American Chamber of Commerce Executives

2008 Chamber
‘\of the Year

ACCE’s Chamber of the Year Award: Recognizing chamber excellence in Leading
Businesses. Leading Communities. ™

Send three {3) copies of the completed application and supporting materials, each in its own
binder. The full application with entry fee must be received by June 2, 2008.

Entry fees are based on your annual dues category:
Under $200,000: $260  $200,000-489,000: $360 $500,000-$1M: $460  Over $1M: §535

Mail your entry to: ACCE, Attn. Chamber of the Year, 4875 Eisenhower Ave., Suite 250,
Alexandria, VA 22304

i you have any guestions about the application process, please call ACCE at (BO0) 394-2223.

SECTION 1: CONTACT INFORMATION

Chamber Name Lubbock Chamber of Commerce
Person Submitting Entry Eddie McBride

Address 1301 Broadway, Suite 101

City State Zip Lubbock, TX 78401

Contact Person Email eddie.mcbride @ lubbockbiz.org

Contact Person Phone  (806)761-7000

President Eddie McBride Entry Category (choose one):

President’'s Email eddie.mcbride @ lubbockbiz.org Annual dues income of:
Under $200,000

CFO Sheri Nugent $200,000 - $499,999

CFO's Email sheri.nugent@lubbockbiz.org X $500,000 - $1 million
Over $1million

Board Chairman Gary Gregory State Chamber of Commerce

Chairman's Company Atmos Energy

Address 5110 80" St.

City State Zip Lubbock, TX 79424

Email gary.gregory @ atmosenergy.com

Phone (806)798-4497

Board Size (Do not include ex-officio) _36 Staff Size (FTEs) _10
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WORKING FOR BUSINESS. BELIEVING IN LUBBOCK.

AWARD APPLICATION
SECTION 2: ORGANIZATIONAL EXCELLENCE
Yes No

1. Does your chamber comply with annual federal, state and local

income tax filing requirements? X L
2. Is your annual budget approved by your board? If so, what X L

month? December
3. Does your chamber have a long-range strategic plan? If so, X L

please include a copy.

4. Reflect on your most recent business plan or strategic plan and briefly explain what
worked, adjustments you made, and the final or to date outcome. (300 word maximum).

Three years ago, Chamber members expressed in a survey that their most pressing concern
was health care. The Chamber rose to the challenge by developing the Chamber Employer
Health Plan, which has been overwhelmingly successful. Therefore, the last two annual
business plan cycles included planning for doubling Chamber membership due to this value-
added program, which is the single best membership program in the Chamber’s history.

The Chamber continues to adjust to an increase of 1,251 new members since plan rollout
with 855 new members directly attributable to this new employee benefit package. This
program’s true success is underscored by more than 20% of new health care plan members
previously having no major medical coverage.

Tremendous adjustments were made in the areas of organization, public relations and
communications:

E Two private-purchase cooperatives were formed in accordance with Texas law with
certification for these two new groups. Licensing also was obtained by the Texas
Department of Insurance. Cooperative membership is based on Chamber membership
and 1,042 businesses have purchased the plan for their employees. Two
administrative boards oversee the cooperatives and an insurance carrier provides
underwriting for the family of insurance products.

B During the program’s initial 18 months including plan rollout, enrollment/renewal
periods and subsequent deluge of new members, staff was overwhelmed with the
entrance into the health care services, including the increased need to communicate.
A new communications staff position was created to handle the increase of public
relations and advertising requirements that the success of the new health plan brought
to the Chamber.

The Chamber continues to experience excellent membership growth and is learning how best

to handle requirements of a health care insurance program. The need to inform members of
the importance of Chamber membership also has increased along with this growth.

&
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WORKING FOR BUSINESS. BELIEVING IN LUBBOCK.

