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Membership Services

 Providing positive experiences –no matter how or where 

those experiences take place

 Engaging our members so that we can learn exactly 

what they want

 Reflecting on past engagements to develop and deliver 

future experiences that satisfy the wants of our 

membership

 Providing the value in doing business with USA Cycling, 

and increasing that value each time we engage



Membership Services

 We are often the first impression of USA Cycling

 License processing

o 70,000+ licenses for 2011

o Upgrades and downgrades

o 2,500+ clubs

 Event permitting

o 2,900+ events

 Results processing

 Local Association support

 High School and Collegiate Programs Management



Member Services Staff

 Front Desk Receptionists

o Allexia Arcuri

o Leah Camera

 Membership Services Coordinators

o Andrea Brunelli

o Susie Diller

o Valecia Frasier

o Beth Vialpando



Member Services Staff

 Regional Coordinators

o George Heagerty

o Randy Inglis

o Stuart Lamp

o Jan Luke

o Larry Martin

 Collegiate and High School Cycling Manager

o Jeffrey Hansen

 Local Association Manager

o Frederike Blattspieler



Looking Back on 2011



2011 In Review - Licenses

Type 2010 2011 11/2/2010 YTD Change

BMX 224 246 221 25 11.31%

International 2,791 2,825 2,772 53 1.91%

Collegiate 4,689 4,642 4,660 -18 -0.39%

Mountain Bike 13,104 14,052 13,014 1,038 7.98%

Road/Track ςCoach 1,429 1,430 1,421 9 0.63%

Road/Track ςMechanic 235 241 233 8 3.43%

Road/Track ςOfficial 1,809 1,702 1,803 -101 -5.60%

Road/Track ςRider 45,241 45,165 45,155 10 0.02%

Road/Track TOTAL 48,714 48,538 48,612 -74 -0.15%

Professional 301 355 290 65 22.41%

TOTAL 69,823 70,658 69,569 1,089 1.57%



2011 In Review ðRetention/Acquisition

Type Renewing Returning New Total

BMX 147 60% 25 10% 74 30% 246

International 1,762 62% 319 11% 744 26% 2,825

Collegiate 2,220 48% 209 5% 2,213 48% 4,642

Mountain Bike 7,874 56% 2,136 15% 4,042 29% 14,052

Road/Track ςCoach 924 65% 92 6% 414 29% 1,430

Road/Track ςMechanic 162 67% 20 8% 59 24% 241

Road/Track ςOfficial 1,298 76% 74 4% 330 19% 1,702

Road/Track ςRider 30,764 68% 4,458 10% 9,943 22% 45,165

Road/Track TOTAL33,148 68% 4,644 10% 10,746 22% 48,538

Professional 205 58% 37 10% 113 32% 355

TOTAL 45,356 64% 7,370 10% 17,932 25% 70,658



2011 In Review ðClub Licenses

Type 2010 2011 Change

Bike Shop 72 90 18

Club/Team 1,888 2,035 147

Collegiate 295 291 -4

Event Organizer 86 84 -2

High School 8 20 12

Local Association 31 32 1

Pro Mountain Bike Team 8 10 2

Professional Team 24 22 -2

TOTAL 2,412 2,584 172



2011 In Review - Events
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2011 In Review - Events
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2011 in Review ðOnline Registration

