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Appendix 1: New members per event

	People who have become a member before an event

	 
	 
	 
	 

	Events at:
	Total # new members
	Total # delegates
	Percentage new members

	Amsterdam
	28
	158
	17,72%

	Athens
	24
	110
	21,82%

	Copenahgen
	9
	52
	17,31%

	Turku
	40
	148
	27,03%

	Nice
	13
	78
	16,67%

	Dublin
	18
	68
	26,47%

	Heidelberg
	51
	171
	29,82%

	
	
	
	

	People who have become a member before the Amsterdam event and have visited other events

	 
	 
	 
	

	# of events after A'dam
	# of people
	Percentage
	

	All
	1
	3,50%
	

	Nothing
	11
	39,20%
	

	1
	10
	35,70%
	

	2
	2
	7,40%
	

	3
	0
	0,00%
	

	4
	1
	3,50%
	

	No longer a member
	3
	10,70%
	

	
	
	
	

	People who have become a member before the Amsterdam event and have visited other events

	
	
	
	

	# of events after A'dam
	# of people
	Percentage
	

	All
	0
	0,00%
	

	Nothing
	20
	50,00%
	

	1
	11
	27,50%
	

	2
	2
	5,00%
	

	3
	1
	2,50%
	

	4
	0
	0,00%
	

	No longer a member
	6
	15,00%
	


Appendix 2: Membership data 

	 
	Total # of members per year
	Total # of ex-members at the end of each year
	% of ended membership per year
	Total # of new members
	% of new members per year

	2000
	116
	 
	 
	 
	 

	2001
	209
	26
	22%
	114
	54,55%

	2002
	297
	22
	11%
	59
	19,87%

	2003
	334
	47
	16%
	129
	38,62%

	2004
	416
	47
	14%
	117
	28,13%

	2005
	486
	74
	18%
	26
	5,35%

	2006
	438
	81
	17%
	146
	33,33%

	2007
	503
	56
	13%
	 
	 

	 
	 
	 
	 
	 
	 

	Average
	 
	50
	16%
	99
	29,97%


[image: image1.emf]116

209

297

334

416

486

438

504

0

100

200

300

400

500

600

Number of 

people

2000 2001 2002 2003 2004 2005 2006 May

2007

Year

Total growth members of ASTP per year


Appendix 3: Members from which country
Appendix 4: Participants Fall Seminar and Annual Conference

	Conference:
	# of members (new and existing):
	# of non-members:
	Total # of participants:

	
	
	
	

	Annual Conference Amsterdam
	92
	66
	158

	Annual Conference Turku
	100
	48
	148

	Annual Conference Heidelberg
	97
	74
	171

	
	
	
	

	Fall seminar Athens
	67
	43
	110

	Fall Seminar Nice
	49
	38
	78


Appendix 5: Reasons why people end their membership
	Withdrawals per year
	 

	2007
	56

	2006
	81

	2005
	74

	2004
	47

	2003
	47

	2002
	22

	2001
	26

	Total
	353

	
	

	Reasons for withdrawal 2007
	 

	Denied by company (already have 1 member at ASTP)
	1

	Did not pay, written off
	20

	Internal change
	6

	Moved
	1

	No benefits membership
	1

	No Longer employed at Organization
	16

	No longer interested
	7

	No Reason
	2

	Not attending any conferences
	1

	Retired
	1

	Total
	56

	
	

	Reasons for withdrawal 2006
	 

	Budgetary
	4

	Denied by company (already have 1 member at ASTP)
	1

	Did not pay, written off
	13

	Internal change
	3

	Moved
	1

	No benefits membership
	1

	No Longer employed at Organization
	22

	No longer interested
	5

	No Reason
	31

	Total
	81

	
	

	Reasons for withdrawal 2005
	 

	Budgetary
	3

	Did not pay, Written off
	9

	Internal change
	19

	Moved
	2

	No benefits membership
	1

	No Longer employed at Organization
	15

	No longer interested
	5

	No Reason
	11

	No time to stay involved in ASTP
	1

	Not attending any conferences
	3

	Retired
	5

	Total
	74

	
	

	Reasons for withdrawal 2004
	 

	Budgetary
	4

	Denied by company
	1

	Died
	1

	Disagree with policy
	3

	Internal change
	10

	Maternity leave/temporary leave
	2

	No Longer employed at Organization
	10

	No longer interested
	2

	No Reason
	12

	Retired
	2

	Total
	47

	
	

