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Community. To contribute to a future publication, contact a 
member of the PAC leadership team.



Membership Categories

Member Base 

Every local/regional patient advocacy group should 
continually strive to determine what its membership 
base should consist of (including both active and 
prospective members) and how it can best meet the 
overall needs of its membership in the changing world 
of patient advocacy, healthcare risk management and 
patient safety.

Examples of industries/fields/roles that many 
chapters have had success in drawing potential 
members from include but are not limited to:

• Healthcare Patient Representative (acute, LTAC, 
SNF) 

• Others that may have the responsibility for 
complaints and grievances but are not called Patient 
Advocate/Rep., i.e. Service Excellence, Guest 
Services, Patient Service, Patient Experience, etc.  

• Customer Service Representatives in healthcare 
related fields (insurance, home care) 

• Local students involved in Patient Advocacy 

• Academic faculty involved in Patient Advocacy 

• Ethics, Risk management and Safety 

• Vendors 

• Other Healthcare disciplines such as Social Work, 
Chaplains, Case Managers 

• Volunteers 

• Retired Patient Advocates

Membership Application
Some groups conduct annual surveys of their 
current membership to determine what educational, 
networking and other objectives the chapter should 
set to meet the needs of its members. Another way 
to capture this information is through the initial and/
or renewal membership application. By obtaining a 
sound demographic profile of members as they join 
and updating it regularly, groups will have a better idea 
of the types of products and services that will have the 
greatest appeal.

Example items to include on the membership 
application form: 

• Name

• Title

• Employer

• Address

• Phone and fax numbers (work and home (optional))

• Email address (work and home optional)

• Interest in joining an existing committee (education, 
by-laws, membership, website government relations, 
publications, social, etc.)

 
Food for thought: Getting new members involved 
early in committee participation allows new ideas to be 
generated and is likely to be great retention tool.

The above basic information should also be included in a 
published or online membership directory.

It may also be helpful to request the following:

• Highest level of education completed

• Years of experience in the field

• Type of employer (i.e. hospital, long term care, 
insurance broker, law firm)

Added to demographic area if you are tracking:

• Special areas of interest or expertise



If age, gender or race questions are included, they 
must be noted as optional, and you should indicate 
that you are requesting the information to maintain 
a demographic profile of members. This information 
should not be published and it should be noted on 
the application form that this information will be kept 
confidential and used only for tracking purposes.

The application form becomes a permanent record 
of information about your membership base and 
helps determine which category of membership a 
prospective member best fits or qualifies for. If you have 
categories of membership, please spell them out on the 
application form along with the specific requirements 
for each category (see details in Membership Dues and 
Categories section).

Groups typically allow the membership committee 
and/or board members to make decisions regarding 
membership eligibility issues.

Membership Dues and Categories

Many groups have created membership categories 
and delineate the criteria for these. Some examples of 
membership categories include:

• Active (voting)

• Non-voting status

• Emeritus

• Student

• Associate (those not involved full time in patient 
advocacy, may include vendors)

One advantage of having different categories is the 
ability to charge reduced membership dues depending 
on the category. For example, an honorary membership 
(with reduced or no dues) could be bestowed upon 
professionals who have retired from the field but have 
been active members in the past who will continue 
sharing their expertise with the local/regional group.

If different membership categories are created, the group 
should determine how voting rights will be handled for 
the purpose of business meetings. It is also important 
to consider if dues will be prorated depending on when 
the member officially joins the group and if renewal of 
memberships will be performed on a common annual 
date or a staggered calendar basis. Using a common 
renewal date facilitates the bookkeeping requirements 
for the group designee in charge of collecting annual 
dues.

Database and Directory Information

Many groups maintain membership databases 
(both active and prospective) to track demographic 
information, create mailing labels for group meeting 
notices and emails, and facilitate membership renewal 
notices, tracking and due payments.

It is recommended that both work and home information 
be included in the database in case the member 
changes employment and/or to give the member the 
choice of which address is preferred for correspondence. 
Membership directories can then be made available in a 
“members only” section of the group’s website or in hard 
copy if a website has not been created. 