5. Describe an internal Chamber program used within the past year that had an impact

on the Chamber staff or operations. This program may have helped to increase
productivity, solve internal problems, address staff needs, etc. (200 word maximum)

Productivity, staff development, and professionalism are a more visible part of our corporate
culture as a direct result of overwhelming growth in membership and community stature.
This was addressed through the development of an internal communications plan as well as
the creation of a Communications Director position. Previously, various communications
functions including the newsletter, broadcast emails and media arrangements were handled
by different employees. Additionally, all were responsible for their own program marketing
with little coordination among events. The Communications Director now facilitates the
streamlined flow of information among staff as well the committees and Board.

Other steps include:

¢ Staff-recommended strategic
plan for board approval

* Quarterly staff evaluations

o Cross-training

e Increased area-specific training

¢ Five staff members currently
working toward their IOM

e Addition of a Data Entry Clerk

® Increased number of interns

¢ Staff victory celebrations

Elements of fun and flexibility are embedded in various events as well as unique staff
outings. The staff recently completed a team-building exercise that included a ropes course.
The goal is an increase in morale leading to maximum performance and communication
affecting internal as well as member and external customer service, beginning with the most
important internal customers — the staft!

How do you engage your hoard/volunteers to further the mission of your chamber?
(200 word maximum)

Our Board of Directors and
volunteers are  actively
engaged in the Chamber’s

mission — “to strengthen,
promote and serve our
member businesses.”

&?
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2008 Chamber of the Year Award Application

B The Board:

e Attends an annual retreat to develop the program of work and update the
strategic plan.

e Attends Chamber events and supports staff with sponsorship and planning
activities when necessary.

e Executive Committee meets monthly to prepare policy updates and decision-
making opportunities for the Board which also meets monthly to review and act
on those recommendations.

B Committee/Volunteer members:

e Develop and review potential courses of Chamber actions or positions and,
through the staff, present those recommendations to the Executive Committee
and Board for consideration.

e Participate in communicating with elected officials when legislative ‘“action
alerts” are sent to members.

e Lead the planning of projects or events and participate in their execution.

e Routinely attend around 15-20 events a month to represent both the Chamber as
well as their businesses. The Ambassador group is the “tip of the Chamber
sword” in representing the membership and the entire Lubbock business
community.

Board, committee and membership surveys serve as one of the strongest measures of
Chamber mission accomplishment and are routinely assisted by volunteers and conducted by
staff to help determine direction for the Chamber.

r/%
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WORKING FOR BUSINESS. BELIEVING IN LUBBOCK.

AWARD APPLICATION

1. What

SECTION 3: MEMBER SERVICES & CONNECTIONS

is your chamber’s strategy in member retention? Briefly explain it and its

effectiveness.

Membership retention is one of the most important priorities. The Chamber constantly tries
to address the “what’s in it for me” syndrome for members who deserve a return on their

invest

2. How

ment. The Chamber has established/accomplished the following:
Develop and deliver programs that are of the highest quality at the best price for
members to be proud either to attend, sponsor or support
Reach members by investing in a full-time communications position in order to
inform them of the Chamber’s contributions to their business and importance of their
membership
Monitor the level of member engagement by event rosters and page tracking of
readership and “click-throughs” on electronic member announcements
Hosting appreciation luncheons with top dues-paying members as well as Chamber
leaders representing various business sectors (e.g. agriculture, technology, health
care, legislation)
Recognition through awards and incentives
Hosting quarterly New Member Receptions
Issuing coupons to encourage participation and attendance at Chamber events
Calls made by staff to determine member satisfaction or answer questions regarding
membership

does your chamber communicate with members? List three examples. How

effective are they?

Weekly E-mail Updates
o Monday Memo & Thursday Announcements

o

O
o

Sent to more than 4,100

members “They (e-mails) help

23% read rate tremendously! It really helps
Events, timely news, to have the info in one
resources place for the coming
E-mails sponsored week.”