	Reasons for withdrawal 2003
	 

	Budgetary
	12

	Denied by company
	3

	Internal change
	1

	No Longer employed at Organization
	12

	No Reason
	17

	Not attending any conferences
	2

	Total
	47

	
	

	Reasons for withdrawal 2002
	 

	Company no longer exists
	1

	Internal change
	1

	Left company
	2

	No reason
	18

	Total
	22

	
	

	Reasons for withdrawal 2001
	 

	Budgetary
	1

	Internal change
	1

	Unforeseen (unspecified) circumstances
	1

	Not attending any conferences
	1

	No reason
	16

	No Longer employed at Organization
	5

	Denied by company
	1

	Total
	26


Appendix 6: The questionnaire

The questionnaire with the introduction letter

As member driven association ASTP strives to improve its services towards her members and to meet the expectations of her members as much as possible. We therefore like to conduct a short survey to learn how you perceive our current performance to gain insight into how we can improve our services. 

The questionnaire consists of 10 questions and it will take around 5 minutes of your time. We would appreciate it if you could find the time to help us. Please click inside the box with the answer of your choice. The questionnaire can sent back to secretary@astp.net or it can be faxed to ASTP at 0031 70 392 63 75. Thank you.

1. How did you first get in contact with ASTP?

 FORMCHECKBOX 

A colleague/friend told me about ASTP

 FORMCHECKBOX 

By means of the website

 FORMCHECKBOX 

By means of direct mailing (e.g. conference brochures)

 FORMCHECKBOX 

Other

2. The first impression I got from this source was a good impression

 FORMCHECKBOX 

Strongly agree

 FORMCHECKBOX 

Agree

 FORMCHECKBOX 

Disagree

 FORMCHECKBOX 

Strongly disagree

3. Which of the following was crucial for you to make the decision to become a member (more than one answer possible) 

 FORMCHECKBOX 

The opportunity to meet peer colleagues

 FORMCHECKBOX 

To belong to a Tech Transfer Community

 FORMCHECKBOX 

To network on an international level

 FORMCHECKBOX 

To share expertise/learn from other experienced TTO’s

 FORMCHECKBOX 

A recommendation by a colleague/friend

 FORMCHECKBOX 

Other

4. How long have you been a member of ASTP?

 FORMCHECKBOX 

I became a member in 2007 (skip next)

 FORMCHECKBOX 

I became a member in 2006 

 FORMCHECKBOX 

I became a member in 2005

 FORMCHECKBOX 

I became a member in 2004

 FORMCHECKBOX 

I became a member in 2003

 FORMCHECKBOX 

Longer

5. How often do you visit the ASTP events (Annual Conference, Fall Seminar, January Courses, Workshop, Site Visit, Executive forum)? 

 FORMCHECKBOX 

I visit all events in a year

 FORMCHECKBOX 

I visit 2 events in a year

 FORMCHECKBOX 

I visit 1 event in a year

 FORMCHECKBOX 

I visit 1 event in two years

 FORMCHECKBOX 

Other

6. Please rate the ASTP events/services. Only one answer per event/service              possible
0 = never visited/used, 1 = Useful, 2 = Neutral, 3 = Not useful 

	
	0 
	1
	2
	3

	Annual Conference
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Fall Seminar
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Courses
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Workshops/Site visit
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Executive Forum
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	The website
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	The newsletter
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	e-mail discussion group
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Membership directory
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



7. ASTP fulfils the expectations which I had of the association before I joined as a member

 FORMCHECKBOX 

Strongly Agree

 FORMCHECKBOX 

Agree

 FORMCHECKBOX 

Disagree

 FORMCHECKBOX 

Strongly Disagree

8. ASTP fulfils expectations which I have of any membership organization

 FORMCHECKBOX 

Strongly Agree

 FORMCHECKBOX 

Agree

 FORMCHECKBOX 

Disagree

 FORMCHECKBOX 

Strongly Disagree

9. Which services can ASTP improve and how? (more than one answer possible)

 FORMCHECKBOX 

The website, namely:

 FORMCHECKBOX 

The newsletter, namely:

 FORMCHECKBOX 

The membership directory, namely:

 FORMCHECKBOX 

The yahoo discussion group, namely:

 FORMCHECKBOX 

The events, namely:

 FORMCHECKBOX 

Other, namely:

 FORMCHECKBOX 

Nothing needs to be improved

10. I Would like ASTP to provide any of the following services (more than one answer possible)

 FORMCHECKBOX 

Lobbying

 FORMCHECKBOX 

News Service

 FORMCHECKBOX 

Small scale events

 FORMCHECKBOX 

Job exchange between TTO’s

 FORMCHECKBOX 

A Tech Transfer tour to China (or other emerging countries, namely:               )                     

 FORMCHECKBOX 

Matchmaking events

 FORMCHECKBOX 

Provide tools, such as:

 FORMCHECKBOX 

Interactive services, such as:

 FORMCHECKBOX 

Other, namely:

THANK YOU 

FOR YOUR TIME!!

Letter which was added in the e-mail

Dear ASTP Member, 

 

ASTP is currently conducting research to get an insight into how we can improve and further professionalize our services. 

By means of filling out this questionnaire you can help us with this. It consists of 10 questions and will take around 5 minutes of your time. We would appreciate it if you could find the time to help us. 

Please click on the following link for the questionnaire:

http://www.surveymonkey.com/s.aspx?sm=E1DclSnOC21HYx6rlABoeg_3d_3d
Kind regards,

Results from the questionnaire

	How did you first get in contact with ASTP?
	 

	A colleague/friend told me about ASTP
	58,6%

	By means of the website
	11,5%

	By means of direct mailing (e.g. conference brochures)
	18,4%

	Other
	11,5%

	
	

	The first impression I got from this source is a good impression
	 

	Strongly agree
	35,6%

	Agree
	63,2%

	Disagree
	1,2%

	Strongly Disagree
	0,0%

	
	

	Which of the following was crucial for you to make the decision to become a member (more than one answer possible)
	 

	The opportunity to meet peer colleagues
	58,6%

	To belong to a tech Transfer Community
	44,8%

	To network on an international level
	62,1%

	To share experience/learn from other experienced TTO's
	73,6%

	A recommendation by a colleague/friend
	6,9%

	Other
	8,1%

	
	

	How long have you been a member of ASTP?
	 

	I became a member in 2007
	26,4%

	I became a member in 2006
	13,8%

	I became a member in 2005
	21,8%

	I became a member in 2004
	11,5%

	I became a member in 2003
	4,6%

	Longer
	21,8%

	
	

	How often do you visit the ASTP events? ( Annual Conference, Fall Seminar, January courses, Workshops, Site visit, Executive forum)
	 

	I visit all events in a year
	2,4%

	I visit 2 events in a year
	14,1%

	I visit 1 event in a year
	52,9%

	I visit 1 event in two years
	22,4%

	Other
	8,2%


	Please rate the ASTP events/services. Only one answer per event/service possible 

	0 = Never visited

	1 = Not useful

	2 = Neutral

	3 = Very useful

	 
	 
	0
	1
	2
	3

	Annual conference
	 
	9,4%
	2,4%
	7,1%
	81,2%

	Fall seminar
	 
	49,4%
	4,9%
	9,9%
	35,8%

	Courses
	 
	51,9%
	2,5%
	6,3%
	39,2%

	Workshop/Site visit
	 
	67,9%
	1,2%
	16,0%
	14,8%

	Executive forum
	 
	70,9%
	3,8%
	10,1%
	15,2%

	The website
	 
	7,1%
	11,9%
	46,4%
	34,5%

	The newsletter
	 
	9,9%
	6,2%
	39,5%
	44,4%

	E-mail discussion group
	 
	50,6%
	7,6%
	20,3%
	21,5%

	Membership directory
	 
	19,0%
	6,0%
	29,8%
	45,2%


	ASTP fulfils the expectations which I had of the association before I joined as a member
	 

	Strongly agree
	30,2%

	Agree
	69,8%

	Disagree
	0,0%

	Strongly Disagree
	0,0%

	
	

	ASTP fulfils expectations which I have of any membership organization
	 

	Strongly agree
	24,1%

	Agree
	71,3%

	Disagree
	4,6%

	Strongly Disagree
	0,0%

	
	

	Which services can ASTP improve and how?
	 

