
Are You Uncomfortable Yet?
What a year! 
Some of you are 
master planners, 
but I’m sure no 
one predicted the 
craziness that has 
been 2020 so far.

While we 
couldn’t plan 
for this year, 
and the impacts 
have challenged 

us in many ways, hopefully we have 
adapted, changed lanes and gears, and 
moved forward to serve our members 
and communities. I have been proud 
of the examples I’ve seen of chambers 
refocusing tactics while staying focused 
on mission.

Several of you have shared stories 
of facing challenges directly, taking 
deep breaths, gathering your teams, 
and accepting the “if not now, then 
maybe never” challenge of proving your 
chamber is an essential leader in creating 
community vitality.

One of the challenges we maybe 
should have seen coming is the intense 
focus on racial inequity and social justice 
that has been brought to our streets, living 
rooms and board rooms. All segments 
of our community are struggling to 
understand how they should respond and 
change to not just meet the moment, but 
truly move toward communities where 
prosperity and dignity accrue to all.

W.A.C.E. has been calling chambers 
to be (or become) Catalysts, Conveners, 
and Champions for the last several years. 
Chambers that embrace these roles and 
have done the work to be credible are 
well-positioned to be important and 
valued voices in these discussions.

That doesn’t mean we have the 
answers, or own the responsibility to 
implement all the solutions. It does 
mean we need to get involved and do 
something.

What We’re Thinking
As I think about how the Santa Maria 

Valley Chamber moves forward in this 
space, I’ve looked to peers around the 
country for examples and inspiration. 
I’ve also started reaching out to leaders 
outside our industry to seek insight about 
how we are perceived and where we can 
be impactful. I certainly don’t have it fully 
figured out yet, but here are some things 
we’re thinking about now:

• Start at home. Our team, like our 
community, is diverse and team members 
have different life experiences and 
perspectives. It’s important that whatever 
path we go down starts with them 
knowing we value them as individuals 
and are willing to consider their input.

• Expand our network. While 
we continue to look to our volunteer 
leaders as guides, it’s important we also 

begin dialogs with organizations and 
individuals we don’t speak or work with 
as much. We need new relationships and 
need to prove we can be trusted partners.

• Take risks. This is where things may 
really get uncomfortable. If we’re honest, 
we will likely see push-back among 
some of our members as we engage in 
new relationships and commit to work 
that isn’t the “norm” for our chamber. 
As leaders, we need the courage to go 
first, to push people (including ourselves) 
out of their comfort zones, and to put 
ourselves and our organizations in new or 
uncomfortable situations, because it’s the 
right thing to do.

Sharing Strategies/Tactics
There are many examples of chambers 

that are already doing amazing work in 
this space. Many in our industry have 
begun to share strategies and tactics.

Ultimately, the right approach for 
your chamber will be unique to your 
community. Our challenge today is to get 
started, be open and honest, and move 
forward.

One last word from me on this … 
as you step forward yet again as a 
community leader, be the example of how 
it should be done. Engage with civility; 
give people the benefit of the doubt; focus 
on the long game and not the heat of the 
moment.

One of you recently said something 
to the effect of “Chambers were built for 
moments like these.” Let’s demonstrate 
that our chambers are worthy of that 
truth.

Get uncomfortable!

Glenn Morris, ACE, is chairman of the board 
of W.A.C.E. and president/CEO of the Santa 
Maria Valley (CA) Chamber.

Glenn Morris, ACE
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Chairman’s Circle
Gold Members
• CalChamber
• Citslinc International, Inc.
• Google
• MemberClicks

The Chairman’s Circle is a special group 
of members that have committed to 
support W.A.C.E. through sponsorships. 
If your business would like to become 
a member of the Chairman’s Circle, 
please contact Dave Kilby, W.A.C.E. 
president and CEO, at (916) 930-1202 or 
email dave.kilby@calchamber.com.

Academy Becomes Latest Casualty of Pandemic
For me and 
probably for 
many of you, 
March through 
June has been 
the longest year 
of my life and, 
unfortunately, 
I’m not optimistic 
that the next six 
months will be 
much better.

Let’s go back to that word 
OPTIMISTIC.

I was, for many months THE 
optimist in the room and was holding 
out hopes that things would get better 
and we would be able to have Academy 
in Sacramento “as close to normal as 
possible.”

Ready to Go
We were prepared to follow ALL 

protocols with masks, hand sanitizer, 
social distancing and holding our classes 
in much larger rooms in the Hyatt 
ballroom for everyone’s safety.