Information is linked, -Chamber Member

driving traffic to Web site
Survey showed a 96.9% satisfaction rate

7
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BRLU2200K

¢ GLANCE - Governmental and Legislative Affairs News
Clips E-Bulletin

o

Sent every Friday to more than 200 members who have

requested to receive it
20% read rate

Governmental and legislative affairs information at the

local, state and national level

Lubbock Business Network Monthly Newsletter

e 8-12 page publication

. . -~

* 3,400+ circulation umaﬂ

e Information on events, Business of the | Business EXPO 2008
Month, marketing tips, current news e

¢ Increase in advertising through inserts
and printed ads

* Survey showed a 91.1% satisfaction
rate

Web sites
¢ www.lubbockchamber.com

o

o
@]

0

O 00CO0

Average of 4,314 unique visitors per month

» Increase of 738 from 2007
Information on Chamber and community events
Community Calendar of Events
Membership Directory — includes search tool by
name or category, member’s contact information,
business description and Web link
Online registration and payment for Chamber events
Volunteer committees listed and described
Member advertisements through Web billboards
Survey showed a 63.5% satisfaction rate

s www.lubbockbusinessvotes.com

O

0O 00O

150 advocacy messages sent to date

= 0924 in 2007
Current governmental and legislative affairs
“Contact Your Legislator” tool
Access to local, state and federal officials
Voting information is included with locations, dates
and how to register

%

WORKING FQR BUSINESS, BELIEVING {N LUBBOGK,

"...the newsletter has
interesting articles, and it is
designed to help fellow
businesses.”

-Chamber Member
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2008 Chamber of the Year Award Application

3. How does your chamber choose which potential members to recruit?

All businesses within the area we serve are eligible for membership if they have an interest
and show support in accordance with the Chamber’s Bylaws. Additionally, businesses in the
eight contiguous counties also are eligible to join in order to enroll in the Chamber Employer
Health Plan. The Chamber is fortunate to have a voluntary member referral system that
works extremely well. :

The Director of Membership Services identifies potential businesses through a variety of
sources including:

B Leads groups

B Local newspaper

B New business licenses granted through the County/City business offices

B Word of mouth with our large volunteer network

B Network of health plan insurance agents

The Chamber works closely with partners such as Texas Tech University’s Small Business
Development Center and Historically Underutilized Business Office to recognize businesses
that may want to join the Chamber and could benefit from its services.

A new regional chamber membership program associated with the health plan allows
businesses to join the Lubbock Chamber and enroll in the health plan but they also must be a
member of their local or county chamber first. This has been well received and greatly
appreciated by regional, smaller chambers.

4. What do you do to ensure that your chamber’s programs, products, and services
support your organization’s mission?

In accordance with the governance policy, a test of significance must be met to qualify for
adoption of any policy, program or activity. The mission of the Chamber — “to strengthen,
promote and serve our member businesses” — must be met in every situation. Additionally,
the Chamber’s objectives are outlined in the program of work, which also serves as a
template for monthly reports to the Board of Directors. Occasional reminders of these
directives are presented to staff, Board of Directors and committee volunteers.

Several other basic questions must be answered such as, “will it serve the best interest of the
business community?” The Chamber fully understands that if the mission to represent its
members is done properly, it also will certainly represent the interest of local businesses.
Also considered is whether or not the issue can be better handled by another group other than
the Chamber and this is sometimes difficult to remember in the heat of determining what is in
the best interest of the Chamber.

Two last and important questions must be answered as well:

B Have all affected organizations and individuals been informed?
BB TIs the effort cost effective in terms of budget for volunteers and staff involved?

&
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LUBBOCK

CHAMBER OF COMMERCE

WORKING FOR BUSINESS. BELIEVING IN LUBBOCK.

5. Does your chamber systematically assess member needs and satisfaction? Describe one
example and explain your results.

Surveys are the most successful assessment tools used by
the staff both via online survey providers (Survey
Monkey and Constant Contact) or written surveys sent
through the mail or telephonically provided. Faculty,
staff and students at Texas Tech University also are
excellent resources for various data collection and

analysis efforts.

To preclude member burnout and ensure reply success, members are
surveyed only on an as needed basis. This philosophy has proven
extremely successful in that survey responses range from a minimum of

a 13% reply return (Retiree Attraction) to 29% (Relocation of Texas
Tech versus Texas A&M home football game and its business impact).

