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The Association Component Exchange (CEX) is the only 
conference designed exclusively for component relations 
professionals (CRPs). 

CEX is a one day forum for association professionals who 
manage, nurture, and work with chapters to share successes, 
struggles, strategies, and innovations with your peers!

#AssnCEX2018  #LeverageChapters   
#OneofaKind  #IAmUnique
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 Attending CEX will earn 
you eight CAE credits!
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Challenge Ideas, 
Not People
Be constructive. 
Accentuate the positive!

Share: Ideas, 
Experiences &  
Thoughts!
We all share common 
challenges, so let’s all 
learn and get better 
together. 

Be Willing to Call 
Time Out If 
Discussion Goes 
Astray
Don’t be afraid to keep 
everyone focused and 
on task.

Meet People
Build your network!

Ask Questions
You’ll never know the 
answer if you don’t 
ask (and no, curiosity 
didn’t kill the cat)!

Have Fun!
It’s not every day we 
all get to be in a room 
together. Ain’t no party 
like a CRP party!

Be Present
That email can wait…
really 

Create a Safe Space
This is a place free 
of judgment. Let’s 
respect each other 
and celebrate our 
differences. Remember, 
we’re all in this together!

8 Ways o Maximize Yur
CEX Experiece
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"A space for CRPs 
has been missing 
for a long time...
We need to band 
together to share 
our wisdom and 
best practices. A big 
part of doing that is 
coming to CEX!"
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About CEX: 
Association 
Component 
Exchange
It’s no secret that there’s currently a gap in education for 

associations that operate in a component model. CEX is a 
learning community where you get together with peers to 

share your successes, struggles, strategies, tactics, ideas, 

and insights.
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Te geda
7:30AM-4:30PM

7:30AM-8:30AM

8:30AM-9:00AM

9:00AM-10:30AM 

10:30AM-10:45AM

10:45AM-12:00PM

12:00PM-12:45PM 

12:45PM-2:00PM

2:00PM-2:30PM

2:30PM-4:00PM

4:00PM-4:30PM

4:30PM-7:00PM

Check-in, breakfast, sessions, and conference activities run from 7:30 am 
- 4:30 pm. Networking and happy hour from 4:30 pm - 7:00 pm.

Coffee Bar and Rate Your Chapter Tools
Your space to share chapter tools & resources.

Registration & Morning Meet-Up
Pick up your badge, network, explore chapter tools 
& enjoy breakfast.

Welcome & Kick Off (Ice Breaker)

Focus 1: Sharing Members - Optimizing the 
National and Chapters Intersection

Break: Grab a coffee, get your new professional 
head shot & review your chapter tools.

Focus 2: 16 Ways to Tech Your Chapters

Lunch & Conversation

Focus 3: Sharpening Your Sword & Making the 
C-Suite Connection

Break: Grab a coffee, get your new professional 
head shot & review your chapter tools.

Focus 4: Campfire Chats on Choice Topics
You’ll be switching tables & meeting new discussion 
partners, so stay flexible and be ready to move!

Focus 5: Ideas Into Action (Recap)

Celebrate: CRP CEXy Party
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Billhighway

It’s hard to believe that a year ago, we were hosting the 
first annual CEX event! 

For those of you who are returning, thank you so much 
for coming back. I value your willingness and excitement 
to return. We promise to deliver again!

For those of you who are first timers, I’m so humbled 
and honored to welcome you to CEX and thank you for 
picking us. Of all the places you could potentially spend 
time and dollars, you picked to be here. Thank you.

Our goal here today is to not simply host a conference, 
but to truly provide a learning experience and to build 
a community. We hope you walk out of here today with 
new ideas, connections, creative solutions to tackle your 
current challenges, and a sense of community that can 
help each other achieve our goals.

Since you’re here today, I’m going to assume you’ve 
engaged in the community at some level. Some of 
you may have shared stories, participated in webinars, 
made connections at roundtables, while others may 
have hacked top challenges at ASAE Annual. But, most 
importantly just by sitting in a chair here at CEX today, 
you have expressed a desire and passion towards this 
community and its success.

Chapters and components are worth it. You are proving 
that every single day. I’m so excited to work with 
everyone here to shine a light on the worth and potential 
of component networks, and the special, unique people 
who work with them day in and day out. 

Thank you for taking the time out of your busy schedule 
and lives to dedicate an entire day to having constructive 
conversations, bringing your expertise to the table, and 
partaking in an experience that we truly believe will 

Charlotte 
Muylaert
Marketing Leader
Billhighway

Billhighway is excited to host this one-of-a-kind experience 
with our friends Peggy Hoffman and Peter Houstle from Mariner 
Management & Marketing LLC.

ABOUT BILLHIGHWAY

Got Chapters? Billhighway 
solves inherent operational and 
data complexities that impact 
component-based associations. 
We unify data systems, simplify 
administrative processes and 
empower staff and volunteers, so 
you can focus more time and energy 
on your mission.
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Mariner Management & 
Marketing LLC

Welcome to the second annual CEX! Yes, 2nd annual! A 
group of us hatched an idea last year, we brought it to the 
community which gave the idea a chance and then said 
let’s do this again. So here we are. We have to start with a 
THANK YOU to all of you who trusted in the process in the 
last year and those of you who are trusting in it this year. 
This is your conference, your community!

The same commitment is in place this year. We at Mariner 
and Billhighway commit to seeing that you leave with new 
ideas, connections, and answers that will allow you to 
empower and leverage your components. And our ask to 
you is the same. Roll up your sleeves, ask questions, share 
ideas, and commit to the community.