When people asked, “Are you going 
to have Academy this year?” my response 
was always, “Yes, unless the government 
(Governor) or the Hyatt closes us down.”

Late on the afternoon of Friday, 
June 26, we received word from the 
Governor’s office that we would NOT be 
able to have Academy.

Upon hearing this news, my emotions 
raced from disbelief to disappointment 
(with a little anger thrown in), but 
then quickly changed to concern for 
everyone’s safety and rationalizing that 
the Governor’s decision was probably the 
right course of action. 

To all of our Academy attendees and 
their chambers, I sincerely apologize for 

this huge inconvenience and setback 
for your professional development. Of 
course, we’ll be making refunds of all 
registration fees.

Just like the Summer Olympics, 
Academy will be back in full force in 
August 2021.

Looking Ahead
Our immediate attention and, frankly, 

our worries are now focused on the 
February 2021 conference, which is also 
slated to be here in Sacramento. I’ll be 
honest, I’m not so sure what to think 
about what the future holds or what this 
pandemic will throw at us next.

February will be here before we know 
it. We will try to stay optimistic and 
are hoping for a “normal” face-to-face 
event. We all know, however, that hope 
is not a plan, so armed with a “the show 
must go on” mindset, we must and will 
investigate all of our options, including 
the possibility of going virtual. 

I hope our paths cross soon. Until 
then, try to stay optimistic, stay safe and 
stay strong.

Dave Kilby is president and CEO of W.A.C.E. 
and executive vice president of corporate 
affairs at the California Chamber.

COMMENTARY

FOLLOW W.A.C.E. PRESIDENT DAVE KILBY @DaveKilbyWACE

http://twitter.com/DaveKilbyWACE

Dave Kilby
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LEADER TO LEADER

Staying Connected Helps Retain Members, 
Recruit New Ones; Act of Kindness Works
What has your chamber’s experience been 
with new memberships and renewals over the 
last several months and were there any spe-
cific outcomes that came from your member-
ship efforts?

Anne Gill
President/CEO
Tempe (AZ) 

Chamber
When the stay 
at home order 
was issued, we 
immediately 
implemented a 
campaign to call 
every member to 

learn about their challenges and iden-
tify ways we could assist. Overall, we 
met our new member revenue goal and 
achieved an 81% renewal rate. We had 
two members increase their investment 
to our highest level, two others increased 
to our second highest tier, and two new 
members also joined at that level.

The majority of our renewals and new 
members have been our Basic and Small 
Business members, who are grateful for 
the advocacy and robust resources we’ve 
provided during this pandemic.

Pam Ridler
President/CEO
Castle Rock (CO) 

Chamber
I don’t know 
about you, but I 
feel the last few 
months have felt 
like a year. As 
a chamber exec 
we have worked 

so hard to show compassion, creativity, 
knowledge, empathy, stamina, and patience 
in trying to help our business community 
survive such a difficult time. Our members 
and our chambers are trying to keep our 
businesses afloat and having to make some 
very difficult choices, many having to lay 
off employees and do more with less.

Awareness of our members’ per-
sonal situation and knowing they need 
their chamber more now than ever is an 
emotional challenge as we are also asking 
them to continue their investment in the 
chamber. I’ve been told numerous times 
throughout this ordeal that the chamber’s 
efforts have been greatly appreciated 
with the enormous amount of informa-
tion helping them understand available 
grant and loan options, assistance in 
marketing their business, outreach to our 
elected officials, and deciphering the new 
government protocols and requirement 
of reopening their business which can 
change daily. 

My experience is that membership 
renewals and recruitment have definitely 
been slow and tedious; however, this has 
caused us to look for investment in indus-
tries that have not been hard hit and com-
municate and demonstrate our story, not 
just through our social media channels 
but in person—being our community’s 
Catalyst, Convenor and Champion.

Nancy Hoffman 
Vanyek

CEO
Greater San Fer-

nando Valley 
(CA) Chamber

Though our 
overall member-
ship dollars are 
down, it’s not 
nearly as low as 

we’d expected. Our goal is to avoid the 
“we really don’t need the chamber right 
now” attitude. Businesses must feel that 
their chamber is working for them in 
order to maintain their loyalty and trust 
by re-imagining services, programs, and 
opportunities to prove our relevance.