# RegistrationSystem Events Market Share %

1 None 1,117 37.89%

2 BikeReg 748 25.37%

3 USA Cycling 366 12.42%

4 SportsBaseOnline 147 4.99%

5 Active 65 2.20%

TOTAL 2,948



2011 in Review ðOnline Registration

# RegistrationSystem Racer Days Market Share %

1 None 196,435 35.22%

2 BikeReg 153,873 27.59%

3 USA Cycling 48,069 8.62%

4 SportsBaseOnline 46,375 8.32%

5 Active 15,324 2.75%

TOTAL 557,666



Looking Toward 2012



The USAC Customer Experience

Circa 2000

Today

Tomorrow



Current Barriers

 Outdated, inefficient, and manual business processes

o Paper license applications

o Paper permits

o Paper post-event reports

 Frustrating experiences for our customers

o Reliant on paper transactions in a digital era

o Lack of complete results information on USAC website

o Wet signatures required for licenses

o Wet signatures required at all USAC events –training, 

competitive, and series

o Permit fee structure



The USAC Customer Experience

Circa 2000

Today

Tomorrow



2012 Major Initiatives

 Retention and acquisition plans

o Surveys

o Formal communication plans

 Online services

 Results and Rankings

 Mobile Technology

 Online registration rebates

 Listening to our members

o Electronic  and series waivers

o Permit fee structure analysis



Membership Retention - Surveys

 Develop surveys to find out why members are not 

returning

o Survey lost members to identify specific reasons for leaving

o Identify trends and opportunities for improvement

o Refine existing programs to improve satisfaction

o Build new programs to fill holes and bring members back

o Benefits analysis to determine what changes are needed

 Analysis of results across multiple demographics

o Region and state

o Discipline

o License type and category

o Gender and age



Membership Retention - Communication

 Builds affinity to USAC

 Personalized messages

 Rough plan

o Immediate –welcome and thanks

o Week 4 to 18 –follow up, educate on additional or new benefits

o Weeks 26 to 36 –connect member to organization and point out unused 

benefits

o Week 44 –1st renewal reminder

•Importance of the organization to the sport

•Top level benefits

o Weeks 48 to 50 –2nd renewal reminder

•Reminder of reasons joined

o Week 52 –final reminder, reiterate lost benefits if not renewed



Membership Acquisition

 Required for sustained organizational growth

 Capturing one-day information from registration system

o Develop communication plans to speak directly to one-day 

purchasers

 Lower barriers for women in the sport

 Lower barriers for new Masters

 Increase youth, high school, and collegiate participation 

and retain those members



The Online Experience



The Online Experience

 Online Permitting and Post-Event

o Specific questions targeted at collecting important 

information to the type of event

o Information gathering to provide data for risk 

management and future education opportunities

o Online reporting and event closure for permitted 

events

o Integrated system between permitting, registration, 

post-event, and results



Results and Rankings

 Re-launched Rankings September 1, received 

immediate positive feedback

 Race Predictor module predicted top ten for Masters 

Road Nationals –seven were correct

 Easier upload methods –minimum of four fields instead 

of 16

 Will be used for call-ups at Cyclo-cross Nationals

 Will be launching self help tools to allow members to 

resolve issues on their own, instead of contacting USAC



Mobile Technology

 iPhone and Droid App

o Ability to login and view account information on My 

USA Cycling

o View license status, current categories, and expiration 

date

o View recent race results

o View upcoming events, race flyers, and event details

o Register for upcoming events

o Breaking news items added to news section

o Continued enhancements based on feedback



Online Registration

 One click registration

 Register from a smart phone

 Series waivers

 Revenue share with Local Association and Race 

Directors

 Electronic Signatures



Online Registration Rebates

 Local Associations

o $.40/transaction payable to LA for road, track, and cyclo-cross 

events

•Will include any recognized organization that serves as an LA  

(scheduling, permitting, etc…), and has a signed LA agreement

o Payable with license rebates on quarterly basis

o Requirements

•Signed Local Association agreement, W9 forms, ACH application

•Post-event completion including fees, reports, and results

•Display of USAC Registration logo on events calendar and 

BAR/BAT ranking page



Online Registration Rebates

 Race Directors

o $.40/transaction payable to race director for all events types

o Funds will go into director account, on hold until all deliverables 

are satisfied

o Requirements

•W9 form for race organization or race director, ACH application

•Post-event completion

–All fees and surcharges paid

–All event reports received

–Event results

•Display of USAC Registration logo on event flier and event 

webpage

•Minimum event size of 100 unique online registrants



Online Registration - Waivers

 Needs for an effective electronic waiver:

o Tracks signature to the individual

o Ensures the waiver cannot be signed without seeing the release 

language first

o Ensures the waiver and signature are electronically 

linked/attached

o Permits the signer to execute a written signature in lieu of an 

electronic signature



Online Registration - Waivers

 Tips to further reduce the risk:

o Signers must have an account on the system, be logged into 

their account while signing, and choose their own password to 

the account

o Make the person type “I agree” or “I read the waiver” in a text 

box

o Track the IP address of the computer the signature was 

executed from

o Track the date/time stamp of the signature



Online Registration - Waivers

 Implementation plans

o Race Directors are responsible for obtaining an executed waiver 

for every participant

•Two options

–Paper and wet signature

–USAC Registration system

o System will not allow execution of waiver until all release 

language has been displayed and presumed read

o Signers will need to acknowledge agreement by typing “I agree”

o Name signed will match name of the account in system

o Electronic storage in database with backups and archival

o Will not be offered for youth memberships



Permit Fees

 Review of current fee structure

o Streamlined

o Transparency

o Clarity



Permit Fees

7%





Additional Questions


