Automated email communications
An ‘automated email sequence’ is a tool to use to help reduce workload and create a good standard of service. It is a set of emails that automatically get sent to the recipient, without relying on somebody writing and sending each individual email. Triggers might be a specific action, or in relation to an event date, for instance. 
Automated emails are not a panacea, but deployed in the right situations, they can be incredibly helpful. For a gliding club there are two sorts of sequence that might help: for people who have booked first flight; and for new members.

Why Use Automated Emails?
For many clubs, welcoming new people happens in bursts. Someone books a trial flight, or signs up as a new member, and club volunteers do their best to respond quickly and warmly. But with busy schedules and variable availability (life, other commitments and sometimes illness), it’s easy for people to fall through the cracks.
That’s where automated email sequences come in. They help ensure every potential new member has a consistent, positive experience, without creating more work for already stretched volunteers. Once set up, these emails run quietly in the background, providing clear information, friendly encouragement, and timely invitations to get more involved.
This helps meet the new member’s need to feel seen, supported, and connected.
Even something as simple as a three-email sequence can:
· Help new visitors feel more confident before they arrive
· Increase conversion rates from trial lesson to membership
· Improve early retention by giving members the info they need, when they need it
· Reduce the burden on individuals having to explain the same things repeatedly

What’s the aim of an automated ‘nurture’ sequence?
A good sequence of emails will build a sense of belonging early on, helping new members settle in without overwhelm. It will include timely tips and reminders over the first few weeks. It is also a great way to keep communication open, friendly, and encouraging.
It’s not about bombarding them with information. It’s about showing they’re welcome, pointing them gently in the right direction, and giving them confidence to take part.

How does it work?
You write 3–5 short emails in advance and set them to send automatically when someone joins the club.
You can use simple tools like:
· Mailchimp – free for small mailing lists, easy to set up simple sequences
· HubSpot (Free version) – good for basic CRM and email automation
· Google Workspace + Add-ons – some clubs use Gmail with automation plugins like YAMM (Yet Another Mail Merge)
· Club Management Software – some gliding clubs already use systems that include email functionality. Check what yours can do.
If email feels too formal, some clubs also set up automated WhatsApp or SMS follow-ups via tools like Twilio, but email is generally the easiest place to start.
Each email can include:
· A friendly message
· One key piece of information or encouragement
· A link to something useful (e.g. the welcome pack, social calendar, “how bookings work”)

You don’t have to get it perfect. Even just two or three friendly check-ins can make a big difference. The tone matters more than the tech.
Start with what feels possible and adjust as you go. It is important not to create something that will contribute to volunteer fatigue for existing club members.
Keep it Simple, Keep it Kind
The key is not volume, it is tone and timing. A warm, informative message at the right moment can make a huge difference to whether someone sticks with the sport. Most of these emails can be written once and used for years, with minor tweaks. A little setup now can save a lot of explaining later.
Do:
· Keep it short and friendly
· Write like a human, not a manual
· Sign off from a real person (e.g. Membership Secretary, Chair)
· Include a clear next step (e.g. “read this”, “come along”, “ask someone”)
· Space the emails out over a few weeks, less is more
Don’t:
· Don’t try to explain everything in one go
· Don’t assume they already know how the club works
· Don’t make it formal or overly technical, this is about connection, not compliance
· Don’t forget to invite questions or conversations

Videos, photos and other resources
Short videos, along with photos, can be highly effective, especially for showing people where to go, or where to find things. A sped-up video showing the drive to the gate, round to where they park and where they go next, can really help settle nerves for first time visitors.
You can upload videos to YouTube, which stay ‘private’ unless published. Simply share the link to the video without ‘publishing’ to the entire world wide web. You can embed video links into the text, or onto the website to keep the text uncluttered.
Consider what attachments you can include that will provide the right level of information.
Feedback forms
The BGA have created a couple of generic feedback forms in Jotform that you can adapt and use in email sequences, making it easy for people to share their feedback with the club. You can use the data and information to help improve how new people are greeted and supported.
First/Introductory flights 
New members 
Full information on how to use them is in the BGA Club Management Guide ‘Statistical Information and Marketing Feedback’

Suggested sequences
Each email should:
· be short and friendly (ideally under 300 words)
· include 1 main message or invitation
· always offer a gentle next step: reply; attend; read; meet

Trial Lesson / Introductory Flight: Email Nurture Sequence
Goal: Build excitement, reduce anxiety, and help them turn up feeling informed and welcomed.

Email 1 – Booking Confirmation (immediate – triggered by booking)
· Friendly thank you and confirmation
· Attach the BGA Mandatory Safety & Medical information
· What to expect on the day (what to wear, arrival time, directions)
· Reassurance: “No question is too small - here’s who to ask”
· Optional: a short video or photo of what it looks like to arrive at the club

Email 2 – Meet the Club (2–3 days before flight)
· Introduce the idea that gliding is more than just a flight, it’s a club
· Brief info about who they’ll meet (e.g. instructors, launch crew)
· "A day in the life" style description
· A warm quote from a recent trial lesson participant or a club member

Email 3 – After Your Flight (1–2 days after flight)
· Thank you for visiting, hope you enjoyed it
· Invitation to come back or explore membership
· Brief overview of next steps: taster membership, training options
· Link to join mailing list or follow the club on social media

Email 4 – Thinking About Joining? (1 week later)
· Testimonials from people who joined after a trial flight
· “What I wish I’d known when I joined” from a current member
· Invitation to an open day, social evening, or club tour

New Member Email Nurture Sequence
Goal: Help new members settle in, reduce overwhelm, and build early connection and confidence. NB a risk here is overwhelm, so do not bombard them with everything all at once.
Email 1 – Welcome to the Club! (sent immediately after joining)
· Warm, personal welcome
· Link to welcome pack and “How the Club Works” guide
· Let them know support is ongoing, not one-off
· Invite to ask questions / introduce their welcome contact

Email 2 – Getting the Most from Your First Month (sent 3–5 days after joining)
· Tips for getting flying training regularly (e.g. how to book in / get on the list)
· Encourage participation in small, visible ways
· Mention club social channels / WhatsApp / mailing list and how to join

Email 3 – Understanding How the Club Works (sent 1–2 weeks in)
· Link to governance doc
· Reminder that their voice matters (voting, volunteering)
· Reassure that not knowing everything is normal

Email 4 – Staying Connected (sent 3–4 weeks in)
· Promote social events, working parties, or informal gatherings
· Highlight training progress milestones
· “Still feeling new? That’s normal. We’re glad you’re here.”
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