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Member Engagement
During & After Coronavirus

and How to Minimize Private Event Revenue Loss



Thank you for joining us! My name is Shanna Bright and I’m the 
founder of Private Clubs Online. 

My mission is to help you drive revenue and retain members 
through strategic member communication. 

Shanna has spoken with several CMAA Chapters across the 
nation, and has presented at national conferences for CMAA, 
ACCP and PCMA. She presented “Happy Kids Make Future 
Members” at the 2020 CMAA World Conference and Club 
Business Expo. Shanna will return to the 2nd Annual CMAA 
Communication Summit in March and will present “Say Cheese! 
Capturing Quality Photos and Video of Member Events.”



Lynne LaFond DeLuca is the Executive Director of the 
Association of Club Catering & Event Professionals, an 
association dedicated to the education and advancement of the 
Catering & Event Professionals in private clubs.  The ACCP 
National Conference has earned acclaim as one of the most 
educational and inspirational conferences in the industry with 
surprises and impactful experiences at every turn.
 
She has worked in the private club industry for 28 years and 
loves helping clubs achieve financial success while providing a 
superior member experience through member and private 
events.
 
Named one of “The Most Influential Women in the Private Club 
Industry” 
The ACCP has been named “Association of the Year”
2019 Gary Player Educator of the Year Award 
2016 Gary Player Educator of the Year Award
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Inspiration

Matthew McConaughey Video
https://youtu.be/0RdXUiodxqU

https://youtu.be/0RdXUiodxqU




COVID-19 Resources

Centers for Disease Control
World Health Organization
National Club Association
Club Management Association of America
Your CMAA Chapter
Your local city/county/state website and health organization

Later today, we’ll give you a handout which includes a 
thorough list of resources. And we’ll include your links…

Have you found a helpful resource? Share it now in the 
question box.

Many resources available to keep you up-to-date



General Guidelines
24 states have taken steps to close restaurants, bars, pubs, 
wineries, breweries, theaters, entertainment venues:
• 100% closed
• Lower seating capacity (50%)
• No dine-in services, take-out only
• Spacing of 6+ feet
• Gatherings of no more than 10 people
• Schools closed
• Work remotely
• Avoid discretionary travel
• Do not visit nursing or retirement homes, long-term care facilities or treatment 

centers (cancer)
• Practice good hygiene 
• Create or revise a written Crisis/Emergency Plan for your club. Document 

everything you are doing chronologically with dates and times.







How fast things 
change. This poll was 

taken on Monday



Role of the Club is Changing



Role of the Club is Changing



Communication



• This is the time to over-communicate (frequency, not length)
• Plan daily updates now for the next few weeks
• Decide how you are going to communicate if staff/member is 

positive (it is likely to happen)
• Prepare your emails & social posts now, so they are ready to go.
• Use all digital channels of communication, avoid meetings in 

person
• Stay on pace with the information as it changes
• Share links with helpful information - Museums Offering Virtual 

Tours, Tips to Effectively Work from Home, Indoor Activities with 
Kids

• Use video to personalize the updates. In writing, it seems so 
depressing and “doom & gloom.”

Communication



Communication

Foods to keep your immune system strong and resistant

Try incorporating these delicious foods into your diet – whether it’s adding them into a smoothie, pairing 
them with a handful of nuts for a complete snack, or tossing them into your salad for a flavorful bite.
 #1 Guavas
This fruit can come to a surprise simply because it’s not a common fruit eaten on a daily basis. 
However, guavas are number one on the list of foods highest in vitamin C!
This exotic fruit with a sweet and tangy flavor is loaded with 378 mg of vitamin C per cup. To put this 
into perspective….