We see ourselves as the business com-
munity’s first responder, triaging with 
our resources, connections, programs 
and clout. It was through our expanded 
engagement and communication that we 
made it clear that membership is about 

the businesses and business community, 
not about the chamber.

Jason Camis
President/CEO
Gardner Edg-

erton (KS) 
Chamber

We have been 
fortunate to 
continue growing 
this year, having 
added over 20 
new members 

in 2020 and only losing one so far due 
to COVID-19. Our renewals continue to 
come in, though we haven’t pushed them 
during the past couple months.

We have focused on improving mem-
ber communication, including making 
quarterly calls to all members. This not 
only shows them that we care about their 
business, but also has helped us better 
understand their needs.

We’ve found that more and more 
businesses are looking to us for informa-
tion and a source of positive information 
about what is happening in the commu-
nity.

Michael S. Neal, 
CCE, CCD, 
HLM

President/CEO
Tulsa (OK) 

Chamber
We have commit-
ted, above all else, 
to be kind and 
useful to our busi-
ness community. 

Critical to this effort has been our dedica-
tion to personally connect with each of 
our 2,200 members, as well as hundreds 
of prospective members, to deepen rela-
tionships and demonstrate value. And all 
this regardless of payment status. In this 
way we never stopped selling.

While the pace has slowed, mem-
See Leader to Leader: Page 5
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Print Publications Take Backseat 
to Social Media During Pandemic
More than half of chambers either shifted 
their publications to entirely digital or 
halted the publication altogether during 
the early stages of the pandemic, according 
to the latest W.A.C.E. opinion poll.

With 239 chambers participating in 
the survey, 40% reported that they had a 
printed publication before the pandemic 
closures. The chambers most likely to have 
had a print publication before the pandemic 
were those with 500–999 members.

Among chambers with 1,000 or more 
members, 40% had a printed publication, 
while only 37% of chambers with 251–500 
members and 22% of chambers with fewer 
than 250 members had a printed publication.

Among those chambers that had 
a printed publication, only 31% were 
continuing to print their publications as 
normal. Another 10% continued printing 
their publication but reduced the number 
of copies printed. Thirty percent stopped 
printing copies of their publication and 
sent it as an electronic-only version 
while 29% stopped the creation of their 
publication altogether.

Larger chambers were more likely to 
continue publishing their newsletters/
magazines as normal. Half of chambers 
with more than 1,000 members published 
normally, as did 40% of chambers with 
501–999 members.

Post-Pandemic Plans
Chambers were also asked what their 

plans were for the publication following 
the pandemic. The majority (54%) said 
they will continue or resume printing as 
normal.

Another 26% said they will continue 
their publication but reduce the number 
of printed copies and 20% will stop 
printing copies of their publication and 
go fully digital.

No chamber with fewer than 250 
members said it would resume its 
publication as normal and 83% said they 
would be going completely digital.

On the other hand, 62% of chambers 
with 251–500 members and with 1,000 
or more members were going to resume 
normal production. Fifty-four percent of 

chambers with 501–999 members were 
also going back to the pre-pandemic pub-
lication model.

Social Media
The opinion poll also points out that 

chambers have overwhelmingly increased 
their social media use in the last few 
months. Every chamber said it was using 
Facebook, but 84% have increased their 
use during the pandemic.

More than half of chambers also 
increased their use of Instagram. Among 
the other platforms, 45% of chambers 
increased their use of Facebook Live, 41% 
increased their use of Twitter, and 38% 
increased their use of YouTube.

Opening the Office
Asked about their plans to reopen their 

offices, 59% of chambers reported that they 
have returned to the office already; 20% said 
they planned to open during the month of 
June; and 4% said they were planning to 
return in August. Another 17% reported 
having no timeline to return to the office.

Most chambers also are open to mem-
bers: 38% said they were open to members 
by appointment only, 36% said they were 
open to the public without appointments, 
and 26% said they were not allowing any-
one other than staff in the office at this time.

A full survey recap can be found at 
waceonline.com in the Past Opinion Polls 
link on the members only page.

OPINION POLL
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OPINION POLL RESULTS
Reaction of Chambers Publishing Newsletters/Magazines During Pandemic

Chambers that Increased Their Use of the Following Social Media Platforms 

Continued as 
normal 31%

Facebook Facebook 
Live

Instagram Instagram 
TV

Twitter LinkedIn YouTube YouTube 
Live

TikTok

84%

56%

41% 38%
45%

10%

29%

9%

2%

Continued printing 
with smaller 
quantity 10%

No printing - 
 only digital 30%

Stopped producing 
publication 
altogether 29%



bers continue to join us weekly, many in 
response to our recurring outreach and 
support. Members have gained height-
ened visibility via our emerging digital 
offerings, and others have contributed 
generous gifts to support our mission. 
The result has been encouraging retention 
rates and positive new revenue gains.