A note about the words we use. How many times do we 
stumble over component or chapter or affiliate or section or 
council…Let’s use community. Let’s think about components 
as a part of your larger ecosystem. Let’s break down the 
silos where “chapters” are thought of outside the member 
engagement strategy or are an afterthought. In reality, as 
our organizations get larger and more spread out, we seek 
that ability to find our people in the masses. We are after 
all social beings and crave that ability to get face-to-face. 
What member communities do is provide those places 
where people can get together in smaller groups based on 
discipline, issue, interest or geography.

There are many questions, stumbling blocks and 
opportunities for associations as we look at how we make 
the best options available for developing community. Today 
we’ll explore community from the member’s perspective as 
well as the volunteer and staff perspective. We’ll do this in 
looking through the technology lens, a marketing lens, from 
the C-suite level, and through your stories and examples. 
Can we all make one shared promise? Let’s not let today’s 
conversations fade away at 4:30 pm. Let’s commit to each 
other and to the community.

We are so excited to see you here today! Let’s get started.

Peggy 
Hoffman
Co-Founder & 
President

Mariner Management 
& Marketing LLC

Peter 
Houstle
Co-Founder & CEO

Mariner Management 
& Marketing LLC

ABOUT MARINER MANAGEMENT 
& MARKETING LLC

Association components are an 
important part of your association’s 
strategy to move the mission and 
meet members’ needs. Tap Mariner 
for leadership development, creating 
engaging leadership resources 
and communities, optimizing your 
association resources and staff, or re-
imagining your component structure 
and strategy. We are a mentor, friend 
and connection for association staff 
and volunteers.
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help elevate you, your chapters, and your 
association as a whole. 

This one day will set this community up for 
success for months to come and provide 
new ways to continue the conversation. Let’s 
celebrate components, let’s empower each 
other and walk away from today armed with 
ideas and tools needed to solve the challenges 
we face each day. Let’s go!



Katie Carson, Marketing Specialist, 
Billhighway

Sarah Garrity, Marketing Lead, 
Billhighway

Peggy Hoffman, CAE, Co-Founder 
& President, Mariner Management & 
Marketing

Peter Houstle, Co-Founder & CEO, 
Mariner Management & Marketing

Paige Kooiker, Graphic Design 
Specialist, Billhighway

Charlotte Muylaert, Marketing 
Leader, Billhighway 

Mark Prevost, Director of Growth, 
Billhighway

Julie Anspach, Product and Solution 
Architect, Billhighway 

Erica Budde, Client Success 
Consultant, Billhighway

RJ Carr, Chapter Engagement 
Specialist, Billhighway

Allison Hegarty, Enterprise Growth 
Consultant, Billhighway

Marc Hehl, Executive VP - Growth & 
Operations, Billhighway

Max McCain, Adoption Consultant, 
Billhighway

Riley Moffatt, Adoption Consultant, 
Billhighway

Varun Prabhakar, Director of Product, 
Billhighway
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Our Sponsors & Partners

SILVER

BRONZE

INDUSTRY PARTNER

About Community Brands

Community Brands is the leading provider of cloud-based software 
to associations, nonprofits, K-12 schools and faith-based groups. 
Through innovation and technology, the company empowers more 
than 100,000 clients and partners to succeed faster, grow stronger and 
achieve social good. Organizations adopt Community Brands software 
to manage memberships, career centers, learning, accounting, mobile 
giving, peer-to-peer fundraising, donations, admissions, enrollments 
and events. Using these engagement platforms, customers of all sizes 
create meaningful and lasting experiences for their members, donors, 
volunteers and families. Headquartered in St. Petersburg, Florida, USA, 
Community Brands serves the social good community in more than 
30 countries.

About MemberClicks

MemberClicks is a membership management software company 
designed to support associations and chambers. Technology should 
empower you, not hold you back. That’s why we’re here - to help 
you accomplish your mission. Because at MemberClicks, your why 
is our why. Founded in 1998, MemberClicks serves 3,000 customers 
throughout North America.

About Customer Experience Professionals Association

Founded in 2011, the Customer Experience Professionals Association is 
the premier global non-profit organization dedicated to the customer 
experience profession. CXPA supports the professional development 
of its members and advances the field by providing shared best 
practices and education, developing standards, offering networking 
opportunities, promoting the industry, and creating a better 
understanding of the discipline of customer experience.
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About memberplanet

Manage, engage, and grow association membership with an all-in-one 
chapter AMS packed with enterprise-level features. memberplanet 
simplifies the chapter and member experience all in one spot – so you 
can spend less time on admin tasks and more time growing membership 
and sharing your mission. All features work together to help you attract, 
segment, target, and monitor prospects. Reach more supporters and 
inspire action through events, fundraising, and communication. The 
platform enhances how you engage with members and non-members 
alike with features that let you connect to your technology partners, 
including websites and secure payment processing. HQ and chapters 
can utilize robust reporting and actionable data to gain better visibility 
and measure success. memberplanet simplifies membership more than 
24,000 organizations and 7 million members.

