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Value Dx  

 
20 Questions to Determine How You Are Building and  

Communicating Value in Your Organization 
 

Please read each question and mark the best appropriate answer from the list provided. 
 

 Yes No 
1. Does your organization have a clearly defined brand promise? (3 pts if yes) � � 

 
2. Does your organization’s current brand promise: Yes No 

a. Create an emotional connection? (3 pts if yes) � � 
b. Is it easy to understand? (3 pts if yes) � � 
c. Is it memorable (creative)? (3 pts if yes) � � 
d. Is it distinguishable? (3 pts if yes) � � 
e. Is it believable? (3 pts if yes) � � 

 
 Yes No 

3. Do internal processes exist to ensure that all communication conveys a 
consistent brand message/image, regardless of department? (3 pts if yes) � � 

   
4. Is your organization's current brand consistent with your history and 

competencies? (3 pts if yes) � � 

   
5. Is every “touch” (products, services, human) your organization makes with 

individuals outside your organization met with:    

a. Consistency? (5 pts) � � 
b. Integrity? (5 pts) � � 
c. Reliability? (5 pts) � � 

 
6. How often does your organization conduct membership research?  

� Once a year (3 pts) 
� Once every two years 

� Once every 3 yrs or more  
� Never (subtract 10 pts) 

 
7. Which of the following information has your organization recently collected (2 years or less) in  

each of the membership categories listed below? (15 pts-1 for each box) 
 

 Current Members Former Members Never-Members 
Attitudes �  �  �  
Behaviors �  �  �  
Demographics �  �  �  
Benefit segments �  �  �  
Lifestyle segments �  �  �  

 
8. How many times does your organization measure member/customer satisfaction levels? 

� Every interaction (3 pts) 
� More than twice a year 
� One to two times a year 

� Less than once a year 
� Never 
(Subtract 10 pts)

 
9. Other than to solicit or maintain a membership, which of the following do you have a continuing  

dialog with? (5 pts-1 for each box) 
� Current members (1 pt) 
� Former members (1 pt) 
� Never-been members (1 pt) 

� Corporate members (1 pt) 
� Customers (1 pt) 
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10. How frequently is your member/customer database updated?  
� � Immediately (3 pts) 
� Daily (3 pts) 
� Weekly (2 pts) 
� Monthly (1 pt) 

� Yearly (0 pts) 
� When changes pile up 
� Never 
(Subtract 10 points)

 
11. How effective do you feel your organization’s relationship management program is at creating  

brand loyalty? 
� Totally effective (3 pts) 
� Somewhat effective (2 pts) 

� Ineffective (0 Pts) 
� Don’t know 

 
12. Which of the following best describes your member relationship management system?  

� A single system of integrated databases which everyone can access (3 pts) 
� A single system of integrated databases which only a few can access (2 pts) 
� A number of databases that don’t talk to each other (0 pts) 
 

13. Which of the following database fields do you actively collect information for? (5 pts-1 pt for each box) 
� Member e-mail 
� Member employer 
� Member last 3 interactions (book purchase, conference attendee, etc.) 
� Member last change of address 
� Member complaint 
 

14. Who has your organization's current brand promise been thoroughly communicated to?  
� All staff (3 pts – all other answers 0 pts) 
� Most of the staff 
� Some of the staff 

� Only you 
� No one 

 
15. How often are staff activities focused on building relationships with members/customers?  

� Always (3 pts) 
� Often (2 pts) 
� Sometimes (1 pts) 

� Never (0 pts) 
� Don’t know 

 Yes No 
16. Has senior leadership of your organization communicated a brand strategy for 

your organization? (3 pts if yes) �  � 

   
17. Are your organization’s goals consistent with your brand strategy? (3 pts if yes) �  � 

   
  18. Has senior leadership of your organization set a clear direction on how to obtain 

these brand strategy goals? (3 pts if yes) �  � 
 

19. How often do you conduct voice-of-the-member research to create and forecast new products and 
services? (3 pts) 

� On every product or service (3 pts) 
� On at least 75% of all products and services (2 pts) 
� On at least 50% of all products and services (1 pt) 
� On less than 50% of all products and services (0 pts) 
 

20. How often do new products and services deliver a unified message about the meaning of your 
organization's brand?  

� Always (3 pts) 
� Most of the time (2 pts) 
� Sometimes (1pt) 

� Never (0 pts) 
� Don’t know (0 pts)

 

Your 
Score 

Your Total Score (out of a maximum of 100)