http://trk.klclick.com/ls/click?upn=njzLXHxu3gC-2FxEcqpIx8LhvK-2B7TuZPG6LLDDTPY9bE3hgUKdc2Kv5JakADahpMRDyjnYHIz-2BFNPnpgM1em06bgbevVQwE5x2mL-2FqRSBBxuMHW1iobMxMCW-2FDAuSVFnEZtmFTFLNMRqDQ3i5EVkL0YSLxYjSO6Cswp8Qdp6LdAf-2FaL09dnJN14mePdcqfhpx-2B7X7ZxUi6gGTz4NO-2Fm4WBfIabQe95VnEYTO0-2FaZIBA2iLCsQ7X9-2BQDKzOdSI1gHOdIa-2BMpsjj7sN7-2FCL4EVfLoCDJU2lQ4bFVfQgRm0vdKQ3JYOVnjtwRc6uwsdnwc2QS-2FicfmJIkd-2FeFaFGMhWpIOFgtzVSH8Ml7uKgXklt0toWkaycuh94IdB5hN21oUfLDgOoMZiU7YAqMBBXJQYjOeMtgBEDvP9aezZxilpYY-2FbvGHT1UHhGmxDeWHSAi1kvpM0KkiFo5oX1WGJK6JszhBw-3D-3DKhFz_lc9r1Dqp3nsRV1RrrqB-2F8GEiBR5UMWNKiDVhH4QF5DC7bJVwNSpm6nLNP6ApWzm3capcqSae7Y1fxHXYzptcAgl1PyGazor5BidGHAM5K-2FcGObhSIWhLkImzqZ7WW1ldSg1AwV4Sq9Foy6fZNCwXMe7nun2RRjNMM-2BpZtpI-2FugjgfdcYv9i5CPq33sAtcW9Wr43AIsMhe33a1Hm6qlUzn-2F7WwyaXMI2k4Uvky1-2Bjjvhk5ISwoYv1CD-2FF0XqHJ5YfmArLDZbKSqD3vkgRfq4tWBJ2LJVSDmJsX9j1RVWh3Q6L9eq4sqNJjphvGtsilvDr8lX5qZ3Q5eUZE0PbBq8bKwXpCLfkYAfgTmDI6KlUCQfoYDn7j11fZhkU-2FP7N17606wGmhmOxAEnV-2Fsv70bkD0g-3D-3D


Communication

Champions Run Video
https://youtu.be/i0Sjfrqvbqs

https://youtu.be/i0Sjfrqvbqs


Communication

• Have members send photos/messages of their quarantine activities and 
links to helpful articles to share with fellow members. 

• Offer “office hours” and schedule Face Time sessions for live 
interactions.

• Put together a video of staff saying hello to members “We miss you!”



Communication

Field Club of Omaha Video
https://youtu.be/j52l-Y3NpBA

https://youtu.be/j52l-Y3NpBA


Communication

In order to keep each other informed and share 
best practices of what you are doing in your 
clubs, please make sure you join the 
Association of Club Catering & Event 
Professionals LinkedIn Group, so we can share 
our ideas and solutions to these challenges.



Communication

Have you created an engaging piece of communication your 
members responded to positively?

Please share any links to helpful articles we can all share 
with our members.



Services



Services
Follow local, state, federal guidelines to determine if you should be 
offering any services, even outdoor services like golf, tennis, swim. If 
your club is 100% closed, re-imagine how you can offer some levels of 
service to your members. For example:

• F&B: carry-out, delivery*, curb-side pickup
• Drop off meals on the porch with no live interaction and text the member to let them 

know that the delivery has arrived. 
• Create a call list and have staff call elderly members (could expand to committee 

and board members, too. New members, super active members.)
• Offer to run errands for elderly members*
• Check with purchasing agent or Chef if able to order basic supplies (toilet paper, 

wine/beer/spirits, short list of groceries
• Check the revised guidelines by the ABC (Alcoholic Beverage Control) for your 

state. Can you now sell bottles of spirits to members as well as beer and wine? 
“Cocktails to go” in individual servings?



Services
Be mindful that not everyone will support the club providing 
services as there is a strong movement supporting total 
shutdown to help stop the spread of the virus. You’ll see 
popular hashtags such as:

#CancelEverything
#SocialDistancingWorks

#FlattenTheCurve 

All of you can save lives starting now. The actions you take 
starting today will save the lives of people you will never 
meet. 



Services

What services are you able to offer at your club? Is there 
another service you are offering?



Member Events
Since all events are cancelled for the next few weeks, think of which 
events can be done virtually. You can offer pre-recorded video or live 
session via webinar or Facebook/Instagram Live or other streaming 
services.

• Any scheduled speakers can do a 
webinar

• Golf lessons (Have members set up 
their laptop in the backyard)

• Mixology lessons (We bet the 
parents could use a drink right now!)

• Cooking class (Fun for the whole 
family!)

• What can members do from their 
car? 



Member Events
• If Easter is “cancelled,” in April, there are no rules which say you can’t 

do it in July!
• This is a time to be creative and re-imagine your events. Plan for a 

welcome home party, plan out the events your currently have on the 
calendar. Plans the timeline of the event, what food will be served, 
the decor, the cost - everything - and be able to plot for any date 
which become available. Plan to have Easter or Mother’s Day, but for 
a different date or combined with a future event. Use this time to get 
strategic!