PLANNERS FACILITATORS



Patrick Algyer, CVA, Director, 
Volunteer Relations, Global Business 
Travel Association (GBTA)

Louise Burnette, Chapter Services 
Manager, Association of Government 
Accountants (AGA)

Wesley Carr, Senior Manager of 
Chapter & Volunteer Relations, 
Regulatory Affairs Professionals 
Society (RAPS)

Tanya McAdory-Coogan, 
Director, Membership & Chapter 
Development, National Defense 
Industrial Association (NDIA)

Ann Dorough, CAE, Director of 
Component Development, American 
Institute of Architects (AIA)

Cathi Eifert Horner, CAE, Director 
of Member, Chapter and Partner 
Relations, National Association for 
Caterers and Events (NACE)

Christina Hartle, CAE, Director of 
Chapter Relations, Mid-Atlantic 
Region, American Inns of Court (AIC)

Jenny Heger, CHSE, Director of 
Chapter Management & Volunteer 
Experience, Minneapolis Northwest 
Convention & Visitors Bureau (HSMAI)

Samantha Herman, Senior Chapter 
Relations Manager, Western Area, 
Association for Talent Development 
(ATD)

Heba Mahmoud, Director, Chapter 
Engagement, Association of 
Fundraising Professionals (AFP-IHQ) 

Leisl Moriarty, CMP, Director of 
Affiliate Relations, American School 
Counselor Association (ASCA)

Jill Murphy, Membership & Post 
Operations Manager, Society of 
American Military Engineers (SAME)

Claudia Richards, Deputy Director,  
Member Experience, American 
Association of University Women 
(AAUW)

Tanya Russick, Chapter Relations 
Manager, National Contact 
Management Association (NCMA)

Christine Tipton, CAE, IOM, Director, 
Division Services, American 
Psychological Association (APA)

Diana M.L. Tucker, CAE, VP 
Membership and Chapter Relations, 
National Association of Industrial and 
Office Properties (NAIOP)

Pam Wittmann, CAE, Director of 
Chapter Relations, Southeast Region, 
American Inns of Court Foundation 
(AICF)

EXPERIENCE SQUAD

CONTENT LEADERS
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Patrick Algyer, CVA, Director Volunteer 
Relations, Global Business Travel 
Association (GBTA) 

Cindy Anderton, Director of Affiliates, 
Association for Vascular Access (AVA)

Amy Lestition Burke, MA, CAE, 
Executive Director, Special Libraries 
Association (SLA)

Louise Burnette, Chapter Services 
Manager, Association of Government 
Accountants (AGA)

Wesley Carr, Senior Manager of Chapter 
& Volunteer Relations, Regulatory 
Affairs Professionals Society (RAPS)

Tanya McAdory-Coogan, Director, 
Membership & Chapter Development, 
National Defense Industrial Association 
(NDIA)

Lindsay Currie, Director of Stakeholder 
Engagement, Regulatory Affairs 
Professionals Society (RAPS)

Dresden Farrand, MPA, MPP, CAE, Vice 
President of Membership and Chapter 
Development, Independent Electrical 
Contractors (IEC)

Jenny Heger, CHSE, Director of Chapter 
Management & Volunteer Experience, 
Minneapolis Northwest Convention & 
Visitors Bureau (HSMAI)

Samantha Herman, Senior Chapter 
Relations Manager, Western Area, 
Association for Talent Development 
(ATD)

Peter Houstle, Co-Founder & CEO, 
Mariner Management & Marketing

Beth Humphrey, Membership 
Manager, CUPA-HR

Kevin Jacobs, Membership 
Manager, MSRDC 

Sharon Kneebone, CAE, Executive 
Director, National Society for 
Histotechnology

Diane Magers, CCXP, CEO, 
Customer Experience Professionals 
Association (CXPA) 

Leisl Moriarty, CMP, Director of 
Affiliate Relations, American School 
Counselor Association (ASCA)

Mark Prevost, Director of Growth, 
Billhighway

Tanya Russick, Director, Member 
& Chapter Relations & National 
Secretary, National Contract 
Management Association (NCMA)

Sara Sanders, Regional Chapter 
Manager, PEAK Grantmaking

Abigail Solazzo, Chapters & 
Leadership Manager, Association 
of Nutrition & Food-service 
Professionals (ANFP)

Corey Strausman, Associate 
Director of Chapter Development, 
American Institute of Graphic Arts 
(AIGA)

Christine Tipton, CAE, IOM, Director, 
Division Services, American 
Psychological Association (APA)
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"If your dreams don't 
scare you, they aren't big 
enough."

#dreamsintogoals
#goalsintoplans
#plansintoactions
#letsgetyeti
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17 My Goals for CEX

My Goals 
for CEX

a local branch of an organization

(chăp′tər) n.chap•ter

Let’s take a look at how members make local connections...

local as in “my neighborhood”, “my region”, “where I 
work, live, play.” 

Though they have a number of aliases (affiliates, sections, 

state societies, etc.), we’ll call these local geographic 

communities by a common term, “Chapter”, for one day so 

we can  better share best practices across associations  
when it comes to enhancing the member value proposition 

with compelling local programs and services. 

G
O

A
LS

18My Goals for CEX

My number one reason for attending CEX today is...

My four primary goals for CEX are...

1

2

3

4

y Goas are...
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Notes

Chapter Webinars
Billhighway & Peggy Hoffman - from Mariner Management & 
Marketing - host a live webinar each month. Each webinar has a 
subject matter expert (SME) presenting the educational materials.

Member Engagement

Auto-Renewals/
Installments

Joint Membership

Chapter Restructuring

We're planning our 2019 webinar content. Email marketing@
billhighway.com to tell us what you're interested in learning. In 
the past, Billhighway has shared information on the following 
webinar topics:

National vs. Chapters

Dues Processing

Volunteerism

Chapter Dashboards & ROI

And more!

Attendees will receive 1 CAE credit for attending a live webinar. If 
you're interested in or missed one of our past webinars, visit 
www.billhighway.co/associations/knowledge-bank.
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"The member's perception 
is your reality."

#mermaidsmakewaves
#journeymapping
#memberexperience
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Optimizing 
the National 
& Chapters 
Intersection
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C
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From the member’s perspective, the line between “chapter” 

and National is blurred. We will explore opportunities to 

optimize this relationship using a design technique to 

examine the member experience from their viewpoint. 