Members should be given the option of keeping their 
contact information confidential and thus not included in 
any printed or online resources, if desired. Membership 
rosters should not be distributed to local vendors without 
the approval of the membership.

Food for thought: In the case of leadership transition 
within the group, one idea to facilitate the transfer of 
the membership database between officers/committee 
chairs is to purchase a laptop and the necessary 
software to maintain the database on behalf of the 
chapter. This allows for one central database to be 
maintained and updated, ease of transfer of the laptop 
and the information it contains, and less dependence on 
software releases that individuals maintaining the data 
have access to. The database can also be saved to a CD 
and given to the incoming member who will maintain the 
database. 



Recruitment and Retention

Strategies for Local/Regional Groups

Word of mouth can be your most effective tool in 
recruiting new members. Encourage current members to 
refer to colleagues for membership.

Tips for Recruiting New Members:

• Contact hospitals who do not have members in 
your chapter to inquire who fulfills the role of Patient 
Representative and invite them to an education 
program or chapter meeting.

• Provide membership information on educational 
program brochures.

• Provide space on membership applications to refer a 
colleague or coworker.

• Reward current members for recruitment efforts.

1. Gift certificate or discounted dues for referral of 
members

2. Award for member recruiting most new 
members during annual membership drive 

• Provide space on membership applications to refer a 
colleague or coworker.

• Invite potential members to regional meetings as 
guests.

Educational Programs 
 
One of the best ways to recruit and retain members 
is by providing excellent and pertinent educational 
programs. However, flexibility is often necessary to 
motivate attendance at such educational programs. 
Ideas to increase attendance include polling members 
on the best time of day, frequency, length and location 
of meetings. For chapters with large geographic 
coverage, it may be advisable to rotate the location of 
meetings to allow for equal participation and time/travel 
considerations.

Recognition 
 
Recognition of an individual member’s contribution is an 
effective retention strategy. Ideas to consider include:

• Gift certificate for contributions/successful efforts 
made on behalf of the group or the patient advocacy 
community

• Regional Group Patient Advocacy award for member 
making the greatest contribution/advancements in 
the field

• Scholarship to The Beryl Institute Patient Experience 
Conference for the person making the greatest 
contribution to the group and/or to the President to 
show appreciation for their service to the group

Communications 
 
Excellent and frequent communications with members 
can help retain membership.

• Utilize email whenever possible – create a list serv 
to  easily send information. Consider blind copying 
your list serv so email addresses remain confidential. 
Designate one person to send out emails to keep 
track of information that is sent out to your members.

• Newsletters are an effective means of 
communicating group and education program 
information not only to current members but also 
prospective members.

• Information regarding state or local developments 
from a regulatory or claims perspective has been 
found to be especially useful at the local team level, 
including opportunities to facilitate advocacy for key 
legislation under consideration.

• Consider audiotapes or transcripts of educational 
sessions for members who are unable to attend 
meetings due to geographical distance or time 
constraints.

• Host/advertise one of The Beryl Institute webinars at 
an announced location for all local team members. 
Network and brainstorm after the session to discuss 
how the information is applicable to the members 
who attended.



Food for thought: Some chapters communicate with 
prospective members via email only to save on mailing 
costs associated with meeting and membership renewal 
notices, newsletters, publications, etc..

Networking 

Word of mouth can be your most effective tool in 
recruiting new members. Encourage current members to 
refer colleagues for membership.

Recruiting Committee Members 
for Your Local/Regional Group

Develop Committee Strengths

Look at your committee members for future Board 
leaders. Observing how committee members interact 
presents an opportunity to scout future board members.

Below are a few suggestions to enable a positive 
committee member experience with your organization 
and to connect the right people in the right place.

Prepare volunteer job descriptions: Naturally, the 
descriptions should identify the responsibilities of the 
position. However, it is a good idea to identify the skill 
set required for the position as well as the benefits to the 
committee member in accepting the position. 