• Keep on the sunny side and find the opportunities and the positives. 
We have an opportunity to strategize, plan and get ready for what’s 
on the other side of this crisis. We have an opportunity to re-think our 
programs and operations. And we have an opportunity to be a 
comfort to our members in their time of need. Seize this opportunity!



Member Events
• Start planning Member events…lots of them! When this is over, 

people are going to crave interaction and be more than eager to 
party, get out, go to dinner, celebrate, be together… So, now is the 
time to start planning every detail of your “Welcome Back” 
celebratory events and tournaments. Plan everything except the date. 
Decide on themes, choose linens, decide on entertainment, plan 
menus and beverages, create fun experiences, talk to your vendors 
and give them the “heads up”… as soon as this ban is lifted, you will 
have several “turn key” events ready to go that you can quickly pick a 
date for, call vendors and start taking reservations.

• Celebrate Member birthdays – deliver a store-bought cake or have a 
cake delivered from a local bakery; staff drives to member’s home in 
individual cars and has a parade of cars honking, singing, etc.



Member Events



Member Events



Member Events



Member Events
We have two Member Traditions on the horizon: Easter and 
Mother’s Day. Let’s brainstorm ideas on what we can do if our 
clubs are still closed or can only take limited seating.



Member Events



Private Events



Private Events

Delicate Balance!
• Our flexibility and compassion will define our response and who we are. Every 

decision will impact the word of mouth marketing in the future. Members, event 
hosts and our Creative Partners/suppliers will remember who was gracious and 
who was not.

• We must also financially take care of ourselves and our clubs.
 
How?
• Encourage a “book and postpone” attitude instead of cancellations – help save the 

events industry! Reschedule events to whatever timeframe the event host is 
comfortable with at the same time they are postponing to ensure available dates



Private Events
• Revised Policies for cancellations/postponements

• We need to keep our cashflow going!
• Check your contracts for payment and cancellation terms  
• Create 2-3 incentives for event hosts to stick to their original payment schedule 

(HIGH value to them/LOW cost to you)
• Upsell upgraded packages (from their current package/menus at a discounted price
• Help event hosts by educating about virtual events (note: links to this education is in 

the “Resources” section)
• #CommunityOverCompetition

• Encourage philanthropic thinking by focusing on philanthropy – examples of 
canceled events still paying for and ordering the food to be donated to those who 
need it

• Keep a very accurate “Lost Business” report with estimated dollar amounts
• Control what you can control

• Organize, clean, create/revise marketing plans…get ready





Private Events
More than ever, there is tremendous value in the relationships, the experience, and 
the resources we have access to. 
• Virtual networking and brainstorming with your Creative Partners



Private Event Resources
• Everything Virtual Events: Love for Virtual Attendance at Events
• Live Streaming: The Mega Guide to Live Streaming Events
• Virtual Reality: The All-Inclusive Guide to Virtual Reality At 

Events
• National Club Association Information - What Clubs Need to 

Know 
• BizBash Tips
• Current CDC Guidelines on Events Over 50 People 
• Advice from Wedding Pros on Cancellation Policies
• Event Marketing 2020 – Benchmark and Trends Report

These links will be provided in the handout



Takeaways

Member Engagement
During & After Coronavirus



Private Clubs Online Programs

Private Clubs Online Essential Membership
A membership which grows in value each month

• Anytime access to a growing library of educational and training 
videos.

• Handouts, and training materials
• Education applicable to all departments addressing retention, 

communication, member relations, F&B, and member 
programming.

• Attend live or catch the recording in the library.
• Access to the private Facebook Group for questions, discussions, 

and connections.
• Bonus conference calls, quick tips videos/webinars
• One membership serves one club, with no limit on the number of 

users.

www.privateclubsonline.com

Member Communication Workshop - Online
April 14 & 16

9am - 1pm PST each day

Challenges & Best Practices
Communication Strategy

Content Planning  
Creating Engaging Content
Effective Email Strategies
Social Media Management



ACCP 2020 National Conference

August 30 - September 1, 2020

The Fairmont Miramar Hotel
Santa Monica, CA

Jonathan Club
Los Angeles, CA

Registration is Open!

Beachy Vibes Meets City Chic!





THANK YOU!!!

Association of 
Club Catering & Event Professionals

Lynne LaFond DeLuca
www.TheACCP.com

Lynne@TheACCP.com
805-338-7640

Private Clubs Online
Shanna Bright

www.privateclubsonline.com
shanna@privateclubsonline.com

619-244-2400

http://www.TheACCP.com
http://www.privateclubsonline.com
mailto:shanna@privateclubsonline.com

