
Professionals In Human Resources Association (PIHRA) is dedicated to serving human resources
professionals across various sectors. Recognizing the need to deepen member engagement and
streamline the renewal process, PIHRA partnered with PropFuel to implement a conversational
engagement strategy. This shift in communication style aimed to transform the traditional
renewal process into a dynamic, interactive dialogue with members, ultimately increasing
retention rates and member value recognition.

Explore how PIHRA reduced staff time required on renewals, increased renewals prior to lapse,
and gained a better understanding of individual members to elevate the membership renewal
process overall.

C A S E  S T U D Y  F E A T U R I N G

PIHRA’S JOURNEY TO
UNDERSTANDING MEMBER RENEWAL
INTENTIONS BEFORE THEY LAPSE
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P I H R A ’ s  2 0 2 3  M e m b e r s h i p  R e n e w a l

C a m p a i g n  m a r k e d  a  s t r a t e g i c  p i v o t  f r o m

s t a n d a r d ,  t r a d i t i o n a l  r e n e w a l  p r o m p t s  t o

a  m o r e  p e r s o n a l i z e d ,  c o n v e r s a t i o n a l

a p p r o a c h .  B e g i n n i n g  7 5  d a y s  p r i o r  t o  t h e

e x p i r a t i o n  o f  a  m e m b e r ' s  s u b s c r i p t i o n ,

P I H R A  l e v e r a g e d  P r o p F u e l ’ s  p l a t f o r m  t o

i n i t i a t e  a  s e r i e s  o f  t a i l o r e d  e m a i l

e n g a g e m e n t s .  T h e s e  c o m m u n i c a t i o n s  n o t

o n l y  r e m i n d e d  m e m b e r s  o f  t h e i r  p e n d i n g

r e n e w a l  b u t  a l s o  s e e k e d  t o  u n d e r s t a n d

t h e i r  i n t e n t i o n s ,  i d e n t i f y  p o t e n t i a l

b a r r i e r s  t o  r e n e w a l ,  a n d  a c t i v e l y  a d d r e s s

t h e s e  c o n c e r n s .  

NOT THE SAME OLD RENEWAL EMAILS
ASK - CAPTURE - ACT
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T h e  c a m p a i g n  k i c k s  o f f  w i t h  a n  e m a i l

a s k i n g  m e m b e r s  a b o u t  t h e i r  r e n e w a l

i n t e n t i o n s .  T h i s  s t r a i g h t f o r w a r d  q u e s t i o n

n o t  o n l y  g a u g e s  r e n e w a l  l i k e l i h o o d ,  b u t

a l s o  i d e n t i f i e s  s p e c i f i c  n e e d s  t h a t  m i g h t

b e  h i n d e r i n g  t h e  p r o c e s s ,  s u c h  a s  t h e

n e e d  f o r  a n  i n v o i c e  o r  m o r e  t i m e .

M e m b e r s  w h o  e x p r e s s  a n  i n t e n t i o n  n o t  t o

r e n e w  a r e  a u t o m a t i c a l l y  s e g m e n t e d  i n t o  a

" W h y  n o t  r e n e w ? "  c a m p a i g n ,  d e s i g n e d  t o

d e l v e  d e e p e r  i n t o  t h e i r  r e a s o n s  a n d

a d d r e s s  p o t e n t i a l  c o n c e r n s .

F o l l o w i n g  u p ,  a  s e c o n d  e m a i l  i s  s e n t  t o

t h o s e  w h o  h a v e n ' t  r e n e w e d  b u t  s h o w e d

i n i t i a l  i n t e r e s t .  T h i s  c o m m u n i c a t i o n

s e r v e s  a  d u a l  p u r p o s e :  i t  r e m i n d s

m e m b e r s  o f  t h e  t a n g i b l e  b e n e f i t s  o f  t h e i r

m e m b e r s h i p  a n d  e n c o u r a g e s  t h e m  t o

t h i n k  a b o u t  w h i c h  b e n e f i t s  t h e y  f i n d  m o s t

v a l u a b l e  f o r  t h e  u p c o m i n g  y e a r .  
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65 Days Out from Expiration:
Value Reinforcement

75 Days Out from Expiration:
Initial Engagement

A New Approach to
Membership Renewals

W h y  N o t  R e n e w ?  F o l l o w - u p  Q u e s t i o n
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S h i f t i n g  t h e  c o n v e r s a t i o n ,  t h i s  c h e c k - i n  i n q u i r e s  a b o u t  t h e  m e m b e r ' s  r e c e n t

e n g a g e m e n t  w i t h  t h e  H R  c o m m u n i t y .  T h i s  t a c t f u l  r e m i n d e r  o f  t h e  c o m m u n i t y  a s p e c t

o f  m e m b e r s h i p  a i m s  t o  r e i g n i t e  i n t e r e s t  i n  a c t i v e  p a r t i c i p a t i o n  a n d  u n d e r s c o r e s  t h e