Recruit early and often: Make announcements at each 
meeting that committee members are always needed 
for committee work. When committee members come 
forward, follow through with placement on a committee 
or referral to the committee chair. Key to recruitment 
is to not lose the momentum by placing the burden of 
contact on the committee member. Have the committee 
chair talk with the committee member immediately or 
have him or her follow up as soon as possible with the 
potential committee member.

Highlight the skill set, not just the job: When recruiting, 
appeal to the potential committee members interests. 
For example, when recruiting for newsletter committee 
members, highlight the fact that you are looking for 
people who enjoy writing or keeping up with current 
events in patient advocacy. Also look for members that 
have a skill set for Word Publishing, graphics and/or 
design layout.

Put their name in lights: : People like to be recognized 
for their work, publicly if possible. Make recognition for 
committee and group work an agenda item at each 
meeting. Thank your committee members in writing 
in the newsletter and if time allows, send a personal 
note or email saying how much you appreciate their 
commitment to the group.



Recognition Programs
Importance of Recognition

Research in behavioral psychology shows that 
employee performance and retention are strongly 
linked to consistent, appropriate positive reinforcement 
of behaviors that promote organizational goals. Every 
chapter would be well served to develop a member 
recognition program.

When an individual feels they serve a purpose and are 
being noticed for good work, they will embrace the 
organization’s mission, goals and values and be willing 
to put forth the extra effort for the organization.

Annual Recognition Programs

When developing a recognition program, it is important 
to think through the following issues.

What is the local/regional group goal in recognizing 
individuals?

Is the group attempting to motivate volunteerism 
among the membership? Is it attempting to retain and 
grow membership? Is the group merely interested 
in recognizing those who have done more for the 
group than other members, or perhaps more for the 
profession? These types of questions must be asked 
before proceeding with development of the member 
recognition program.

What does the local/regional group want to 
recognize?

Does it want to recognize significant volunteer efforts 
of the course of the current year or significant volunteer 
effort over multiple years (a Lifetime Achievement type 
award), or both?

How will the decision be made on who should be 
recognized?

Will there be membership driven nominations and 
membership voting for the recognition award or will 
the board make the decision? There are pro’s and cons 
to both methods. Voting by the membership has the 
appearance of being less biased, however, boards may 
be in a better position than the general membership to 
know the level of service of each member. A variation on 
the above might include a nomination list developed by 
the board or nominating committee which is then voted 
on by members. 

How will the individual be recognized?

There are numerous ways to recognize individuals. They 
can be given a trophy, plaque or other commemorative 
item with their name and accomplishment engraved 
upon it. They can also be given money or a gift certificate 
in nominal or significant amounts. When awarding 
monetary amounts, it is important to consider the 
tax implications both for the group and the recipient. 
Another well-appreciated form of recognition is a tuition 
scholarship to The Beryl Institute Patient Experience 
Conference or the local group annual conference.

What should the recognition award be called?

This answer depends on what the group chooses to 
recognize. If it is a lifetime achievement type award, they 
may want to call the Patient Advocacy of the Year Award, 
the Lifetime Achievement Award or the Distinguished 
Service Award.  If it is for a service over the course of 
the current year, they may want to call it the Workhorse 
Award or Volunteer of the Year Award.

When should the award be given?

This depends on the reason for the award and the type 
of award to be given. If the award is given to recognize 
service during a specific year, the award should be given 
as close as possible to the end of that service year. 
However, if the recognition is in the form of a scholarship, 
it needs to be awarded in time for the recipient to make 
use of it. If it is a lifetime achievement type award, it can 
likely be awarded at any time during the chapter year. 

Emeritus Recognition Programs

A separate recognition program that groups may want 
to consider implementing is that of bestowing emeritus 
status on longstanding or retiring members.

If a chapter decides to implement this type of program, 
it will need to decide on the qualifying event. That is, will 
someone be made a member emeritus only after they have 
been a chapter member for over twenty years, thirty years, 
or only upon retirement or some combination thereof?

Another decision to be made is what exactly does 
this status bestow upon the recipient? Is their annual 
membership fee waived or will they be allowed to attend 
the annual seminar free of charge, perhaps they will not 
be charged for monthly meetings or all the above. These 
are all things to consider prior to implementing this type 
of recognition program.
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