	The website, namely:
	43,6%

	The newsletter, namely:
	15,4%

	The membership directory, namely:
	10,3%

	the yahoo discussion group, namely:
	20,5%

	The events, namely:
	28,2%

	Other, namely:
	25,6%

	Nothing needs to be improved
	23,1%

	
	

	I would like ASTP to provide any of the following services, indicate your answer by saying yes or leaving it open. (more than one answer possible)
	 

	Lobbying
	29,3%

	News service
	50,0%

	Small scale events
	34,5%

	Job exchange between TTO's
	56,9%

	A tech transfer tour to China
	37,9%

	Matchmaking events
	44,8%

	Provide tools, such as
	27,6%

	Interactive services, such as:
	6,9%

	Other, namely:
	12,1%


Answers to the open questions

Which services can ASTP improve and how?
The website:

· news from members, other organizations

· setup of screen size (to broad)

· It looks rather old fashioned

· doesn’t work properly in firefox

· better lay-out, more user-friendly, create more awareness for this resource

· further information, easiest access to events' downloadable documentation

· Overall it is fine, but just a little thing, if you click on events you get info on past events - for example fall seminars doesn't have the forthcoming one on the events section (it is on opening page)

· more detailed information for members

· more information on TT events and news

· my computer (Mac) does not show the pictures!!! and the links to boars, events, membership on the left hand side of the homepage!!!

· YES !! E.g. being a reporisitory of URL's/documentation relevant to TT (Lambert, Milken, Kaufmann, EU Reports; major surveys; addresses of all major EU TTO's etc.),

· Links to relevant organisations, internet resources etc.

· promote it more often.

· More info on related activities

· More functionality, more information, more research

· more information . link to others

· more interactive

The newsletter:

· news from members

· could be more frequent


· more information on TT events and news


· Just make sure the frequency and quality/usefulness of content is O.K.


· more information on tech transfer


· more news on TT


The membership directory:

· add an email contact address and webblink (if appropriate)

· would be useful as a searchable database, but fine really for the purpose

· Booklet is fine as is; but maybe also have an online version in the members only area
· digital version

The e-mail discussion group:

· Not used - see the Knowledge Pool, instead

· Never heard of; better marketing

· haven't used this

· Challenge fully understood, but how to get this more active, as in the US access to the discussion group. While I was a member, I was in a short time given and stopped access to the discussion group :-( so I don't connect anymore
· never heard of it

· not much traffic

· didn’t know it existed

The events:

· show more case studies in the events
· Have workshops in easy to access venues

· Specific events for experienced members, may be also for Office Directors

· They are very expensive and it is difficult to get permission to attend as a result...! I would like to go to the fall seminar but this would cost about €2000 to attend a 2 day event - has an expensive attendance fee, add flights, accommodation. Annual conference is the same, really useful event, but difficult to attend.

· Select the speakers more carefully and check their knowledge on TT

· Matchmaking - see 10 below

· A professional forum for TT-policy makers (including government officials)

· In the last 2-3 years the subject matter has tended to mainstream on inward investment activity by new and developing EU regions? I'd prefer them to deal with difficult issues where we all need help- such as IP Valuation, measuring performance of tech transfer operations, distinguishing between tech 'transfer’ and tech 'exploitation'

· focus also on the attendance of more experienced TT professionals

· perfect

· when do you guys go to Venice, I love it there

Other:

· sometimes we may need to start lobbying specific issues (it is clear that not every other lobby group (e.g. industry) is happy with everything we do and they are lobbying too...)

· keep membership fee reasonable

· More information about which academic researchers use our survey data and to what (already suggested to Laurent, but he probably forgot)

· Membership since Autumn 2006 only... still "exploring" ASTP

· Try to raise profile at Governmental level

· Possibility to get list of participants before arriving at conference there by being able to plan beforehand who to contact

· No

· Develop a broader scope of services - surveys, internet-toolkits, exchange programmes etc.

· Exchange with others TT association

· perhaps emphasis a little more on technology than on pharma?

Nothing needs to be improved:

· not enough experience to comment yet.

· Too early for me to say.

· Do not have enough experience to consider!

· ASTP provides good services

· Nothing specifically

· marketing, most people even in tech transfer hardly know ASTP

· NO ! Quality of website could definitely be improved.