Wendy Gerig
CEO
Roseville Area 

(CA) Chamber
Businesses join-
ing the chamber 
during the pan-
demic has been 
dismal. Our staff 
is using the time 
to build their 
pipeline for the 

second half of the year. As for renewals, 
they have been a pleasant surprise during 
these unprecedented times.

The end of April we had a member 
reach out to us and acknowledged the 
tough times our business community was 
going through while also acknowledging 
the impact that this must be having on the 
chamber. He said he would like to help 
and offered to pay the annual investment 
for one of our members. What a generous 
offer!

We then took this act of kindness one 
step further and initiated a Pay It For-
ward campaign and pushed the concept 
out everywhere we could and witnessed 
several of our members stepping up and 
doing the same thing. Through June 19 
we have raised $7,677 in renewals that 
would not have happened without our 
generous members.

Leader to Leader: Staying Connected Helps Retain 
Members, Recruit New Ones; Act of Kindness Works
From Page 3

Are You One of the Next Members of 
Our Emerging Leaders Council?

Who’s next?
That’s a ques-

tion that many 
chambers, busi-
nesses and even 
governments are 
facing. 

One of 
the ways that 
W.A.C.E. is trying 
to address the 
issue of future 
leadership is with 
our Emerging 

Leaders Council.
“Identifying the chamber industry’s 

emerging chamber leaders and engaging 
them in W.A.C.E. has been a definite win-
win for everyone—the members selected, 

the chamber industry and W.A.C.E., 
said Dave Kilby, W.A.C.E. president/
CEO. “Members named to the Council 
receive important recognition and the we 
definitely benefit from their input and 
counsel.”

The Council
The Emerging Leaders Council 

consists of up to 24 association mem-
bers. Chamber chief executives and staff 
professionals who are under the age of 40 
and plan to make chamber management 
their career are eligible to apply. 

Membership on the Council is limited 
to one person per chamber.

The Council has been instrumental in 
determining content for the association’s 
annual conference and webinars, and has 

been involved in judging and presenting 
many of the association’s communication 
awards.

The Council also serves in an advi-
sory capacity to the W.A.C.E. Board and 
president. Members are invited to attend 
the association’s May and October Board 
meetings as nonvoting participants.

Important Dates
The application for a two-year term 

on the Emerging Leaders Council is now 
available. The deadline to apply is No-
vember 9, 2020. 

Those named to the Council will be 
announced during the 2021 W.A.C.E. 
Conference scheduled for February 3–5 at 
the Sacramento Hyatt.

Colin Diaz
Emerging Leaders 
Council Chair
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You’re Invited
to contribute to the 

Are there any documents from your chamber in the library?
If YES, is it time to update your chamber’s document samples?

If NO, let’s fix that!

This is a standing invitation to 
submit your sample documents 
for the resource library

Does your chamber have a successful 
Candidate Training Program?
Do you have a member renewal letter that you’ve 
been using in 2020?
Does your chamber have a Community Vision Document?
Do you have an attention-getting Infographic?
Can you share your Financial Policies & Procedures?
Do you have a Board Retreat Agenda?
What does your Board Commitment Agreement look like?

Please send in your sample documents, for these topics and more, TODAY to
russell.lahodny@calchamber.com

W.A.C.E.
RESOURCE LIBRARY
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LIFESAVER TIPS

Multiple Survey Software Options Ease 
Task of Keeping Up with Business Views

I have spoken 
with so many 
chambers in the 
last few months. 
Every one of them 
has changed the 
way it operates. 
Whether it’s a 
pivot, a shift, or 
just plain survival 
mode, chambers 
are trying to keep 

up with the ever-changing conditions and 
needs of their members. 

Many chambers started out by 
calling each and every member and 
just checking in with them. Many also 
took the opportunity do some informal 
polling on the biggest issues the 
members were facing.

Now, as we begin to transition 
back into the working world and 
more and more members are able 
to open back up, it’s just as 
important to stay in the know 
about the needs of the business 
community.

So with that in mind, 
I thought I would take an 
opportunity to touch on the 
many options of survey 
software out there that 
chambers should 
be looking into 
if they don’t 
have any survey 
software already.