v a l u e  o f  n e t w o r k i n g  a n d  s u p p o r t  a m o n g  p e e r s .  P o s i t i v e  r e s p o n s e s  l e a d  t o  a  l a n d i n g

p a g e  e n c o u r a g i n g  r e n e w a l ,  w h i l e  n e g a t i v e  r e s p o n s e s  d i r e c t  m e m b e r s  t o

o p p o r t u n i t i e s  f o r  e n g a g e m e n t ,  s u c h  a s  u p c o m i n g  P I H R A  e v e n t s ,  t h u s  r e i n f o r c i n g  t h e

c o m m u n i t y  a n d  n e t w o r k i n g  v a l u e  o f  m e m b e r s h i p .

21 Days Out from Membership Expiration:
Community Engagement Focus

B y  a s k i n g  m e m b e r s  t o  c o n s i d e r  h o w  s p e c i f i c  b e n e f i t s — l i k e  H R  e d u c a t i o n ,

c e r t i f i c a t i o n ,  n e t w o r k i n g  o p p o r t u n i t i e s ,  o r  c a r e e r  p l a n n i n g — c a n  e l e v a t e  t h e i r

m e m b e r s h i p  e x p e r i e n c e ,  P I H R A  r e i n f o r c e s  t h e  v a l u e  p r o p o s i t i o n  o f  r e m a i n i n g  a  p a r t

o f  t h e  o r g a n i z a t i o n .  T h e  i n c l u s i o n  o f  a n  " O t h e r "  o p t i o n  w i t h  a n  o p e n - e n d e d

q u e s t i o n  a l l o w s  f o r  p e r s o n a l i z e d  f e e d b a c k ,  o f f e r i n g  P I H R A  i n s i g h t s  i n t o  m e m b e r

d e s i r e s  a n d  p o t e n t i a l  a r e a s  f o r  i m p r o v e m e n t  o r  e x p a n s i o n  i n  t h e i r  o f f e r i n g s .

T h i s  e m a i l  a i m s  t o  p r o m p t  a  d e c i s i o n .  B y  a s k i n g  i f  n o w  i s  a  b e t t e r  t i m e  t o  r e n e w ,

P I H R A  s e e k s  t o  c o n v e r t  h e s i t a n c y  i n t o  a c t i o n .  T h i s  s t e p  a c k n o w l e d g e s  t h a t

c i r c u m s t a n c e s  c h a n g e  a n d  o f f e r s  a s s i s t a n c e  ( " Y e s ,  b u t  I  n e e d  h e l p " )  o r  a d d r e s s e s

n e w  b a r r i e r s ,  s u c h  a s  e m p l o y e r  s u p p o r t  i s s u e s .  T h e  t a r g e t e d  a p p r o a c h  e n s u r e s  t h a t

m e m b e r s  w h o  a r e  s t i l l  u n d e c i d e d  o r  f a c i n g  o b s t a c l e s  r e c e i v e  t h e  a t t e n t i o n  a n d

a s s i s t a n c e  t h e y  n e e d  t o  m a k e  t h e i r  r e n e w a l  p r o c e s s  a s  s e a m l e s s  a s  p o s s i b l e .
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35 Days Out from Expiration: Action-Oriented Check-In
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7 Days Out from Expiration:
Final Reminder & Feedback

PROPFUEL + PIHRA                                                                                                                                                                   PAGE 3
       

Renewed or Provided Input

Remaining at Lapse I n  t h e  c a m p a i g n ' s  l a s t  s t e p ,  m e m b e r s  a r e

d i r e c t l y  r e m i n d e d  o f  t h e i r  m e m b e r s h i p

e x p i r a t i o n  w i t h  a  c l e a r ,  n o - n o n s e n s e

a p p r o a c h .  T h i s  l a s t - m i n u t e  n u d g e  s e r v e s

a s  a  f i n a l  c a l l  t o  a c t i o n  f o r  r e n e w a l .

I m p o r t a n t l y ,  f o r  t h o s e  w h o  a c k n o w l e d g e

t h e i r  m e m b e r s h i p  l a p s e  b u t  i n d i c a t e  a

n e e d  f o r  m o r e  t i m e  o r  d e c i d e  n o t  t o

r e n e w ,  f o l l o w - u p  q u e s t i o n s  a r e  p o s e d  t o

g a t h e r  f e e d b a c k .  T h i s  c r i t i c a l  s t e p  a l l o w s

P I H R A  t o  c a p t u r e  i n s i g h t s  o n  t h e  r e a s o n s

b e h i n d  n o n - r e n e w a l s ,  p r o v i d i n g  v a l u a b l e

d a t a  f o r  a d d r e s s i n g  c o n c e r n s  a n d

i m p r o v i n g  m e m b e r  r e t e n t i o n  s t r a t e g i e s  i n

t h e  f u t u r e .

