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Member Experience Technology Map
Section 2: Debt, theater, and member value
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Purpose: 
Expose fragmentation in the member journey and identify where technology helps or hinders engagement.
Instructions:
Map the association's member journey from the member's point of view, not the internal org chart.
Member Journey stages:
	Journey Stage
	Technologies Involved
	Friction Points
	Data Captured
	Is the Data Used?
	Improvement Opportunity

	Awareness
	
	
	
	
	

	Join
	
	
	
	
	

	Engage
	
	
	
	
	

	Learn
	
	
	
	
	

	Renew
	
	
	
	
	

	Advocate
	
	
	
	
	


Discussion Prompts:
Where does the technology experience feel fragmented to the members? __________________________________________________________________________________________________________________________________________________________________________________________________
Where are handoffs between departments or systems breaking down? __________________________________________________________________________________________________________________________________________________________________________________________________
What one improvement would most strengthen the total member journey? __________________________________________________________________________________________________________________________________________________________________________________________________
Facilitator Note:
Have one person play the role of a first-time member and narrate the experience step by step.
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