Appendix 7: The interviews

Interview questions for other membership associations

· Could you tell me something about the organization?
· How many members has the organization currently got?
· Do you keep track of changes in the composition of members?
· Do you know if there’s a positive or negative difference between new members and members that end their membership?
· Do you keep track of reasons why members end their membership?
· Do you take action concerning these reasons?
· What kinds of services do you offer?
· Do non-members also make use of these services?
· Do you organise events?
· How are these events built up? (presentations, interactive items, networking)
· Which are your main communication tools
Interview questions for (former) employees of ASTP

· Is ASTP a members’ focussed association?

· Is there room for improvement in being members’ focussed?

· Do the employees of ASTP posses the right skills for being members’ focussed?

· Do the members take a central role in the thinking of ASTP?

· Is the information on the members in the databases up to date?

· What do you think about the communication tools of ASTP?

· Is the target group being reached by means of these tools?

Summary of the interview with ICLN
ICLN was founded 5 years ago (in 2002) by policy makers, people in criminal law or those who are interested in it. They used to have a subsidy, but they no longer do. They currently have around 300 members from 50 different countries. The number of members has been higher in the past. ICLN has many members in countries such as Kenia, Malawi and India and it turns out there often are many problems concerning the payment of the membership fee. Two years ago they cleaned out their entire membership file and now they have around 300 members left.

ICLN does not keep track or has any statistics of how many people end their membership each year and how many new members join each year. 
They do know that the amount of members has stabilized around 300. In the first 4 years they did keep track of such data. They also do not keep track exactly of why members end their membership, but the most heard of reason is that people leave the organization their working at or they change department or function. These are reasons on which ICLN has no control. It does also happen that members do not agree with a lecture or an event, like there are to few lectures in Tanzania, but this is hard for ICLN to arrange for. So their honest in admitting that they will not be having much lectures there (for example).

The services of ICLN are the following: 4 lectures a year, 4 newsletters a year, a discount for the annual conference, the ICLN website where all information on events is available for everybody to read. They usually are reports on the subject. ICLN has a membership directory and they provide a service that if anyone needs information on a certain subject or an address ICLN will look it up for them. This service is not being used often. ICLN also places vacancies from other organizations on their website. These are also placed in the newsletter.  

A lot of non-members attend the events of ICLN. At the Annual Conference most people are non-member and at the lectures it is 50-50. At a lecture there’s a presentation for about 2 hours then there’s time for questions and a reception after. AT the conferences, the programme is the same as ASTP where networking can be done during the breaks. ICLN is always open for discussion as the scene. As an interactive item this year they played a trial. All the participants where divided over 3 groups. A lot can be drawn from such a practise, one can really see where there are problems or obstacles during the process. The subjects where defined in advance by a professor in Groningen. This activity was announced in the brochure and on the registration form so people could register themselves for it. Afterwards, not everybody enjoyed it but many did. 

ICLN its main communication tool is the website. For events they send invitations by mail and the fax machine is also used often. They do not make use of any really advanced techniques. The website is updated regularly. It contains information on ICLN and information on past and new conferences. Another service which they provide is the publication of articles on their website. There’s no restricted membership area on the site but they do want one in the future. 

ICLN cooperates much with other organizations when organising the events. They also have conference partners. These deliver the speakers for the conferences. 
There are also organisations which with they have a lot of contact between them, but this is not related to a specific subject. 
Summary of the interview with Technopolicy Network

Technopolicy network is a network for regional policymakers on the regional knowledge economy. These included Universities and governments. They have 100 members. These members are all institutional members and each institutional members is entitled to send 5 delegates of that institute to the events. Technopolicy network also has individual members but much less. 

Technopolicy network does not exactly keep track of their membership statistics. The team leader does have a broad idea of what’s going on, but they do not keep track of the facts. Technopolicy network is though a growing network. They also don’t keep track of why members end their membership, because in the case of institutional membership this can not really be done. With the individual members they do ask for it and the main cause is that people leave the organization they were working at. Also, a big part of the individual members is written off, because they haven’t paid the membership fee. There’s no file on these reasons. Technopolicy network Has not encountered that members end because they believe that the services are badly supplied. There are however members which stay working in the same branch and end their membership. It would be interesting for them to keep track of this.