“I have fused traditional renewal tactics and a renewal
dialogue with our members using PropFuel.  The PropFuel

campaign saves me time, gives me important data, and
mobilizes me to respond to members’ needs regarding their

renewal in real-time. This helps my team stay focused on
generating revenue.”

-Lil iana Argüello, MBA, SHRM-SCP, Director, Membership

E a c h  s t e p  o f  t h i s  c a m p a i g n  r e f l e c t s  a  t h o u g h t f u l  b l e n d  o f  e n g a g e m e n t ,

p e r s o n a l i z a t i o n ,  a n d  s t r a t e g i c  t i m i n g ,  l e v e r a g i n g  P r o p F u e l ’ s  p l a t f o r m  t o  m a i n t a i n  a

d i a l o g u e  w i t h  m e m b e r s  t h r o u g h o u t  t h e  r e n e w a l  p r o c e s s .  B y  s y s t e m a t i c a l l y

a d d r e s s i n g  m e m b e r  n e e d s ,  p r e f e r e n c e s ,  a n d  b a r r i e r s  t o  r e n e w a l ,  P I H R A  h a s

e l e v a t e d  t h e  r e n e w a l  e x p e r i e n c e .  I n  a d d i t i o n ,  t h e y  h a v e  g a t h e r e d  i n v a l u a b l e

i n s i g h t s  f o r  f u t u r e  e n g a g e m e n t  a n d  r e t e n t i o n  s t r a t e g i e s ,  d e m o n s t r a t i n g  t h e  p o w e r

o f  c o n v e r s a t i o n a l  e n g a g e m e n t  i n  f o s t e r i n g  s t r o n g e r ,  m o r e  m e a n i n g f u l  c o n n e c t i o n s

w i t h  m e m b e r s .

Campaign Results:
Respondents
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I n  a d d i t i o n  t o  t h e  c a m p a i g n ’ s  q u a l i t a t i v e  r e s u l t s ,  i t s  s t r u c t u r e d  y e t  f l e x i b l e

a p p r o a c h  a l l o w e d  P I H R A  t o  g a t h e r  v a l u a b l e  d a t a  o n  m e m b e r  n e e d s ,  p r e f e r e n c e s ,

a n d  b a r r i e r s  t o  r e n e w a l .  T h i s  i n f o r m a t i o n  i s  i n v a l u a b l e  f o r  f u t u r e  p e r s o n a l i z a t i o n

a n d  r e t e n t i o n  s t r a t e g i e s .

P I H R A ' s  i n n o v a t i v e  u s e  o f  P r o p F u e l  r e p r e s e n t s  a  s i g n i f i c a n t  l e a p  f o r w a r d  i n

m e m b e r s h i p  r e n e w a l  s t r a t e g i e s .  B y  a d o p t i n g  a  p e r s o n a l i z e d ,  d i a l o g u e - b a s e d

a p p r o a c h ,  P I H R A  h a s  n o t  o n l y  i m p r o v e d  i t s  r e n e w a l  r a t e s  b u t  a l s o  d e e p e n e d  i t s

u n d e r s t a n d i n g  o f  m e m b e r  n e e d s  a n d  p r e f e r e n c e s .  P I H R A ’ s  d e d i c a t i o n  t o  i m p r o v e d

m e m b e r s h i p  n u r t u r i n g  u n d e r s c o r e s  t h e  p o t e n t i a l  f o r  c o n v e r s a t i o n a l  e n g a g e m e n t  t o

t r a n s f o r m  m e m b e r  i n t e r a c t i o n s  i n t o  m e a n i n g f u l  e x c h a n g e s  t h a t  d r i v e  l o y a l t y  a n d

v a l u e  f o r  b o t h  o r g a n i z a t i o n s  a n d  t h e i r  m e m b e r s .

P I H R A ’ s  m u l t i c h a n n e l  r e n e w a l  i n t e n t  s t r a t e g y  -  i n c o r p o r a t i n g  e m a i l ,  t r a d i t i o n a l

m a i l ,  a n d  o n e - o n - o n e  e m a i l s  a n d  p h o n e  c a l l s  -  y i e l d e d  s i g n i f i c a n t  o u t c o m e s .  M o s t

i m p o r t a n t l y ,  P I H R A  d e c r e a s e d  t h e i r  n u m b e r  o f  p e n d i n g  r e n e w a l s  a t  y e a r  e n d  b y  3 1 %

f r o m  D e c e m b e r  2 0 2 2  t o  D e c e m b e r  2 0 2 3 .  
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We would love to get to know more about your
organization and how PropFuel's conversational
engagement platform can help you start personal
conversations with your members. Book a Demo

Initial Contacts
2,005
Lapsed members initially
engaged in the campaign

49%
Before their membership lapsed

Renewed or
Provided Input

31%
From 2022 to 2023

Decrease in
Pending Renewals

https://www.propfuel.com/book-a-demo