The survey example that provided tremendous importance and value to the Chamber and
membership was one that asked what members needed most from the Chamber to help their
business. Their number one reply was an affordable employee medical plan. This served as
an impetus to examine local, state and national information about small business health plans
to direct efforts. This effort helped generate the Chamber Employer Health Plan, which is the
most successful value-added program in the Chamber’s history.
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CHAMBER OF COMMERCE of the Year

WORKING FOR BUSINESS. BELIEVING IN LUBBOCK.

LUBBOCK \Q&m&?ﬁ%ﬁﬁ"&

AWARD APPLICATION
SECTION 4-A: LEADING BUSINESSES. LEADING COMMUNITIES.™

1. Program/Service name:
ListenLubbock Political Action Committee

2. The Core Chamber Strength(s) addressed: <<<(( LI STE N LU B BOC K oM

Advocacy, Impact, Focus

3. Program/Project Summary
Please summarize the nature of and the key outcomes of your program. (125 word
maximum)

B ListenLubbock was formed to ensure that the Lubbock City Council would make well
informed, prudent decisions in the best interests of much-needed capital projects
included in a bond proposal formed by a City Council-appointed Citizens Advisory
Committee.

Bl Because the proposal was developed with little if any public or Chamber input,
ListenLubbock’s role was to provide the public with information, gather feedback and
provide the information to the City Council to use in their decision-making and to the
Chamber to use in forming their recommendations to the Council.

B This resulted in a prudent decision in the best interest of the projects and the
community to strategically postpone an election for much-needed projects to better
ensure the odds of their passage by voters once placed on a ballot at a later time.

4. Needs Identification’ (175 word maximum)
a. Identify your target audience(s) and the needs your program/service meets. Needs
should be clearly identified and ties to the organizational mission should be
demonstrated.

B Target audience: Lubbock citizens and Lubbock City Council
B Needs:

e Support capital projects that Chamber leadership and volunteer policy committees
previously identified as important for Lubbock’s economy.

e Prevent defeat of projects due to lack of feedback and potentially ill-timed bond
election (once defeated, items would not politically be able to be successfully
voted on again for some time).

¢ Gather information to help City Council take a prudent course of action in the best
interest of capital projects.

B Ties to organizational mission to strengthen, promote and serve our member
businesses:

* Projects included in the proposal items important to Lubbock’s economy and
quality of life, such as streets, parks, libraries and venues.

! Please reference Section 4-A “ListenL.ubbock Political Action Committee” Exhibits A — F.

«°
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b. Discuss your needs identification and data collection process for your project or
program,

B Gathering feedback and data was important as no pubhc meetmgs or hearings were

held previously to allow for input, ensure the ;
public’s buy-in, or gauge voter support while i&¥
forming the proposal. |
The Chamber conducted a non-scientific
survey of its members that prompted the
formal ListenLubbock effort.

This formal effort included a scientific poll
and Listening Sessions held in each of _
Lubbock’s six City Council districts. v i

{ Community
w4 Listening

§ Sessions
| conducted

¢. Include as exhibits your amecdotal or formal evaluation
results, such as research, key facts, figures or trends about
your community or target audience, situational analysis
and/or copies of any survey instruments if used.

5. Program objectives2 (125 word maximum)

a. Discuss the goals and objectives for the program, relative to your identified needs
and target audiences. Objectives should be clearly stated, specific, measurable, and
time-sensitive (“SMART”’). Goals and objectives must relate to the achievement of
at least one of the following statements:

The chamber is an advocate for its board and diverse member businesses

The chamber leverages and enhances the talents and resources of its members to
create a climate of growth and success in the community

The chamber offers unique leadership opportunities, volunteer efforts and
business-building programs focused on critical business, civic and social
priorities

The chamber improves the economic vitality and quality of life for its members
and the community

Formal input and feedback from the Chamber members and the public had not been
previously sought, and it was the Chamber’s first objective to ensure that before a
final City Council vote in early August, these views and concerns should be gathered
through surveys, polls, and Listening Sessions and that information provided that
input to the City Council.