Focus 1

This site has templates, facilitation guides 
and many rich resources to help you learn!

Learn more about Journey 
Mapping at designingcx.com

What To Expect
In Focus 1: Optimizing the National & 
Chapters Intersection session, we’ll be 
working with Diane Magers from the 
Customer Experience Professionals 
Association (CXPA). We'll walk 
through how to start mapping out 
your members’ experiences to find 
the overlap – the opportunity – 
between National and local. 

This hands-on exercise will help 
you begin to build the story of your 
member’s experience and discover 
ways to optimize their engagement.

SHORT BIO:

Diane has over 25 years 
of building and growing 
Customer and Employee 
focus. She is currently 
CEO for the Customer 
Experience Professionals 
Association. Most recently 
at AT&T, she led Customer 
Experience strategy by 
transforming customer and 
associate engagement. In 
2011, she founded Customer 
Experience Catalysts as a 
consultancy and thought 
leader for organizations 
who were launching or 
progressing customer and 
employee experience to 
grow their brand value. She 
also developed and led 
Customer Engagement at 
Sysco Foods Corporation. 

FUN FACT:

I started my professional life 
as a clinical psychologist.

Diane Magers, CCXP
CEO for the 
Customer Experience 
Professionals 
Association (CXPA)

23 Session from 9:00AM-10:30AM 24Focus 1: Optimizing the National & Chapter Intersection
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Identify Emotions 
& Needs
Uncover the “why” 
behind members' actions

Gain Deep 
Understanding 
Identify contributors 
to the experience 
(communications, 
interactions, influences) 

Discover & Define the 
Opportunities
Capture the elements 
of the experience for 
improvement

Think Vision
Create a future vision for 
the experience

Seek to Understand 
Members

Understand the 
collaboration and 
uniqueness of members' 
interactions with National 
and chapter benefits 

Identify Impact 
Identify the impact to 
the organization and the 
member

1

2

3

4

5

6

Diane's Key Points

26Focus 1: Optimizing the National & Chapter Intersection

Where does your National and chapter 
experiences begin and end? 

Who is best positioned to own and 
optimize a specific experience?

Where do they meet in the middle?

Think about your members and answer these key questions.



Member 
Persona
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Maintain professional network locally; stay 
up-to-date on PR trends & tactics; minimal 
engagement at National level.

Balancing family life & professional career; 
recently made job move from agency to 
in-house corporate PR/communications to 
address that.

Interest in being part of the local PR 
community leadership to assist in offering 
education and networking for our peers; 
priorities are family/friends,  job, community, 
then PRSA.

Joined through Agency employer upon hiring 
(2013) and attended chapter events; joined 
chapter following year & got involved with 
first official volunteer title two years later; 
read PRSA National e-letter & publication, 
but limited engagement beyond that & 
doesn't have active profile on PRSA online 
community. 

Goals

Challenges

Common 
Statements

Journey

Name:    Christina Smith

Age:     33

Education:    BA English & French

Location:    Lives in Baltimore

Family:    Married 6 years,  
     2 young children

• Time with family

• Connections to 
Clemson

PR Years:    5 (2013)

Salary:    $92,000/year

Occupation:   Regional Communications 
     Manager;  In-house 
     Corporate Communications

Experience:    Previous Agency preceded 
      by marketing/editor 
      positions

DEMOGRAPHICS

HOBBIES & INFLUENCE

WORK EXPERIENCE
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Attended chapter event 
as guest and picked up 
membership info at the 
chapter event (2013).

Attended chapter 
annual conference 
(2014).

Co-chaired 
conference (2015).

Elected to 
chapter BOD 
(2016).

Met new employer on 
chapter BOD (2018).

Chapter BOD leader 
invites her to join 
conference planning 
(2014).

Joined National 
through employer 
(2013).

Opted-in to National 
and chapter emails, 
e-letters, and 
publications (2013). Attended 

awards gala 
(2013).

Entered and 
won chapter 
awards 
program 
(2013).

Member Journey Steps



Notes
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From our exercise, identify 4 related opportunities 
for your member’s journey.

1

2

3

4

Next Steps

34Focus 1: Optimizing the National & Chapter Intersection

What ideas do you have about who, what, when, and why you 
might use this technique for your member’s journey?
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What are the 3 key organizational objectives for 
mapping your member’s journey?  

What issues might you hope to address? 

1

2

3

36Focus 1: Optimizing the National & Chapter Intersection

Thinking about your own journey, what are your 
unmet needs and expectations? 

Reflection

My Takeaways
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Notes

00Focus 1: Optimizing the National & Chapter Intersection

Do You Need a New 
Professional Photo?

Well you're in luck because we're providing 
FREE headshots for all CEX attendees! 

Stop by during registration, session breaks, 
lunch, and before the CEXy party.

38



Let's 
Break.

10:30AM-10:45AM

During the break, grab a 

coffee & review your chapter 

tools in the CEXy Café!



02
"It's not about the tool, 
it's about the problem it's 
solving."

#chaptertechtools
#solvechapterchallenges

Seeing is
ELIEING

FO
C
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16 Ways to 
Tech Your 
Chapters
Providing chapters the tools and resources they need to be 

successful is an age-old challenge. We have more options 

available, which sometimes just seems to make it tougher. 

Chapters come to you asking for a solution…where do you 

turn?

Focus 2

What To Expect
In Focus 2, we will have 16 tech talk speakers share stories 
about a tool (free, cheap, not-so-cheap, and everything in 
between) that they use in their job to work with chapters and/
or recommend to chapter leaders to use. 

