
1

A Comprehensive Approach to Member 
Recruitment and Retention
Based on Survey Findings
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Osher Lifelong Learning Institute at RIT

Task Force charge: 

Action Plan to promote long-term membership growth

Attract new members and

Retain current members
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Marketing Task Force Process

Research Surveys 

Analysis of findings

Dual approach
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3 Surveys

Former Members

Current Members

Prospective Members
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Marketing Task Force Process

Dual approach

Branding and comprehensive marketing campaign to attract new 
members.

Programmatic, organizational or administrative changes that could 
positively impact member growth & retention
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Marketing Task Force Process

35 program improvement recommendations
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Branding and Comprehensive Marketing Campaign

Interactive process with Brand | Cool Marketing

Foundational branding effort

Marketing campaign & new marketing materials 
designed to attract new members.
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Branding

Identification of the Osher Lifelong Learning Institute 
“Brand.”

“Brand” refers to the essence of an organization.
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Branding

Brand

What differentiates us from others.

A description of our essential purpose.

What we want people to think when they see or hear our 
name.
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Branding

Brand Essence

Curious, engaged lifelong learners
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Branding

Brand Promise

Only Osher Lifelong Institute at RIT

is a membership-based, member-led community

of adults 50 and over, within RIT,

that delivers intellectual stimulation

and the opportunity for enriching relationships and experiences

via education classes, travel and social events.
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Branding

Brand Personality

passionate

experienced in life

academic

energetic

social
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Branding

Brand Personality

adventurous

creative

active

intelligent
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Branding

Written statements

Tagline

•Simple statement

•Succinctly & powerfully communicates the essence of 
an organization
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Brand Identity
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Comprehensive Marketing Campaign

Alternative marketing campaign themes or strategies.

Task Force decided to build a campaign based on the 
following idea:

Why do you belong at OSHER?
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Comprehensive Marketing Campaign

Idea: Why do you belong at OSHER?

Conceptual to visual

Marketing Products

Promotional post cards
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Comprehensive Marketing Campaign

Promotional
Postcard
Series
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Comprehensive Marketing Campaign

Promotional
Postcard
Series
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Comprehensive Marketing Campaign

Promotional
Postcard
Series
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Comprehensive Marketing Campaign

Course Catalog 
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Comprehensive Marketing Campaign

Redesigned web site

Home Page

http://osher.rit.edu

http://osher.rit.edu
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Comprehensive Marketing Campaign

Redesigned web site

Membership Page

http://osher.rit.edu

http://osher.rit.edu
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Comprehensive Marketing Campaign

Redesigned web site

Home Page

http://osher.rit.edu

http://osher.rit.edu
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Comprehensive Marketing Campaign

Print Newspaper Ad
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Comprehensive Marketing Campaign

Cinema Screen
Advertising
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Comprehensive Marketing Campaign

Conceptual to  Visual 

Redesigned “Osher Announcements” Newsletter
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Comprehensive Marketing Campaign

:60 Radio Spots
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Comprehensive Marketing Campaign

Results of Campaign

Fall 2007

Membership static at 375

Net growth of 55

Enrollment went from 375 to 430
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Comprehensive Marketing Campaign

Results of Campaign

Winter 2008

Net growth of 27

Enrollment went from 430 to 457
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Comprehensive Marketing Campaign

Spring 2008?

Have attracted new members

But, what about retention?
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Program Recommendations

Analysis of survey findings

Development of 35 recommendations designed to 
improve our overall program
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Program Recommendations

Courses

Member Issues

Communications

Other Osher Programs

Organization and Governance

New Member Recruitment
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Program Recommendations

Courses

Our top priority

Most important finding…

Dis-enrollment can be reduced if we continue development of new, 
interesting and varied courses.
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Program Recommendations

Courses

Our major creative challenge

New proactive approach to new course development
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Program Recommendations

Courses
New approach based on formation of interest groups of members 
in four areas:
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Program Recommendations

1. Math/Science/Technology/Medicine

2. Arts and Literature

3. Social Sciences/Humanities

4. Languages/Film/General Studies
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Program Recommendations

Other program enhancements implemented in response to 
survey findings…
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Program Recommendations

Summer courses to be introduced in summer of 2008
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Program Recommendations

New Course Feedback Form

Gives all members opportunity to offer comments, suggestions, 
ideas to course leaders
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Program Recommendations

Member Issues

Ways to support new and current members
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Program Recommendations

Member Issues

Member retention

• 30% of former members reported 
“not feeling welcome”
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Program Recommendations

Every new member assigned a Peer Contact 

Answer questions

Help them feel comfortable
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Program Recommendations

Installment payment option
Allows members to spread membership fee payment over the year

Partial scholarship program
$75 toward $265 annual dues
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Program Recommendations

Improved Internal Communications

Redesigned newsletter, Osher Announcements

Osher Email

Osher at RIT web site – expanded member content
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Program Recommendations

Improved Internal Communications

Informal Q&A sessions Council Chair & Council members – each term.

Ongoing use of short focused surveys to obtain member opinions and 
preferences.
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Program Recommendations

Improved Internal Communications

New Osher Member Guide

• Detailed step-by-step guide to getting the most from Osher at RIT 
membership.
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Program Recommendations

New Types of Social Events

Away from large “theme” parties to more informal gatherings.

Principal focus on personal interaction.
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Program Recommendations

Planning initiated to broaden the scope of travel 
opportunities

Suggested travel options

• Partner relationships with RIT Alumni Office

• Opportunities with other Osher programs

• Elderhostel Charter Programs
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Program Recommendations

New Member Recruitment

Prospective member e-mail communications system

• Periodic information

Reminders of benefits

Notices of special events

Next course preview session

New course offerings
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Osher at RIT Action Plan

Attract new members and

Retain current members
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Osher Lifelong Learning Institute at RIT

Work in progress

Our goal: 
through marketing,

member-focused program improvements 

development of new, engaging and challenging courses
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Osher Lifelong Learning Institute at RIT

Continue to attract new members

Reduce drop-outs

Sustain an optimal enrollment of 500 active members
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