After learning of the data and feedback gathered by ListenLubbock, the Chamber’s
concern was that items in a $300 million bond package proposal, if placed on a
November 2007 ballot, faced insurmountable odds at the voting booth as a result of
predicted low voter turnout and general voter dissatisfaction. It then became the
Chamber’s goal to postpone such an election.

2 Please reference Section 4-A “ListenLubbock Political Action Committee” Exhibits G — H.

&
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LUBBOCK

CHAMBER OF COMMERCE

WORKING FCR BUSINESS. BELIEVING IN LLUBBOCK.

b. Include electronic and/or hard copies of strategic or project plans as sapporting
material.

6. Methodology (175 word maximum)
a. Discuss the methods used to reach the objectives. Please list specific actions taken.

b. A detailed budget should be included, indicating expenses, revenues, and in-kind

contributions.

A Chamber Electronic Member Survey served as the impetus and foundation for

ListenLubbock.

A ListenLubbock committee, staffed and administered by the Chamber and made up

of diverse Chamber and community members, was formed.

Listening Sessions were held in each of Lubbock’s six City Council districts.
Listening Sessions featured “Listening Stations,” staffed by a ListenLubbock
committee member and a member of the Citizens Advisory Committee and covered
different aspects of the bond proposal, including Streets, Venues, Public Safety, Parks
& Libraries and Mercado/NE Lubbock Streets. This format allowed for productive

small group discussion.

A scientific poll utilizing personalized URL
technology was conducted using a sample mirroring
potential November 2007 voter turnout to accurately
reflect voter sentiment and whether opposition would
be insurmountable in time for a successful Novermnber
2007 election.

Feedback from Listening Sessions was posted on a
Web site, and findings from the poll were included in
a report presented to the Lubbock City Council and
the Chamber for use in their own decisions and
recommendations.

ListenLubbock Budget

Revenue

In-kind contributions $4,750.38
TOTAL CONTRIBUTIONS $4,750.38
Expenses

Scientific Poll (survey postcard printing, postage, $4.577.49
Web building and URL hosting ) o
Maps for Listening Stations (printing and mounting) $60.00
Miscellaneous postage and mailing $112.89
TOTAL EXPENSES $4,750.38

¢
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7. Communications’ (175 word maximum)
a. Provide an outline of your chamber’s communications strategy for the program or
service, include specific marketing, commumcatlons, advertising, and/or public
relations vehicles (if used).

b. For each description of the communications vehicle, include the communications
points and/er call to action communicated as well the target audience you intended

to reach,

LUBBOCK

Eélﬂiﬁ
. CHAMBER OF COMMERCE

WORKING FOR BUSINESS. BELIEVING IN LUBBOCK.

¢. Briefly describe how you chamber developed and then executed its communications
strategy to inform your intended target audience(s) about your program/service.

d. Appropriate supporting materials include the web page(s) describing the program,
ads, brochures, gnides, press releases, speeches, etc.

B Communications Objectives and Methods:
Encourage participation at ListenLubbock Listening Sessions through news
releases, interviews and television coverage promoting sessions

Provide a Web site to allow feedback and input regarding the bond proposal
and for posting comments and questions from listening sessions as well as the

final ListenLubbock report

Provide a spokesperson as a single point of contact for talk radio guest slots

and television interviews

Vehicle

Communication Points/Calls to Action

Target Audience

Media
Advisories and
News Releases

Encouraged media to promote and cover
Listening Sessions.

Encouraged members of the public to
attend Listening Sessions and
participate.

Media, Lubbock

citizens, Chamber

Spokesperson members

af talk 1I-)a dio Provided a single point of contact to
encourage participation in Listening

guest and : .

; . Sessions and to explain the purpose of

interview .

. ListenLubbock.

subject

E-mail Encouraged Chamber members to Chamber members
participate in Listening Sessions.

Web site Explained the purpose of Lubbock citizens, media and City
ListenLubbock. Council members

Included comments and questions
transcribed from Listening Sessions.

Included information on upcoming
Listening Sessions.

Included the ListenLubbock Final
Report.