Attendees will have the opportunity to learn about and ask 
questions about the tools - we'll share the speakers contact 
information for attendees to reach out after the conference.

Did we mention that you’ll also get to evaluate the tools you or 
your chapters are currently using. We’re sure you’ll walk away 
armed with ideas to add to your toolkit. Have a tool you want to 
share? Check out the CEXy Café to review your chapter tools.

43 Session from 10:45AM-12:00PM 44Focus 2: 16 Ways to Tech Your Chapters



Speaker Title & Organization Chapter Tool

Technology Tools

45 Session from 10:45AM-12:00PM 46Focus 2: 16 Ways to Tech Your Chapters

Cindy 
Anderton

canderton@
avainfo.org

Louise 
Burnette

lburnette@
agacgfm.org

Wes Carr

wcarr@ 
raps.org

Lindsay 
Currie

lcurrie@ 
raps.org

Director of Affiliates, 
Association for 
Vascular Access 
(AVA)

Chapter Services 
Manager, Association 
of Government 
Accountants (AGA)

Senior Manager of 
Chapter & Volunteer 
Relations, Regulatory 
Affairs Professionals 
Society (RAPS)

Director of 
Stakeholder 
Engagement, 
Regulatory Affairs 
Professionals Society 
(RAPS)

JotForum

Chapter Recognition 
Program with Online 
Submission

Engagement Matrix

Online Leader 
Community (Higher 
Logic)

Notes
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Speaker Title & Organization Chapter Tool

Technology Tools

Dresden 
Farrand, 
CAE

dfarrand@
ieci.org

Jenny 
Heger, 
CHSE

jheger@
hsmai.org

Vice President of 
Membership & 
Chapter Development, 
Independent Electrical 
Contractors (IEC)

Director of Chapter 
Management & 
Volunteer Experience, 
Minneapolis Northwest 
Convention & Visitors 
Bureau (HSMAI)

Hunter.io

GroupMap

Notes

Tanya M. 
Coogan

tcoogan@
ndia.org

Christine 
Tipton, 
CAE, IOM

ctipton@ 
apa.org

Director, Membership 
& Chapter Relations, 
National Defense 
Industrial Association 
(NDIA)

Director of Division 
Services, American 
Psychological 
Association (APA)

Wufoo
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Speaker Title & Organization Chapter Tool

Technology Tools

Samantha 
Herman

sherman@
td.org

Leisl 
Moriarty, 
CMP

lmoriarty@
schoolcoun-
selor.org

Senior Chapter 
Relations Manager, 
Western Area, 
Association for Talent 
Development (ATD)

Director of Affiliate 
Relations,
American School 
Counselor 
Association (ASCA)

Canva

Notes

Peter 
Houstle

phoustle@
marinerman-
agement.com

Beth 
Humphrey

bhumphrey@
cupahr.org

Co-Founder & CEO, 
Mariner Management 
& Marketing LLC

Membership Manager, 
CUPA-HR

Zapier

Online Portal With 
Videos
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Speaker

Speaker

Title & Organization

Title & Organization

Chapter Tool

Chapter ToolTechnology Tools

Sara 
Sanders

sara@peak-
grantmaking.
org

Abigail 
Solazzo

asolazzo@
anfponline.
org

Regional Chapter 
Manager, PEAK 
Grantmaking

Chapters & 
Leadership Manager, 
Associations of 
Nutrition & Food-
service Professionals 
(ANFP)

Volunteer 
Resource Portal / 
online CONNECT 
community

Readily Available 
Technology (RAT)

Notes

Mark 
Prevost

mprevost@
billhighway.
com

Corey 
Strausman

corey_straus-
man@aiga.
org

Bonus!

Tanya 
Russick

tanya.rus-
sick@nc-
mahq.org

Director of Growth, 
Billhighway

Associate Director 
of Chapter 
Development,  
American Institute of 
Graphic Arts (AIGA)

Director, Member & 
Chapter Relations & 
National Secretary, 
National Contract 
Management 
Association (NCMA)

Tableau

Slack

Periscope
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"Instead of telling yourself, 
'It can't be done.' Ask 
yourself, 'How can I make 
it happen?"

#sharpenyoursword
#takeaction
#CRPtoCsuite
#CEXytalks
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Sharpening 
Your Sword 
& Making 
the C-Suite 
Connection
Welcome to CEXy Talks – sharing great ideas and thoughts 

worth considering. This session will mirror the concept of 

TED Talks and bring you stories and examples from the 
community. 

FO
C

U
S 

3

Focus 3 What to Expect
Themes will tackle The CRP/C-Suite Connection, Managing 
Change and Getting a Seat at the Table. 

Sharon's Advice

Never forget that the 
association belongs to 
the members, and that 
the Board is there to set 
the vision and strategic 
direction. Your role is to 
build a trusted partnership 
which supports and enables 
an effective and productive 
Board of Directors. 

Kevin's Advice

Never assume you know 
the answers, even if you do. 
Always assume that there’s 
another way to accomplish 
your goals in a better, more 
efficient way.

Patrick's Advice

Stay ahead of the game. As 
you inch closer to a seat at 
the table or even if you're at 
the table, anticipate needs 
from senior management, 
so you’re prepared when 
they ask. Answer questions 
directly and don’t offer more 
than what they ask for. Don’t 
be afraid to say, “I don’t 
know, but I’ll get you an 
answer soon.”

Amy's Advice

As a CEO, I'm looking to 
my team to see where 
we can find synergy and 
collaboration within our 
units - that's the key.

