 786 268 264 318 300 335 297 129 214
HMonday 168 394 17¢ 156 191 154 130 151 33 o4
Tuesday 123 177 42 B0 58 T3 67 76 45 36
Wednesday 160 179 BS B3 39 o4 38 i 31 B3
Thursday 119 201 63 20 38 104 F ! &1 435 34
Friday 194 3tz 119 118 133 142 136 121 245 337
Saturday 553 BoD 390 317 353 3B9 422 371 473 07

1,738 2,928 1,139 1,118 1,161 1,226 1,208 1,165 1,003 1,275
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Member Visitation Overview

Member Visitation YTD ( _ﬂ_ # of Members with No Visits
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EJCAANSWERS

_drill_Renewal Rate Detalil

Raizers Edge Memberships Demo
Data as of October 9th at 11:46AM

Renewal Rate Breakdown

HOME  ADMIN  JCA (sign out)

vewwincer @) (T @ o repuslisH  (J

Current Renewal Rate by Category Current Renewal Rate by # of Visits

Current Renewal Rate by Purchase Location

: 100%
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5 - 66.67% _
g Grandparents | 6> T =+ :
o ;
(W]
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o
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80.0%
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Renewal Rate Breakdown

Current Renewal Rate by # of Visits
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Current Renewal Rate by Category
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Membership Renewal by Count of Events Attended and Expiration Year

I 2012
[ 2011
[ 2010
[ 2009
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Fairchild Tropical Botanic Garden

Ticketing system : TAM Retall
Membership system: Raiser’s Edge

Integration: Member scan data is imported into
RE Actions.

Analysis: Identify which groups/types of
members are visiting and when.

Action: Target programming/events based on
member visitation.
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Asian Art Museum

Ticketing system : Siriusware
Membership system: Raiser’s Edge

Integration: Member scan data is imported into
RE Actions.

Analysis: Identify which members are attending
an exhibition multiple times.

Action: Offer these members special access.
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CARNEGIE | MUSEUMS
OF PITTSBURGH
Carnegie Museums of Pittsburgh

e Founded in 1895
e 4 Distinct Museums
— Carnegie Museum of Art

— Carnegie Museum of Natural
History

— Carnegie Science Center
— The Andy Warhol Museum
o Serve 1.3 million people annually

 More than 27,500 basic-level
member households ($250 or
less)




CARNEGIE | MUSEUMS
OF PITTSBURGH

Impact of the Structure on Data

e Decentralized/centralized organizational
structure

— Multiple opinions, directions & priorities

— Long, time consuming process to gain
consensus

— No consequences for “going rogue”
* Loose framework of data control

— Complete? Accurate?

— Do we really know what it means?



CARNEGIE | MUSEUMS
OF PITTSBURGH
The Data Challenge

e Multiple databases

e Controlled & configured
oy different components

e Importance of each data
point looked at through
single component’s lens

— Lost member & donor
prospects

— Fragmented information
about current members
& donors




CARNEGIE | MUSEUMS
OF PITTSBURGH

Will it look like this or more like Disney’s
Magic Bands?



CARNEGIE | MUSEUMS
OF PITTSBURGH

What will that
mean for our
data systems?



CARNEGIE | MUSEUMS
OF PITTSBURGH

Why it Matters?

 Fairly straight
forward to find

capacty al ~ |
« Difficult to =
determine O
engagement when Q) ACQUAINTANCH LONG SHOT
e
LU

< o .
data iIs siloed |

* Without both data CAPACITY
points we are
selling our
fundraising
programs short




CARNEGIE | MUSEUMS
OF PITTSBURGH

Engagement Comes in Many Forms

 |n major gifts, we
spend the time to
profile each person

e Direct marketing
relles on data

e Need 360 view of
constituents to be
most effective
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omen’s
Committee




CARNEGIE | MUSEUMS
OF PITTSBURGH

What would you do if you could....

ldentify new members who haven't visited

Investigate which behaviors impact retention
Instead of guessing what they are

Target renewal & upgrade emails based on actual
member behavior

Figure out why your on-site conversion rate is
great one month and horrible the next



CARNEGIE | MUSEUMS
OF PITTSBURGH
Renewal Strategy

 Today: We can base the content of
renewal emails on the site that of last visit

* This Year: Automatically email a list of new
members who haven'’t visited so we can
encourage visitation

 In the Future: Incorporate more behavior
data to determine what’s most likely to
prompt renewal, encourage that action &
use it in renewal messaging
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Mobile Member Card/Recurring Giving

2. Imported
into Raiser’s
Edge \\\\N
| 3. Member
1. Member information
signs up in syncs to
Luminate Luminate &
' Siriusware
5. Barcode 4. Member
scan pulls up logs in using
record in Luminate API
Siriusware & to display the

validates card 4




CARNEGIE | MUSEUMS
OF PITTSBURGH

Onsite Sales & Conversion Rate

 Difficult to impact without real-time information
« Hard to identify causes of fluctuation
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Conversion Rate: New & Rejoin Member Sales/(Paid Individual Admission/4)



CARNEGIE | MUSEUMS

OF PITTSBURGH

On-Demand Dashboard

Conversion Dashboard - Oakland

Last 7 Days

CONVERSION RATE MEMBER SALES MEMBER SALES

6.61%

Deily Report Dsily Chert

Date POP Admissions New New Conversion 200 15.00%

Members Revenue Rate

3/31/16 7 8.07% 300

4118 4 1000%
4216 16

200

4/3/16 18

4/a/16 [ 5.00%
o 100

4/5/16 o

4/6/16 210 3 5275 - .
Grand Total 3270 54 56,785 R 000

B Households [l Conversion Rate

Last Month's Performance

CONVERSION RATE MEMBER SALES MEMBER SALES

8.46% 278 457

Gift Amount $

YTD Performance

Mot Nothly Chert

Month POP Admissions N = Conversion ES 15.00%
Members | Revenue

01/2016 267 e

02/2016 EEN 10.00%

03/2016 278 ox

04/2016 a7 -

Grand Total 38,561 %23 - 5.00%

01/2016 02/2016 03/2016 04/2016

W Households M Conversion Rate

POP Admissions: Individual non-mermbey, non-Access, non-comp admissions.
Conversion Rate: New Membership Sales/POP Households (POP Admissions/4)
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The Journey

e Adversity leads to innovation
« Acceptance of what you cannot change
e [terations of iImprovement

* Given the speed of change, you will never
be done
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