Technopolicy network has 3 groups of services. The first is: learning –with each other and from each other. These are the events which Technopolicy network organizes. The next is collaboration. Technopolicy network has collaboration with 6 different regions. There’s much interest in these collaborations in the sector. Perhaps a subsidy should be developed for it. These regions meet each other through Technopolicy network en they start projects together. The third service is research. Technopolicy network receives assignments from institutes in the area of regional innovation policy. The results are not available for everybody. The assignment provider receives the entire report. The regions and institutes which have cooperated will be given insight in the research and the findings as well. AS for the members of Technopolicy network, only a summary will be provided. 

Besides members also many non-members visit the events. People get a reduction when they become a member first. At the events the structure is as follows: there are presentations during the day and interactive parts in between. Since delegates have to answer for going to the events to their boss, the program should really be well structured and relevant. 
A lot of time is spent on creating the program. Networking can be done during the breaks. Many have requested that the breaks should be longer so that there are more opportunities for networking. But Technopolicy network has not fulfilled this request since delegates have to answer to their bosses who has to approve of them to go. When an event is offered with breaks alone, they will not be allowed to come and the event will not be a success. The program is most important and of course Technopolicy network facilitates networking opportunities. The interactive item of the last conference was a debate. This had to be well structures, otherwise nothing will happen. There were 6 sessions and in the end delegates could vote which session they liked best.

As for the communication tools, Technopolicy network has a website. Should be updated often but currently this is not being done frequently because they do not have the time for it. Technopolicy network wants the website to portray a good view of the company and also the members, but financial and time management issues have posed problems for this. Technopolicy network sends a lot of e-mails. These contain updates on the events and information. It is not really a newsletter, but more of a commercial/newsletter mail. There’s also no exact date set on which these mails are sent. When an event has finished they e-mail all their members of the happenings at the event to give them a good idea of what has been going on. Technopolicy network also has a membership directory. Here, other than portraying only addresses and names they provide pictures and a small text provided by the members. This facilitates interaction. 

· Is ASTP a members’ focussed association?

· Is there room for improvement in being members’ focussed?

· Do the employees of ASTP posses the right skills for being members’ focussed?

· Do the members take a central role in the thinking of ASTP?

· Is the information on the members in the databases up to date?

· What do you think about the communication tools of ASTP?

· Is the target group being reached by means of these tools?

Summary of the interview with former employee of ASTP

The former employee believes that at ASTP he has learned much about the right approach of the members. He does however believe that it is important that every employee in the association has the same objectives concerning the approach of the members. Especially in the case of ASTP having a trainee every 6 months it is important to explain and teach what is involved with approaching the members of ASTP. 

The general manager should also keep track of whether improvements are made in the way the members are approached. 

When organising the events the comfort and ease of use for the delegates takes a central role. Every item is arranged for in such a way that the delegates do not have to worry about a thing. The target group of ASTP is a really busy group that doesn’t have time to look up things themselves. Every possible single detail that we can find on transport, accommodation and contact details are looked up and dispersed among the delegates, several times. The employee believes that this is a good example of ASTP concentrating on the central role of the members.

As for the communication tools, the employee believes that the website could be improved.  

According to the employee, ASTP should invest more into keeping members interested and close to the association so that the matter of people who end their membership will be less of a problem. 

Summary of the interview with employee of ASTP

The employee believes that ASTP is a members’ focussed association. The employees are guided by the general manager of ASTP in being customer oriented and therefore they know that customer orientation is extremely important for ASTP. The employee does however believe that ASTP sometimes seems too much customer oriented, because they desperately try to hang on to the members, which have not paid for the membership fee. ASTP calls them and sends them several e-mails to convince them to stay a member of ASTP. They have an exact plan of at which date they will contact the members which haven’t paid and whether this will be done by phone or by e-mail. 
The employee believes that the policy, services and activities are constructed around the members, but ASTP sometimes forgets to actually check with their members whether this is what they want. ASTP assumes that they provide what their members want from them, but there have not been moments where these are checked with members’ needs. 

The information in the database can only be updated when members themselves indicate that it needs to be changed. Therefore it does happen that data of a member might not be correct in the database.

The employee strongly believes that the website of ASTP really needs improvements. Out of the few communication tools this is the tool which can best reach the target group. Furthermore, the employee believes that the current communication tools are the best and only tools to reach the target group. 
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