55 Session from 12:45PM-2:00PM 56Focus 3: Sharpening Your Sword& Making the C-Suite...



57 Session from 12:45PM-2:00PM

Short Bio

After a meandering path from CRP, 
Governance, to Membership/CRP she 
landed back home as the Executive 
Director for a National individual 
membership organization. Through 
her journey, she learned that CRPs 
lead from the bottom up and CEOs 
lead from the top down: same skill set.

Fun Fact

I started my career in the deep 
end of the pool (no life preserver 
provided) as a chapter ED in an 
AMC. 

Sharon Kneebone
CAE, Executive Director

National Society for Histotechnology

How to Translate CRP Skills 
to the C-Suite

From 
CRP to 
CEO

Notes
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Notes

Speaking the Language of Your 
Senior Management to Get Your 
Opinions and Voice Heard

Getting 
a Seat at 
the Table

Short Bio

Patrick oversees GBTA’s 39 Chapters 
and Affiliates throughout the United 
States, the GBTA Ladders Program 
(Mentor/Mentee Program) and the 9 
GBTA Committees. He is responsible for 
the successful execution of the quarterly 
Chapter Presidents’ Council (CPC) 
meetings, the Leadership Summit, 
Ladders Conference, Global Leaders’ 
Dinner and Committee Summit. 

Fun Fact

I never liked nor was good at 
math. Since being in this position, 
I’ve had to stretch myself to utilize 
numbers and math daily to get a 
seat at the table. At the end of the 
day, using math with something 
I’m passionate about has helped 
me grow professionally and 
obtain more resources to benefit 
our members.

Patrick Algyer, CVA
Director, Volunteer Relations
Global Business Travel Association (GBTA)
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Notes
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Notes

64Focus 3: Sharpening Your Sword& Making the C-Suite...

Kevin Jacobs
Membership Manager
MSRDC 

Being an Advocate for Change, the 
Next Generation, and New Ideas

Open 
Skies

Short Bio

A serial optimist who can see the 
future, bring together relevant 
stakeholders, and creates 
meaningful, impactful change 
through forward-thinking ideas. 

(Not) Your typical millennial who 
enjoys cold brews and cold weather 
with an irreverent sense of humor 
and an irreplaceable personality.

Fun Fact

When I’m not blowing my 
members’ minds, I can be found 
exploring Washington, DC or 
sneaking treats to the nearest 
furry, four-legged friend I can find. 
If you can’t find me in DC, I’m 
likely on an adventure somewhere 
on this planet since interplanetary 
travel is currently restricted.
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Notes

Amy Lestition Burke, MA, CAE
Vice President, Member Engagement, MCI USA 
and Executive Director at Special Libraries 
Association (SLA)

Why the Component Conversation 
is Important and What CEOs are 
Looking For in Their Components

From the 
C-Suite

Short Bio

I serve as Executive Director of the 
Special Libraries Association (SLA), 
which is professionally managed by MCI 
USA, an association solutions partner. 
As a chief staff executive, I’m the strong 
voice for the integration of components 
into the overall SLA experience. It’s this 
mindset which has infused the team, 
ensuring components are a key part of 
the SLA life. 

Fun Fact

I am a Buffalo, New York native 
with a love for chicken wings, 
the current Oscar office pool 
champion (it’s the 4th time I've 
won) and enjoys singing carpool 
karaoke with my colleagues.



Notes
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Skills I need to hone or build

1

2

3

4

Next Steps

70Focus 3: Sharpening Your Sword& Making the C-Suite...

What can I do when I'm back in the 
office to start working on this?

How are our components and chapters 
currently viewed by the C-Suite?

Do you know how your senior 
management communicates and what 
resonates with them?

YES NO
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Name

Name

Reasons to contact

Reasons to contact

Name

Name

Reasons to contact

Reasons to contact

Who I need to connect with to accomplish 
my next steps and/or skills

My Next Step Is...

72

What Questions About 
Chapters Are Floating Around 
in Your Mind? 

How does our chapter program 
compare to other associations? Where 
should we shift, cull, add?

What are the standard practices 
regarding membership, programming, 
requirements and metrics for chapters?

Are chapters still relevant? 

Are other associations making changes 
to chapters? Should we?

What support and services should we 
be giving our chapters?

How do we evaluate our chapters?

2019 Benchmarking Study 
Coming Soon!

Let’s answer these and other questions! 
Participate in the 2nd Benchmarking 
Study sponsored by Mariner Management 
& Billhighway. Survey launches mid-
November.

Get on the invite list today 
at: surveymonkey.com/r/
gotchapters



Let's 
Break.

2:00PM-2:30PM

During the break, grab a 

coffee & review your chapter 

tools in the CEXy Café!
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"Go fast alone...go further 
together!"

#campfirechats
#solvechallenges
#faceyourfears
#getkraken KRAKEN

LET'S GET
FO

C
U

S 4
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Campfire 
Chats on 
Choice Topics
The CEXy take on roundtables will have you gathering 
with peers for deep conversations on topics we’ve crowd-

sourced from you! 

In this session, we'll gather round the campfire to share ideas 
and collaborate to solve your most glaring challenges.

Focus 4 What to Expect
During Focus 4: Campfire Chats 
on Choice Topics, we'll ask 
attendees to write down 1-3 
questions they have for each 
topic. You'll be sharing those 
questions with people at your 
roundtable to gather ideas.

CAMPFIRE TOPICS

Here is the full list of campfire 
topics we'll be discussing:

FACILITATOR 
EXPECTATIONS

Your facilitator is 
there to make sure 
everyone’s opinion is 
heard, and to ensure 
that everyone has an 
opportunity to have 
their challenges/
questions addressed 
by the group.