I T e

(( LISTENLUBEO € o

& P Wt e
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* Please reference Section 4-A “ListenLubbock Political Action Committee” Exhibits T - Q.
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8. Evaluation® (300 word maximum)

a. Demonstrate the impact your program or service had on your community and/or
membership. Outcomes of your program or service should be related to your stated
program objectives. Partial or projected information is acceptable.

b. Demonstrate the outcomes of your communications related to your program or
service, Partial or projected information is acceptable.

¢. Appropriate supporting materials include data about increased sales, awareness,
and membership; participation and satisfaction survey results; member or
participant testimonials.

Include:
A hard copy of program materials.
A hard copy and electronic copy (on CD) of the marketing materials for the
program,
A hard copy of the budget’, listing revenues and expenses for the program.

B Goal: Ensure that before a final City Council vote in early August, these views could be
gathered through surveys, polls, and Listening Sessions and information provided to the
City Council and the Chamber.

¢ Result: 14% response rate to non-scientific Chamber survey
® Result: ListenLubbock scientifically polled a sample of 8,007 with a response
rate of 17.96%.
o The sample included people who vote 75% of the time in the past 10 years
of city elections.
o Age demographics matched the same age groups that voted in the past 10
years of city elections.
¢ Result: Listening Sessions were held in each of Lubbock’s six City Council
districts. Participants totaled almost 300.
e Result: A comprehensive report of findings was provided to the Lubbock City
Council and the Chamber.
B Goal: After learning that items in a $300 million

bond package proposal, if placed on a November «...the (city) council made a

2007 ballot, faced insurmountable odds at the unanimous decision not to move
voting booth as a result of predicted low voter forward with the proposed $300
turnout and general voter dissatisfaction, million bond package ... The survey
Chamber’s goal was to postpone such an conducted by ListenLubbock found
election: most citizens were not in support of

the bond proposal.”

» Result: City Council chose to take no "KCBD, NewsChannel 11

action on the bond proposal, which

effectively postponed the action until
at least November 2008.

* Please reference Section 4-A “ListenLubbock Political Action Committee” Exhibits R — §.
3 Please reference Section 4-A “ListenLubbock Budget” on Page 12.
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SECTION 4-B: LEADING BUSINESSES. LEADING COMMUNITIES.™

1. Program/Service name:
Lubbock Chamber Employer Health Plan

2. The Core Chamber Strength(s) addressed:
Economic Opportunities, Impact, Focus

3. Program/Project summary
Please summarize the nature of and the key outcomes of your program. (125 word
maximum)

B The Lubbock Chamber Employer Health Plan was launched in May 2006 to provide
affordable health insurance for employers. The plan is marketed by the Chamber and
sold by commercial licensed independent agents.

B The initial goal was to enroll at least 2,000 lives in the first 30 days and to continually
increase sustainable participation for a more actuarially sound program through a
larger risk pool.

B The initial goal was surpassed by more than 50% in the first 30 days, and enrollments
through May 1, 2008, totaled 1,042 businesses and 10,254 lives. The Plan has
received a very positive reaction. Additionally, the actuarial soundness of the
program has resulted in a less than 10% average increase in premiums for the plan’s
second and third year.

4. Needs Identification® (175 word maximum)

a. Identify your target audience(s) and the needs your program/service meets. Needs
should be clearly identified and ties to the organizational mission should be
demonstrated.

b. Discuss your needs identification and data collection process for your project or
program.

¢. Include as exhibits your anecdotal or formal evaluation results, such as research,
key facts, figures or trends about your community or target audience, situational
analysis and/or copies of any survey instruments if used.

A November 2005 membership survey mailed to our primary target, Chamber
member employers, patterned a national trend that the cost of health care benefits
makes it difficult, if not impossible, for employers of all sizes to offer benefits.
Thus, the Chamber knew that its mission to “strengthen, promote and serve our
member businesses,” necessitated an innovative, effective and sound community-
based, partnership type of solution for health benefits.

B The aforementioned survey measured for the most prevalent barriers, employer
concems, and preferred insurance features and enrollment dates among member
businesses so that the plans could be structured and timed for maximum appeal.

® Please reference Section 4-B “Lubbock Chamber Employer Health Plan” Exhibits A — C.
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