SurveyMonkey
Probably one of the most 

prolific survey software choices on 
the market, SurveyMonkey is a great 
option. The basic plan starts at just $25 
per month and provides a rather robust 
survey platform with the ability to handle 
pretty much every survey need. W.A.C.E. 
members should be very familiar with the 
format, as it’s the one we use. 

I would say the biggest knock on 
SurveyMonkey is the blacklist issue. I’ve 

noticed that when I run surveys for local 
chambers, some of the members on the 
lists provided to me have opted out of 
receiving emails from SurveyMonkey. 
That means they unsubscribed from 
SurveyMonkey for another company’s 
list and are permanently removed from 

future emails, even if it wasn’t 
your list they opted out of.
If you just post the survey link in 

your other email marketing software 
or on your website though, this isn’t a 
problem.

SurveyGizmo
SurveyGizmo is another solid 

platform that embraces a variety 

of launching options. According to 
the software’s website, surveys can 
be emailed, added to social media, 
embedded in iframes, and used with QR 
codes.

The nice thing about SurveyGizmo 
is you can create a basic survey with 
limited question types using one of the 
company’s free accounts. Otherwise, you 
can bump up to their Collaborator level 
for $25 per month.

MailChimp and 
Constant Contact

Yes, that’s right, 
that email marketing 
software you are 
using also has some 
surveying or polling 
features which you 
may or may not know 

about. The advantage of 
this is you don’t have to 
subscribe to yet another 
software program. The 

downside is the 
software is not 

quite as robust as 
other platforms, 

but if you need 
only the basics, this 

might be a great option.

Google Forms
For the budget conscious 

(and these days who doesn’t 
fall into this category), you 

might look into Google Forms. This 
free tool is a great way to collect 

some basic information. The templates 
are limited, but it can easily serve the 
purpose of a basic survey.

There are many other options out 
there too, but these are a few that will 
help you get started collecting precious 
data to ensure you are meeting the needs 
of your members—and that’s a lifesaver.

Russell Lahodny



Chamber Executives in the News
Sarah Watts has been named the new 
president/CEO of the Gilbert (AZ) 
Chamber. Watts replaces Kathy Tilque, 
who is retiring after 32 years in the 
chamber industry and 24 years as CEO of 
the Gilbert Chamber.

Santa Barbara (CA) County’s South 
Coast Chambers have announced the 
merger of three of the area’s largest 
business organizations. The Chamber 
of the Santa Barbara Region, the Goleta 
Chamber and the Carpinteria Chamber 
will be uniting to form the Santa Barbara 
South Coast Chamber of Commerce – 
from Goleta to Carpinteria.

Kristen Miller, who served as 
the president and CEO of the Goleta 
Chamber for the last 18 years, will lead 
the organization as the chief executive 
officer. Joyce Donaldson, who had been 
serving as the president and CEO of the 
Carpinteria Valley Chamber, will serve 
as chief operating officer and Carpinteria 
liaison. Stephanie Armstrong, who 
had been serving as interim executive 
director for the Chamber of the Santa 
Barbara Region, will serve as the new 
organization’s chief marketing officer.

Visit Us 
on Facebook!

facebook.com/
WACEPAGE

Proudly partnering 
with over 7,000  
organizations 
across the US  
to help small  
businesses 
and job seekers

Google is proud to partner 
with thousands of community 
organizations and local  
governments to bring free 
workshops and training to job 
seekers and small business 
owners across the US. 

Together, we are working to 
help everyone gain the digital 
skills they need to transform 
their small business or career.

Join us to gain access to free 
resources, workshop materials, 
and hands-on help from our team.
grow.google/partners

Snapshot

How relevant is your chamber to 
your business? 

Source: W.A.C.E. Chamber Performance Survey 
Cumulative Results
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MEETING DATES
W.A.C.E. Events • (916) 442-2223
www.waceonline.com

Chamber Resilience Webinar Series
• July 22: Political Action Advanced
• August 12: Business Retention and 

Expansion, Part 1
• August 26: Business Retention and 

Expansion, Part 2
• September 9: To Be Determined
• October 7: To Be Determined
• November 18: To Be Determined
• December 2: To Be Determined

W.A.C.E. Board Meeting 
October 15-16 
Irvine, CA

44% 
High 

Relevance

40% 
Mid-Level 
Relevance

16% Low 
Relevance

http://www.grow.google/partners
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