So if they cut into a 
conversation, please 
understand that they 
are simply trying to 
ensure everyone has 
a positive experience 
and walks away 
with new ideas and 
potential solutions.

Virtual chapters

Helping components grow 
membership

Orienting & on-boarding 
chapter leaders

Motivating chapter leaders

Defining what a successful 
chapter looks like 

Scaling programs & 
resources to differing size 
chapters

By the way...we'll switch it up, 
so you can gather in different 
roundtables for each topic.

77 Session from 2:30PM-4:00PM 78Focus 4: Campfire Chats on Choice Topics
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Topic #1
Write down 1-3 questions you have about topic number 
one. You'll be sharing these questions with others around 
the campfire.

80Focus 4: Campfire Chats on Choice Topics

1

2

3

Ideas I Got



Notes
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Topic #2
Write down 1-3 questions you have about topic number 
two. You'll be sharing these questions with others around 
the campfire.

1

2

3

Ideas I Got
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Notes

00Focus 4: Campfire Chats on Choice Topics

5 Reasons Why You 
Should Attend The Next 
Chapter Roundtable
Want to continue the conversation from CEX and build your 
community? Each month, Billhighway holds five chapter 
roundtables for professionals from organizations with 
chapters, components, sections, branches, or state affiliates.

Connect w/ CRPs
Connect and network 
with other Component 
Relations Professionals 
(CRPs).

Peer Feedback
Get valuable, peer-
based feedback on your 
current project, goal, and 
challenge.

Ideas Into Action
Leave with actionable 
ideas, insights, and 
inspirations you can put 
to work right away.

Five Locations
Roundtables are 
held monthly in D.C., 
Alexandria, Reston, 
Rosemont and Chicago.

CAE Credit
Attendees will receive 1 
CAE credit for attending 
a live roundtable.

1 4

52

3

www.billhighway.co/events/
chapter-roundtable

86



"It takes just as much 
energy to dream about 
something as it does to 
plan for something."

#setgoals
#gnomeideas
#dreambigdreams
#ideasintoaction
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IDES I CAN RING
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Ideas Into 
Action
This special recap is surely the cherry on top to 

end your day on the right note.

We’ll wrap up the day with an action-packed 

session to absorb all you’ve heard and plan out 
your next steps to implement new ideas you’ve 

captured at CEX 2018!

Focus 5 My Top 3 Ideas From CEX

ID
E
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N
E
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E
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E
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Who should be 
involved in the idea?

List possible obstacles 
for the idea

91 Session from 4:00PM-4:30PM

What is the first idea you can 
put into action?

How would your chapters 
benefit from this idea?

Idea umber ne NOTES

When would you like 
to implement this 
idea by?

92Focus 5: Ideas Into Actions

What is your action plan?

1

2

3

4

5
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Who should be 
involved in the idea?

List possible obstacles 
for the idea

What is the second idea you can 
put into action?

How would your chapters 
benefit from this idea?

Idea umber Two NOTES

When would you like 
to implement this 
idea by?

What is your action plan?

1

2

3

4

5
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Who should be 
involved in the idea?

List possible obstacles 
for the idea

What is the third idea you can 
put into action?

How would your chapters 
benefit from this idea?

Idea umber Three NOTES

When would you like 
to implement this 
idea by?

What is your action plan?

1

2

3

4

5
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Notes

98Focus 5: Ideas Into Actions



99 Session from 4:00PM-4:30PM

Notes Connect With...
Name

Association

Phone Number

Email Address

Reasons to contact

Name

Association

Phone Number

Email Address

Reasons to contact

Name

Association

Phone Number

Email Address

Reasons to contact

Name

Association

Phone Number

Email Address

Reasons to contact

Name

Association

Phone Number

Email Address

Reasons to contact

Name

Association

Phone Number

Email Address

Reasons to contact

100Focus 5: Ideas Into Actions



06
"You have all the tools and 
resources you need. What 
you do with them is up to 
you."

#iamunique
#sparklebabysparkle
#makethingshappen
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Resources & 
Chapter Tech 
Tools
We know it's hard to find the right tools and technology for 

your chapters—they all vary in size and technical expertise. 

So we did a bit of digging and gathered all the chapter 

tools we could find that might make your chapter leaders' 

lives easier. 

We even put together a set of guiding questions to help 

you get started in selecting the best tool for your chapters 

and association. Think of this as your chapter tool guide.

Chapter Tech Guiding Questions 

1
2
3
4

5
6
7
8
9

What current pain or challenge are you trying to solve 
with this technology/tool?

What tools/technology do you already have that's 
trying to address this challenge? Are they working?

What systems do you have that this technology will 
need to integrate/play nicely with?

Is there an adoption component? How will you roll-out 
this tool or encourage your chapters to leverage it?

Who ultimately owns this project/implentation? Do you 
have a champion for it?

How will you receive member and chapter feedback?

What does success with this tool look like? 

Will you consider having a small diverse sampling of 
chapters to pilot the solution? 

How will you evaluate your potential vendors? Do 
you have a list of key questions and requirements to 
ask about? 

103 Resources & Chapter Tech Tools 104Resources & Chapter Tech Tools
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Based on the technology displayed in the CEXy Café, share 
what chapter tools you want to try or recommend to your 
chapters.

Tech I Want to Try

What technology tools do you 
want to try or recommend?

Why do you want to try or 
recommend the technology tool?

106Resources & Chapter Tech Tools

What problems would this 
technology tool solve?

How could your chapters benefit 
from using this technology tool?
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Based on the technology displayed in the CEXy Café, share 
what chapter tools you want to try or recommend to your 
chapters.

