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Purpose: To assess and improve your association's program delivery through strategic alignment, member satisfaction, and continuous learning.
Program Inventory and Alignment
List your current major programs. For each, answer the following:
	Program Name
	Strategic Goal Alignment
	Target Audience
	Revenue Model
	Evaluation Metric(s)

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Discussion Prompt: Are these programs aligned with your current strategic and operational planning? Which programs may be legacy efforts in need of sunsetting or reinvention?
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The Member Satisfaction Checklist is designed to help association staff and boards evaluate whether programs and services are truly delivering meaningful value to members. Its purpose is to move the conversation beyond assumptions and anecdotal feedback toward intentional reflection, measurable improvement, and stronger alignment between member needs, organizational mission, and long-term strategic success.

In using this checklist, the organization should rely on as much hard data in its possession. Organizations should rely on measurable, objective data that reveals how members engage, renew, and perceive value—not just informal opinions. Key hard data should include membership retention and renewal rates, member acquisition and attrition trends, event attendance and repeat participation, program utilization rates, certification or education completion rates, committee and volunteer engagement levels, sponsorship and non-dues revenue connected to programs, member survey scores (such as satisfaction, Net Promoter Score, and value perception), website and digital platform engagement analytics, response times to member service requests, and segmented data by career stage, geography, or member type to identify where satisfaction gaps may exist. The goal is to ensure decisions are based on evidence, not assumptions. 

Rate the following on a 1–6 scale
1 = Significant Gap | 3 = Emerging Capacity | 4 = Functional Capacity | 6 = Strong Strategic Capacity
SECTION: 1 GENERAL
	Statements
	Rating
	Notes / Action Items

	Members clearly understand the value of our programs.
	
	

	We regularly collect feedback from our members on our programs
	
	

	Programs meet diverse member needs (age, location, career stage, etc.)
	
	

	Our programs result in high levels of member retention.
	
	

	TOTAL SCORE
	
	


Total Score Interpretation - Maximum Possible Score: 24

20–24 Points | Strong Member Value and Engagement. Your programs clearly deliver value, meeting member expectations, and supporting strong retention. Communication, feedback systems, and program relevance are functioning well. Focus should remain on continuous improvement, innovation, and sustaining excellence.

13–19 Points | Functional but Improvement Needed. Members receive value, but gaps exist in consistency, communication, responsiveness, or engagement. This range suggests opportunities to strengthen feedback loops, improve program relevance, and better align offerings with evolving member needs.

Below 13 Points | Immediate Attention Required. Member value may be unclear, engagement may be declining, and retention could be at risk. Programming may no longer reflect members’ expectations or strategic priorities. Leadership should prioritize review, redesign, and stronger alignment between mission, programs, and member outcomes.


SECTION: 2 Innovation and Adaptability / Yes/No & Reflection
	Statement
	Yes/No
	Reflection

	We've piloted a new program or delivery format in the past 12 months.
	☐YES
☐NO
	

	Staff are encouraged and supported to innovate in program design.
	☐YES
☐NO
	

	We adjust programs in response to external changes (e.g., policy, technology, and the economy).
	☐YES
☐NO
	


Prompt: What program innovations could position your association as a leader in your sector?
SECTION: 3 Brand and Reputation Impact / Answer the following:
· How do your programs enhance your association's public image or brand?


· What recent program earned praise or recognition outside your membership?


· Where are you missing opportunities to use program success to tell your story?



Section 4: Program Evaluation and Learning / Complete this chart:
Working from the Program Delivery Diagnostic Worksheet complete the following
	Program
	Evaluation Method
	Frequency
	Who Reviews it?
	Recent Insights/Change

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Prompt: Is there a regular rhythm of review and improvement for each program?
Section 5: Revenue & Resource Review
This is critical to evaluating program delivery and while by this time you have    significant data it can be difficult to overcome culture, traditions, and pet-programs, but it must be done.

	Revenue & Resource Review

	Program
	Generates net revenue
	Is mission-critical but subsidized
	Underperforms financially without sufficient impact?

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	





Section 6: Action Planning / Choose 2–3 programs and develop an improvement plan

	Program
	Immediate Actions
	Responsible
Party
	Timeline
	Success Metric

	1.
	
	
	
	

	2.
	
	
	
	

	3.
	
	
	
	


Discussion Prompts:
· What areas are strongest? Where do we need to invest attention?
· How well are we integrating member feedback into program design?
· What is one legacy program that we need to reevaluate?
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