Tech I Want to Try

What technology tools do you 
want to try or recommend?

Why do you want to try or 
recommend the technology tool?

108Resources & Chapter Tech Tools

What problems would this 
technology tool solve?

How could your chapters benefit 
from using this technology tool?
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Chapter Resources
Looking for component-based resources? Get access to 
a wealth of resources created exclusively for associations 
with chapters, sections, states, and affiliates.

Webinars

Articles

Whitepapers

Tools & 
Templates

Podcasts

Chapter Roundtables

Happy Hours & Networking

CEX: Association 
Component Exchange 
Conference

CAE Approved Provider

Articles

Looking for some inspiration? Whether you’re searching for 
information on chapter structures, how to host a chapter 
leadership conference, or the ever-evolving question of chapter 
ROI, both Billhighway and Mariner Management have a library 
of articles to (hopefully) satisfy what you’re looking for!

Billhighway: billhighway.co/associations/knowledge-bank

Mariner Management & Marketing: marinermanagement.com/resources

Don’t forget...Billhighway is a CAE approved provider! 
You’ll receive credits for attending a live webinar, a 
chapter roundtable and CEX! 



Whitepapers

Are you looking for some data for your next business case or project? 
Here’s a good place to start!
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Are Chapters Worth The Effort: 2016 Chapter 
Benchmarking Report

The first Chapter Benchmarking Study sought to shed 
light on association chapter programs from structure 
to support to measurement. In this report, you’ll find 
data on standard practices regarding membership, 
programming, requirements and metrics for chapters. 
As well as insight on questions, such as are chapters still 
relevant, are associations making changes to chapters 
and how do we evaluate our chapters?

Link: billhighway.co/whitepaper/are-chapters-worth-
the-effort-2016-chapter-benchmarking-report for-
chapter-leaders 

The Current State of Chapters: An Executive 
Summary of Association CEOs’ Perspectives on 
Chapters

New research has shown a wealth of untapped potential 
that just might be at your fingertips. It’s all a matter 
of making the most of your chapters. As part of an 
extensive study into the current state of chapters, this 
research has brought to light an important message: 
many organizations are overlooking their chapters, 
sections, states and affiliates, and it’s costing them.

Link: billhighway.co/whitepaper/the-current-state 
-of-chapters 
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Webinars

If you’re looking for a way to learn something new, or walk away with a 
couple of action items to move the needle, look no further. Continue your 
CEX experience by attending a webinar hosted by Mariner Management 
and Billhighway each month! Below are some of our fan favorites for you 
to check out!

Taking a 'Trickle Up' Approach to Chapter 
Engagement Programs

Every organization wants to provide chapter engagement 
programs to create meaningful membership experiences. 
Take a ‘trickle up’ approach to chapter engagement 
programs: identify a program that has been successful 
at a local level and then expand it nationally.

Link: billhighway.co/webinar/taking-a-trickle-up-
approach-to-chapter-engagement-programs

AIGA Slack: A New Tool for Chapter Leaders

Do your chapter leaders have an effective way to 
communicate and connect with National and each other? 
AIGA’s chapter leaders didn’t think so. Enter the picture: 
Slack. This webinar runs through a mini-case study that 
dispels how AIGA converted over 600 chapter leaders 
to using this new communication model/tool.

Link: billhighway.co/webinar/aiga-slack-a-new-tool-
for-chapter-leaders 

How to Create a Collaborative Chapter 
Marketing Movement

In the webinar, we provide examples of what other 
associations have done to drive membership engagement, 
particularly with younger generations, from the American 
Nurses Association (ANA) to the American Society of 
Landscape Architects (ASLA).

Link: billhighway.co/webinar/how-to-create-a-
collaborative-chapter-marketing-movement 
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Chapter Roundtables

Connect with other CRPs and chapter-minded professionals over lunch 
each month at the Chapter Roundtables. Did we mention it’s free?

In just one hour, you’ll…

• EAT: enjoy lunch on us

• MEET: meet fellow professionals with our flash introductions/networking

• LEARN: collaborate & share insights or ideas on our topic-of-the-month

• SHARE: get valuable/peer-based feedback

• INSPIRE: discover what your peers are working on

Attending an ASAE event in the near future? If we’re there, keep an eye out 
for an invitation to mix and mingle with fellow CRPs at a happy hour! 

November Roundtables

November 6th – Rosemont, IL 

November 7th – Downtown Chicago 

November 13th – Washington D.C. 

November 14th – Alexandria, VA

November 15th – Reston, VA

We hold five chapter roundtables each month, located in Rosemont, 
Downtown Chicago, Washington D.C., Reston, and Alexandria. Register for 
upcoming roundtables at billhighway.co/associations/events.

Ideas & Examples

Looking for ideas and examples for your chapter strategy. 
Explore topics such as: Innovating the chapter model, measuring 
chapter ROI, building your chapter's volunteer muscle, and 
effective chapter leader training strategies.

Visit www.marinermanagement.com

Technology Tools

Check out the evergreen Tech Tools list! Search it for tools 
and resources associations are using to help chapters address 
many tasks. Keep in mind that there are a gazillion+ tools and 
new technologies coming online every day, so this list is far 
from complete. 

Don’t see one you use? Add it to the list by emailing 
techtools@marinermanagement.com.



Notes
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Date: Friday, October 26th
Time: 4:30 pm - 7:00 pm
Location: cityhouse

You're Invited!
How could we possibly have a CEXy event 
without a CEXy party!? Join us for an evening of 
networking, laughs and CRP fun so you can meet 
your peers and relax (or kick it up a notch!) after 
a long day of focus and learning.

CHAPTERS 
ARE CEXY.


